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Since the provi•ion of long dietance •ervice became 
competitive, tbe CO..i••ion baa received complaint• about the 
unauthorized .witching of a cuatomer'• long di•tance carrier from 
the carrier choeen by the c:u•to.-r or ••laiiBing•. In 1992, the 
Commission adopted ~e• which were intended to eliminate or reduce 
the level of •l ... tng ca.plaint• in Florida. At that time, the 
Commission bad reeeived 195 COIIIPlaiDte. However, beginning in 
1995, the Coa~~tiuion 'AW a •igni.ficant incree•e in complaint• and 
in 1996, 2,393 juatified ~latmte .. re filed with the Oommiaaion. 
Theee figure• do not include COIIIplaint• filed only with the 
telecommunications provider• nor w~th the Pedarel communication• 
Commiseion (PCC). 

"1t"; 

On July 15, ltt7, . the ltate Attorney Oenen·l' • Office end the 
Citizen• of tbe State of Plor~ by and t~ough the Office of 
Public Couu.el fil~ .a joint petition for initiation of formal 
proceeding• to ~igate •1-i.ng with tbe Ploride Public Service 
commi•aion. By.' Orde.r llo. PSC-97-1071-PCO-TI ia•ued Se_ptellber 1~ 
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1997, the ~1nt .. 109 tjanted the Petition. The Commission ordered 
the formal ~ti,.tion to be a part of the rulemaking . To tl;ia 
end, rule davelopt'tJit workahopa were held by the COIIIIliaaionera 
around tbe •tate taking aworn teati1DODy of customers that were 
al&IIIMtd. Ill additi.Oii a full oa t••ion rule hearing has been aet 
for Peb~ I, ., lfJI, where teati110ny will be sworn and the 
witneaaea -,y be ~•~exa.tned. 

,. 

The PCC'• 'ritle ·~. Part• 64.1100 and 64.1150, Code of Federal 
Regulatiorui, pzovi._, ._. atriag:eDt chaoge requirement• than what 
ia curreDtly nfllieted ill Cc ai••ion Rule 25-4.118, Florida 
Adllliniatrative Code• ID addition, the PCC ha• iaaued a Notice of 
Propoaed Rul~iDf through which it intenda to amend ita current 
rulea. · · 

In 1tt5, tlle~· l!,.~alature provided for competition in the 
local excbenp ~. In 1996, Congreas passed the 
Teleooa.unicatiaaa ACt of 1tt6 which provided for the deregulation 
of the local aD4 i.Dua-LATA toll market•. With the deregulation of 
these market• tbe appoztUDity fo·r •l-ing ba• increased aa tho11e 
market• will be vulae~le to tbe .... type• of practice•. 

P''C'I''JCII or IIIIJII 
..... 

ISSQI 1: Should t,be oa,_iaaion propoae Rule 25-24.845, P.A.C. , 
CUata.er Relatioaa, Rul• Incorporated and amendments to Rule 25· 
4.003, P.A.C., DefiDitiOD81 Rule 25-4.110, P.A.C., CUstomer 
Billing; 25-4.111, P.A.C., Interexchange Carrier Selection; 25-
24.490, CUata.er Relational Rulea Incorporated. 

: ~ .... • • • l •l t • a Yea, tbe Commi•aion should propose the new Rule 
25-24 . 845, P.A.C., and ~nta to Rules 25-4.003, 25-4.110, 25-
4.118, and 25-24.410, P.A.C. 

STVP 'R'·DIIa 81-t ng 1• DOt ODl.y a problem in Florida, but one 
that ia afflicttD,r euataa.ra nationwide. Other states are also 
exploring thia , ia•ue u well •• the PCC. The problem ia not 
limited to long di•tance service either. This Commission baa 
examples of alam.ing complaints ariaing in the market for local 
exchange aervice. S~f expect• •l~ng to increase in the local 
and local toll MrUt'a u CQ~~Petition emerges in those markets 
unless it i• curbed. . 

J 

A breakdown of the types of alamming complaints for 1995 
and .L996 provide tbat 1,146 COIIplainta resulted from Sweepstakes; 
1, 185 resulted frQII :t•le8rketinsu 262 resulted from Name to ANI 
mismatches; and t70" a.ulted fZ'CII key punch errore.. Other problema 
were from mialea4ing letter. of agency, but this type of complaint 
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... ~;~ 'i ~. 
~ ·.p 
~ ·. 
~.i 

- 2 -

.. 
: ".J 



DOCKET NO. 970882-TI 
DATE: December 4, 199? 

dropped from 326 in 1995 to 42 in 1996. New comp.lainta include 800 
service center probleu, forgery, and other unexplained errora. 

The propoaecl ..W rule and amendment• are aimed at 
eliminating or r.duCiDg tbe opportunity a company may have to alam 
Florida customera. The ~ rule amendMent• and the new rule 
place new require.ent• oa the local exchange companiea, the 
alternative local exchange co.panie•, and the interexchange 
companies rega~ag tbe ci~tance• under which change• may be 
made. The propo8ed rule ere~nt• and new rule apply to local, 
•local toll• or illtral.A'l'A, and toll .. rvice pzovidera, each of whom 
must be certificated by the CO..iaaion. 

The propoeed ...admente require the name of the company 
providing the ••rvice and · ite certificate nwaber, the type of 
service provided, aad a toll-free •ervice number for each provider 
to be on each billiag •tat~t. Thi• require.ent wi.ll inform the 
cuatomer who tba1r pnwider i• for each of the Hrvicea. If the 
provider ie not with wbca _ th8y have contractecl, the cuatomer will 
know he baa been •1•-•d. 

The cuatomer IBWit authorize the change. Change• to the 
preferred provi.der •Y only be made i .f at leaet one of the 
following four a.ctiona baa occurred.: 

(1) The ~y baa a •i.gned letter of agency (LOA) that 
contain• aufficient inforaation to verify that the conaumer ia 
authorizing the c~ge. The LOA muat contain the cuatomer' • 
billing name, addrea_a, each tel•pbone number to be changed., and 
optional verification data, e.g., ouatomer'a date of birth, aocial 
security, and driver licenae number. 

(2) The COIIIp&Dy baa received a conaumer-initiated call, 
has obtained the coaaumer•e caneent and apecific information listed 
in (l)above, ha• recorded tbe conaent, and haa recorded the number 
to be changed. 

(3) An independent, unaffiliated firm baa verified the 
consumer's requeet. Upon obtaining the cuatomer' • conaent to audio 
record, the information required to be obtained in (1} mu•t be 
audio recorded. 

(4) The ~y bae received a conaumer•a change requeat 
and respond8 by ·•iliag an inf0%11ation package which explain• the 
changes, verifiea info~tion and require• a •igned •tatement 
acknowledging the change. The infon~ation muat alao contain a 
notice that the cuata.er -y contact the Conniaaion•a Diviaion of 
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Consumer Affair• and provi~ the eo..i••ion'• addre•• and toll free 
number. 

If any of these metbode are followed, the eoq,any will know (abaent 
forgery or fal•e 8tat~t on the recording) that it hae a 
legitimate cuetomer aad the cuatc.er will know that he in fact will 
be switched to a diffenat pzovidar. The cboice to •witch 
providers will be a CODKioua· oae ba88d upon full information. 

A caapany .ay DOt CCIIbine the LOA. with any induceaaent on 
the same ~t. Tbi• ~ieian will prohibit .weep8takee where 
a person, by •ign!Dg up for a free ca.r or a •hopping •pree at a 
county fair, flea .arket or otber function, aleo agree• to change 
his telec~icatiaaa .ervice prcwicler. Generally, the agreement 
to switch W&8 printed i ·n very -11 print and wa• not noticed by 
the cu•ta.er wMil be •iped . tbe indue-nt . The propo•ed 
amendment• will aleo pzoblblt tM check• ••nt by COIIp&ftiee to 
consumers where eadon1a1Dt by the cuatc.er i• agree-nt to .witch 
service. The prcpo•ect sasadrent• al.o prohibit inc:luc-nta in 
writing or by tel~ froa being •i•leading or deceptive. The 
customer IIU8t kDOW tbat be iG 8Wltching to resold aervice of a 
particular pzovicler if that i• in fact the ca-. 

Finally, if a perltOft ie •1-d, charge• for the change 
and all c~e billed on behalf of tba unauthorized provider for 
the fir•t tO daya .uat be credited to the corun.-er . Upon 
notification by tbe cona~r, tbe COIIIIP&ftY II\Uit have tbe con•WMtr 
switched back to bie original provider or the provider of hi• 
choice. If the apprcpriate procedure• are follCRMCI by the COIIIp&ny, 
these refunds •bould not be nece•aary. 

Authority: Tbe O:r 1 iuion hae authority for the propoaed 
amendment• to theee rule• UDder tbe aectiona of the Florida 
Statutes cited in the Specific Authority and Law Implemented 
section of the rule. 

The CO..i••ion• • juriecliction appear• broad over thia 
type of illicit activity becau•e the legi•lature haa exempted 
telecommunicationa activitie• from other con•umer protection 
statutes . Por example, section 501.059, Florida Statutea, relating 
to telephone solicitation provi.de• for require~Mnt• a telephone 
solicitor .u.t -t in order to cone~te a eale. Theae 
re~uirement• include identifytng t~elvea by firat and laat name 
and on who•e behalf they are calling, ability o.f c:oneumer• to be 
registered on a •no •ale• solicitation call•• liat, and the 
contract -de ove·r the telephone 111\let be reduced to writing and 
signed by tbe cone~r. . Section 501 . 059 (3) , (4) , and ( S) . The 
merchant making a .. 1. via telephone •olicitation may not charge 
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the customer' 8 credit card uatil be receives the customer signed 
contract. Any violation may be prosecuted by the Department of 
Legal Affairs and a civil penalty shall not exceed $10, 000 per 
violation. 

provides: 
Section 501.0'59(5) (c), Florida Statutes, however, 

The provisioaa of this 8Ubaection do not apply to . 
. . sales transacted by companies or their wholly 
owned subsidiaries ·or agents, which companies are 
regulated by chapter 36• •... 

The Commission should provi.de for the way customers are 
solicited by teleca.aunicationa companies and their agent' . 

In addition, Section 5.01 . 201, Florida Statutes, also 
known as the •Florida Deception and Unfair Trade Practices Act• or 
•Little FTC ACt,• provides ·for consumer protection and the 
prosecution of deceptive and unfair trade practices by the 
Department of Legal Affairs · UDder the Office of the Attorney 
General. ViolatiOft o ·f ' the ~ caD nnlt in a civil penalty of not 
more than $10,000 per violation. section 501.2077, Florida 
Statutes, provides for violations involving senior citizens or 
handicapped per80D8 may renlt in a civil penalty of not more that 
$15, ooo for each aucb violation and the penalties collected 
pursuant to this section .uat be deposited into the Department of 
Legal Affairs Conau.er Frauds Trust Pund and allocated solely for 
the purpose of preparing and distributing con:sumer education 
materials, progr ... and seminars to benefit senior citizens and 
handicapped persona or to further enforcement efforts. 

Section 502.212, Florida Statutes, however, provides that 
the Little FTC Act does not apply to: 

(4) Any person or activity regulated und.er laws 
administered by . . . the Florida Public Service 
Commission . 

Again, it appears that the Legislature .intended the Commission to 
utilize ita authority to protect the customer who is harmed by 
actions of a tel~ •nicationa co.pany. It appears, however, that 
these exemptions are for civil penalties, and should not preclude 
police enforce-nt of violations of a criminal nature such as 
forgery. 

Stat-nt of htiMtecl Regulatory coat: The providers 
who filed coat in.fozwation were primarily concerned with portions 

- 5 -



DOCKET NO. 970882-TI 
DATE: December 4, 1997 

.. · 

of the propoaed rule• that .ould Mke it difficult for them to 
standardize their ...Utiag and billing procedure• nationwide. For 
example, the propoaed require.ent to place the Florida certificate 
number on each bill ... identified aa having aignificant 
implementation coat• and ncurring coata by almoat all of the 
provider• who re~ to etaff'• data requeat. Other propoaed 
requirement• identified ... . particularly coatly by the reapondenta 
were: audio recording of {abound telephone calla from conaumer• 
and incluaion of apecific Florida language in informational 
packages. 

It ia appareDt tbat co.paniea who chooae to operate in 
Florida will face .a.. additional coat• to comply with the propoaed 
rules (to the extent that they differ from federal rulea or rulea 
in other statea) • However, theae compliance coat a ahould be 
weighed againat the coa.ta of tbe preeent aituation, ao vividly 
described by cuata.e~:~a at the recent public .orkahopa (time 
consumers apent reeolving uaau~boriaed carrier change• ia time 
taken away from more productive activitiea auch aa work and family 
care, and conaumera •re ec.eti-• billed higher ratea) . Because 
Flo.rida' s large aDd diftZ'H papulation of reaidential ancl buaineaa 
customers ia highly eougbt after by telecommunication• provider•, 
our state may require the apecial protection• outlined in the 
proposed rule. 

ISSQI 2: If no requeata for bearing or comment• are filed, should 
the rule amendment• aa propoaed be filed for adoption with the 
Secretary of State and the docket be clo•ed? 

STAPF JIILDIS: A rctqUeat for hearing baa been filed by the Office 
of Public Counael and the Office of the Attorney General. A 
hearing before the full oommiaaion baa been •et for Feburary 6, 
1998. If the requeat ia withdrawn, unleaa comment• or requests for 
hearing are filed by otbera, the rulea aa propoaed may be filed 
with the Secretary of State without further Commiasion action. The 
docket m=ty then be cloaed. 

Attachments: 
Proposed rule and ·rule ~ta 
Statement of eeona.ai•e r~latory coat 
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2 25-4.003 Definitic:ma. 

3 For the purpose of Chapter 25-•, the fellewift9 definitions to the 

4 following terms apply: 

5 ( 1) "Access Line • or • Subscriber Line . • The circuit or 

6 channel between the deMrcation point at the cuatOMr' a premiaes 

7 and the serving end or claaa 5 central office. 

8 (2) •Alternatiu k?c•l 'YGbtDU Talecgwupicationt cosmany 

9 (ALEC) . " Any teleqppnpisat.iADe c;cwpapy. y dlfintd in Section 

10 364.02{1). Florid& St.atut.ea. 

11 .ill~ "Average Buay Beaaon-Buay Hour Traf'fic. • The average 

12 traffic volume for the buty seaton buay hours. 

13 ill-+*- •auay Hour. • The ccnt.inuoua one-hour period of the day 

14 during which the greateat volume of traffic it handled in the 

15 office. 

16 ~~ "Buay S.aaon. • The calendar month or period of the 

17 year (preferably 30 days but not to exceed 60 days) during which 

18 the greatest volu .. of traffic ia handled in the office. 

19 lil~ •call.• An attempted telephone message . 

20 .ill~ •central Office." A location where there is an 

21 assembly of equipment. that est.abliahea the connections between 

22 subscriber acceaa linea, trunks, switched acceaa circuits , private 

23 line facilities, and 8plcial ace••• facilities with the rest of the 

24 telephone network . 

25 .ill~ "COIIDission. • The Florida PUblic Service Commission. 

CODING: Words underlined are additions; worda in 
s~~•k •-.••th type are deletions from existing law . 
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2 lil~ •company,• •Telecommunications Company,• •Telephone 

3 

4 company,• or •utility.• These terms may be used interchangeably 

5 herein and aball •an •t.elecoa.unicationa company• as defined in 

6 Section 36• . 02 (12), Plor.ida Statutes. 

7 .il.Q.l-+9+- •c0111pleted call. • A call which haa been switched 

8 through an eatabliabed path ao that two-way conversation or data 

9 transmission ia poaaible. 

1 o Jl.1l ~ •Di.aonnect • or •Diaconnection. • The diaaociati.on or 

11 release of a circuit. In the caae of a billable call, the end of 

12 the billable ti .. for the eall whether intentionally terminated or 

13 terminated due to a aervice interruption. 

14 llll~ •Drop or Service Wire . • The connecting link that 

15 extends from the local cU.atribution service terminal to the 

16 protector or tel.pbone network interface device on the customer's 

17 premises. 

18 JllJ.. ~ •axchange. • The entire telephone plant and 

19 facilities used in providing telephone service to subscribers 

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

21 central office unit. 

22 lill** •Exchange (Service) Area. • The territory of a local 

23 exchange company (LIC) within which local telephone service is 

24 furnished at the exchange ratea applicable within that area. 

25 

CODING: Worda underli'ned are additions; words in 
·~~ek ~h•e-.h type are deletions from existing law. 
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2 .1lll ~ •sxtended Area service. • A type of telephone service 

3 whereby aubacriben of a giftll exchange or area may complete calla 

4 to, and receive mesaagea from, one or more other exchanges or areas 

s without toll chargee, or c01111plete calla to one or more other 

6 exchanges or areas without toll message charges. 

7 ..llll.~ •Bxtenaion Station. • An additional station connected 

8 on the same circuit as tbe -in station and subsidiary thereto. 

9 l111~ •Foreign Bxcbange Service.• A classification of~ 

10 leeal e11ehatlte ael•••• na6•••'•• ..... .,. exchange •ervice 

11 furnished under tariff provisions whereby a subscriber may be 

12 provided telephone service froaa an exchange other than the one from 

13 which he would normally be served. 

14 l.lJl:~ • Intercept service. • A service arrangement provided 

15 by the telecOIIIIIlUI1icatioll8 company whereby calla placed to an 

16 unequipped non-working, disconnected, or discontinued telephone 

17 number are intercepted by operator, recorder, or audio response 

18 computer and the calling party informed that the called telephone 

19 number is not in service, has been disconnected, discontinued, or 

20 changed to another number, or that calla are received by another 

21 telephone. This service is also provided in certain central 

22 offices and switching centers to inform the calling party of 

23 conditions such as system blockages, inability of the system to 

24 complete a call as dialed, no such office code, and all circuits 

25 busy. 

CODING: Words underlined are additions; words in 
s£~ek ~h•e~th type are deletions from existing law. 
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•Intezoexcbange Coaapany UXC). • Any 

3 telec~catiODii COIIpADY, •• defined in Sect ion 36<6. 02 (12) , 

4 Florida Statute•, which provide• t.elesg•npisationa 

s ~ele••-•••••-- Hrviee between local calling area• •• thoae 

6 area• are ·cs.M:ribecl 'to the approved tariff• of individual ~ 

7 leeal 

·~ '· 

9 (MLM) •• defi.Jlect in •Ubaection .L.Ul ~ of theae definition•. 

10 laQl~ •Inter-office call.• A telephone call originating in 
·:_. ·"':"-' 

11 one central office bLit t e n'linating in another central office, both 

12 of which are in the •ame de•ignated exchange ar~a. 

13 lall~ •Inter8tate TOll Me•••ge . • Thoae toll meaaages which 

'14 do not originate and tezwinate within the ••me atate. 

15 .La.al~ •Inteztoll Trunk. • A line or circuit between two 

16 toll office•, two end officea, or between an end office and toll 

17 office, over which toll calla are paated. 

18 lal1~ •Intra-office Call. • A telephone call originating 

19 and terminating within the aame central office. 

20 ~-+a-a+ •Intra-•tate Toll Measage . • Those toll messages 

21 which originate and terminate within the aame state . 

22 ~~ •Invalid .umber.• A number compriaed of an 

23 unassigned area code nWiber or a non-working central office code 

24 (NXX) • 

25 

CODING: Worda unclerlined are additiona; worde in 
''~•• •hwawth type are deletion• from exiating law. 
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3 eempaay certificated by the OOmmiaaion prior to July 1, 1995, that 

4 had in exceaa of 100,000 acceaa linea in aervic:e on July 1, 1995. 

5 J.i11. ~ "Local Acceaa and Tranaport Area (LATA) " or "Market 

6 Area." A geOgraphical ·ana, which ia looaely baaed on atandard 

7 metropolitan atatiatical areaa (SMSAa), within which a~ leeal 

8 e~eehaft1e .... ..., -y tranaport telecoanunic:ation signal•. 
·' 

9 lall~ "Local 8xchange Telecommunication• Company (LEC).• 

10 Any telec:ommunic:ationa ca.pany, aa defined in Section 364.02(6), 

11 Florida Stat\ltea. 

12 (29) •Lpctl Prgyi4lr CLfl.• Apy telecogmypicationa company 

13 proyidipq lgca1 ta~ mlqatigpe yrvic;tt I •yslwUpq pay telephone 

14 proyidera •n4 gall agqreqatpra. 

15 ..il.Q.l~ "Local Service Area" or "Local Calling Area. • The 

16 area within which telephclae aervice ia furniahed aubacribera under 

17 a specific ac:bedule of rate• and without toll charges. A LEC' a 

18 leeal e~eehalt~e ••Jz••• m6ea•6• ....... ,.. • local service area may 

19 include one or ~re exchange area• or portion• of exchange areaa. 

20 {31) •t.oc;al Toll Proyider (LTP). • AnY telecommunications 

21 companv proyi4inq iptpLATA gr iptpmarket area lopq diatancc 

22 telecommuoicatipna aeryise. 

23 ..iUl.~ "Mai.n Station. • Tbe principal telephone aaaociated 

24 with each service to which a telephone number is aaaigned and which 

25 

CODING: Worda underlined are additions ; words in 
•~•'*•II •h•a-.a. type are deletion;& from exiating law. 
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2 ia connected to the central office equipment by an individual or 

3 party line circuit or channel. 

4 llll~ •Mea-age.• A c~leted telephone call. 

5 ilil~ •Mileage Charge.• A tariff charge for circuits and 

6 channels connecting other Hrvicea that are auxiliary to local 

7 exchange aervice .uch M 'off preaaiaea exte.naiona, foreign exchange 

a and foreign central office Mrvice,, private line Hrvices, and tie 

9 lines. 

10 ..wl ~ •Multiple Location Diacount Aggregator (MLDA) • • An 

11 entity that offer• di8COUDted long diatance telecommunication• 

12 services from an underlying 1IC ,._,e•••aha119e ea.,...,- to 

13 unaffiliated entitiea. An entity i .s a MLDA if one or more of the 

14 following criteria appliea: 

15 (a) It collect• fee a related to interexchange 

16 telecommunication• service• directly from subacribera, 

17 (b) It billa for interexchange telecommunications services in 

18 its own name, 

19 (c) It is responsible for an end ·,uaer' a "'npaid interexchange 

20 telecommunications bill, or 

21 (d) A custoaaer' • bill cannot be determined by applying the 

22 tariff of the underlying ~ '"'e•·••ehaftte •••••RV to the 

23 customer's individual uaage. 

24 llil~ •Nor.al Working Daya.• The normal working days for 

25 installation and conatruction shall be all days except Saturdays , 

CODING: Worda underlined are addition•; words in 
etl"'iela thret~ ... type are deletions from e.xiating law. 
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2 Sundays, and boliday1. The normal working day• for repair •ervice 

3 shall be all cSav- except Sunday• and holiday•. Holiday• 1hall be 

4 the days which are obeerved by each individual telephone utility. 

5 .. .Ul.l:+~~ •Optional Calling Plan. • An optional service 

6 furnished under tariff provi1iona which recognize• the need of lome 

7 subscriber• for atend8cl area calling without imposing the coat on 

8 the entire body of 1W.criber1. 

9 Jlll-+a6+- •out of Service. • The inability, a• reported by the 

10 customer, to ce~~plete ei.ther incoming or outgoing call• over the 

11 subacriber'• line. •out of Service• 1hall not include: 

12 (a) Service difticultiee 1uch aa 1low dial tone, circuits 

13 busy, or other network or awitching capacity 1hortage1; 

14 (b) Int•nuptiorw caued by a negligent or willful act of the 

15 subscriber; and 

16 (c) Situationa in Which a company IUipenda or terminates 

17 service becau .. of nonpayment of billa, unlawful or improper uae ~f 

18 facilitiel or •ervice, or any other rea1on 1et forth in approved 

19 tariff• or Ca.ai11ion rule1. 

20 .J.l.tl. +H+ •out• ide Plant . • The telephone equipment and 

21 facilitiel iutallecl on, along, or under atreetl, alley1, highwaya, 

22 or on private righta-of -way between the central office and 

23 aub•criberl' location• or between central office• of the aame or 

24 different exch.aqe•. 

25 
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DOCKET HO. 970882-TI 
DATB: Deeealber 4, 1997 

•Pay Telephone Service Company.• Any 

3 telecommunication. COIIIpaDY ~' ••he• •heR • Leeel BlleheR!e 

4 ee.,any, wh6e provide• pay telephone aervice as defined in Section 

5 364.3375, Plorida Statutea . 
• 

6 (38) .,.. ... ., ~-······~· a • .,...,.. I 'l'fte p•e •••••i••• •ell 

7 ee.viee p•ewi .. ., I•• a ..-•• .,,~••• 

8 lill~ •Service Objective. • A quality o.f service which is 

9 desirable to be achieved under normal conditione. 

10 J.ill +t-t+- • Service Standard. • A level of service which a 

11 telecommunications COIIIpUly, under normal conditions, is expected to 

12 meet in its certificated territory •• repreaentative of adequate 

13 services. 

15 ee_,eny certificated by the Oommiaaion prior to July 1, 1995, which 

16 had fewer than 100,000 access linea in service on July 1, 1995. 

17 ~~ •st~tion.• A telephone instrument consisting of a 

18 transmitter, recei.ver, and uaoeiated apparatus so connected as to 

19 permit sending or receiv·ing telephone messages. 

20 J..ill """'* •SW,.criber• or •cu.tomer. • These terms may be used 

21 interchangeably herein and ahall mean any person, firm, 

22 partnership, corporation, municipali.ty, cooperative organization, 

23 or governmental agency aupplied with communication service by a 

24 telecommunications company. 

2 s .iJ..U:++++- • Subacriber Line. • See • Access Line . • 

CODING: word• underlined are additions; words in 
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DOCKET NO. 970112-TI 
DATE: December 4 , 1997 

li1J.. ~ •Switching Center . • Location at which telephone 

3 traffic, either local or toll, ia •witched or connected from one 

4 circuit or line to ano.ther. A local awitching center may be 

5 compriaed of aeveral central office unita. 

6 .iill. ~ •Toll CODnecting Trunk. • A trunk which connect• a 

7 local central office with ita toll operating office. 

8 ll!l~ •Toll Meaaage.• A completed telephone call between 

9 stations in different exchange• for which meaaage toll chargee ere 

10 applicable. 

11 (50) •Toll Prqyic!er CTP) .• Apy telecgppunications company 

12 proyidinq interLAJa- lqng 4ittapce telecgmmunicatigns aeryice. 

13 l5l.l.~ •Traffic St.udy . • The proceaa of recording usage 

14 measurements which can be tranalated into required quantities of 

15 equipment. 

16 J.lli+M* •Trouble Report. • Any oral or written report from a 

17 subscriber or uaer of telephone aervice to the telephone company 

18 indicating improper function or defective conditions with respect 

19 to the operation of telephone facilities over which the telephone 

20 company has control . 

21 Jill.~ •Trunk . ~ A communication channel between central 

22 office units or entitiea, or private branch exchanges. 

23 J.~J.l:f§•* •valid Number. • A number for a specific telephone 

24 terminal in an assigned area code and working central office which 

25 
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DOCKET NO. 970882-Tl 
DATE: December 4, 1997 

2 is equipped to rir:.-; and CODDect a cal.l,ing party to such terminal 

3 number. 

4 Specific Autbority 350.12'7(2) P.S. 

5 Law l .ll!ple.ented. 364.01, 364.02, 364.32, 364.335, 364.337 P .S. 

6 History: Reviaed 12/1/61, ~••~~'Jed 3/31/76, fo~rly 25-4.03, 

7 •eended 2/23/17, 3/4/92, 12/21/93, 3/10/96 ___ _ 

8 

9 25-4 .110 CU.tc..r 8ill.1Dilf for Local llxeunge Tel~ IDicatioaa 

10 Ccwpeaiea. 

11 (1) Bach co.pany aball iaaue billa monthly. Bach bill shall 

12 show the delinquent date, Ht forth a clear listing of all charges 

13 due and payable, and contain the following statement: 

14 •w.ritten it.-iaatioa of local billing available upon request. • 

15 (a) Bach 1£ iaaal ••••••• ••••...,. shall provide an itemized 

16 bill for local aervice: 

17 1. With the firat .bill renclered after local exchange service 

18 to a customer ia initiated or changed; and 

19 2. To every customer at leaat once each twelve months. 

20 (b) The annual itemized bill shall be accompanied by a bill 

21 stuffer which explains the itemization and advises the customer to 

22 verify the it·•- and charge• on the itemized bill. This bill 

23 stuffer shall be submitted to the Commisaion's Division of 

24 Comm•micationa for prior approval. The itemized bill provided to 

25 residential cuatomera and to buaineaa customer• with leas than 10 

COOING: WOrU underlined are additions; worda in ••...,•J• ••••lh cype are deletion• frOM exiating law. 
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DOCKET NO. 970882-TI 
.DATE: December 4~ 1997 

·-:--• 

2 access linea per aervice location ahall be in easily understood 

3 language. The i,t..tzed bill provided to buaine•• CU8tomer• with 10 

4 or more acce•• liDea per .. rvice location may be atated in service 

5 order code, provided ·that it conta.ina a •tatement that, upon 

6 request, an eaai ly UDde~tood tranalation i• available in written 

7 form without charge. An it .. ized bill ehall include, but not be 

8 limited to the followi.Dg lnfo~tion, •eparately •tated: 

9 1. Number and typea of ace••• linea; 

10 2. Chargea for accea• to the •y•tem, by type of line; 

11 3 . Touch tone •ervice charge• ; 

1.2 4. Charge• for cuatoa calling feat urea, aeparated by fea.ture; 

13 5. Unliate4 nu.ber cbargea; 

14 6. Local directory •••i•tance chargea; 

15 7. Other tariff chargea; and 

16 8. Other DODtariffed, regulated charge• contained in the bill. 

17 (c) Bach bill rendered by a local exchange company shall: 

18 1. Separately atate tbe followin.g item•: 

19 a. Any diacount or penalty, if applicable; 

20 b. Pa•t due balance; 

21 c. Unregulated cbargea, identified a• unregulated; 

22 d. Long-diatance charge•, if included in the bill; 

23 e. FranchiM f'ee, if applicable, and 

24 f . Taxea, •• applicable on purchaaea of local and long 

25 distance aervice; and 

CODING: Worda underlined are addition•; worda in 
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DOCKIT NO. 910112-fl '.\' 
DATE: December 4, 1991 

2 2. Contain a •tat~t that nonpayment of regulated charge• 

3 may result in di•continuance of •ervice and that the cu•tomer may 

4 contact the bu•ine•• office (at a •tated number) to det.ermine, the 

5 amount of regulated charge• in the bill. 

6 (2) Each coapany •ball make appropriate adju•tment• or refund• 

7 where the •ub•criber' • Mrvice i• interrupted by other than the 

8 subscriber'• negligent or willful act, and remain• out of order in 

9 excess of 24 hour• after the 8\lbecriber notifie• tbe c0111pany of the 

10 interruption. The refund t.o the •ub•criber •hall be the pro rata 

11 part of the month'• charge for t.be period of day• and that portion 

12 of the service aDd facil1tie• reDdered uaele•• or inoperative; 

13 except that the refund •ball not be applicable for the time that 

14 the company •tand8 ready to repair the •ervice and the •ub•criber 

15 does not provide acceaa to the COIIP&DY for •uch re•toration work. 

16 The refund may be acco.pli•hed by a credit on a •ub•equent bill for 

17 telephon.e aervi.ce. 

18 (3) (a) Bill• ahall not be c:on•idered delinquent prior to the 

19 expiration of 15 day• from the date of mailing or delivery by the 

20 utility. However, the coepany .. y demand immediate payment under 

21 the following ci·rc:umatance•: 

22 1. Where •ervic:e i• ternainated or abandoned; 

23 2. Where toll •ervice i• two time• greater than the 

24 subscriber's average usage a• reflected on the monthly billa for 

25 the three montha prior to the current bill, or, in the ca•e of a 
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DOCKET NO. 970882-TI 
DATE: December 4, 1997 

2 new customer who baa been reee.iving service for leas than four 

3 months, where the toll Mrvic:e is twice the estimated monthly toll 

4 service; or 

5 3. Where the C:OIIIpADY baa reason to believe that a business 

6 subscriber is about to go out of business or that bankruptcy is 

7 imminent for that .ub•crlber. 

8 (b) The demand for i-diate payment shall be accompanied 0y 

9 a bill which itetDisea the chargee for which payment is demanded, 

10 or, if the demand is Mde orally·, an itemized. bill shall be mailed 

11 or delivered to the c:uat~r v ·ithin three days after the demand is 

12 made. 

13 (c) If the C:OIIIp&lly cannot present an iteaized bill , it may 

14 present a auaaarised 'bill which inc:lud.ea the C\lStomer' s name and 

15 address and the total &IDOWlt d.ue. However, a customer may refuse · 

16 to make payment until an itemized bill is presented. The company 

17 shall inform the c:uatoaaer that he may refuse payment until an 

18 itemized bill is presented. 

19 (4) Bach telephone company shall include a bill insert 

20 advising each aubaer.iber of the directory closing date and of the 

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

22 the subscriber de- necesaary in advance of the closing date. It 

23 shall also state that at DO add.itional charge and upon the request 

24 of any reaidential subscriber, the exchange company shall list an 

25 additional first ~ or initial under the same address, telephone 

COOING: Word• underlined are additions; words in 
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DOCKET NO. 970882-T% 
DATE: December t, 1997 

2 number, and surname of the aub•criber. lba a-It notice ahall be 

3 included in the billing cycle closest to 60 days preceding the 

4 directory closing date. 

5 ( 5) Annually, -ch telephone caapa.ny shall include a bill 

6 insert advising each reaidential aubacriber of the option to have 

7 the subscriber's na.e placed on tbe •&o Salea Solicitation• liat 

8 maintained by the ~ment of Agriculture and Consumer Services, 

9 Division of Consumer S.rvicea, and the 800 number to contact to 

10 receive more information. 

11 (6) Where any UDdercbarge in tilling of a customer ia the 

12 result of a CCft1P11DY ldatake, the company may not backbill in exceaa 

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

14 proceeding, any loat revenue which inures to the company's 

15 detriment on account of this proviaion. 

16 (7) Franchiae feea and municipal telecommunications taxes. 

17 (a) When a municipality charges a company any franchise fee, 

18 or municipal telecommunications tax authorized by Section 166.231, 

19 Florida Statutes, the company may collect that fee only from its 

20 subscribers receiving service within that municipality. When a 

21 county charges a company any franchise fee, the company may collect 

22 that fee only from its aubacribera receiving service within that 

23 county. 

24 (b) A company may not incorporate any franchise fee or 

25 municipal teleconamicationa tax into ita other rates for service. 

CODING: WOrd. underlined are additions; wordll in 
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DOCKET NO. 970882-TI 
DATE: December t, 1997 

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

3 municipality or county the authority to charge a franchise fee or 

4 municipal telecoe.unicationa tax. Thia aubaection only specifies 

5 the method of collection of a franchise fee, if a municipality or 

6 county, having authority to do ao, charges a franchise fee or 

7 municipal telecoamunicationa tax. 

B (B) (a) When a company elect• to add the Grose Receipts Tax 

9 onto the cuata.er'a bill a• a ••parately atated component of that 

10 bill, the company muat first remove from the tariffed rates any 

11 embedded proviaioaa for tbe Groaa Receipt• Tax. 

12 (b) If the tariffed rate• in effect have a provision for gross 

13 receipts tax, the ratea must be reduced by an amount equal to the 

14 gross receipt• tax liability imposed by Chapter 203, Florida 

15 Statutes, thereby rendering the customer's bill unaffected by the 

16 election to add the ~· Receipta Tax as a separately stated tax. 

17 (c) This aubaection ahall not be construed as a mandate to 

18 elect to separately state the Gross Receipts Tax. This subsection 

19 only specifies the method of applying such an election. 

20 (d) All services sold to another telecommunications vendor, 

21 provided that the applicable rules of the Department of Revenue are 

22 satisfied, must be reduced by an amount equal to the gross receipts 

23 tax liability impoaed by Chapter 203, Florida Statutes, unless 

24 those services have been adjuated by aome other Commission action. 

25 
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DOCKET NO. 970882-TI 
DATE: December 4, 1997 

2 (e) When a nonrate baae regulated telecommunications company 

3 exercises the option of adding the groaa receipt• tax aa a 

4 separately atated component on the cuatomer' a bill then that 

s company muat file a tariff indicating auch. 

6 (9) Bach LIC ~···~ •••-..• ••••RY ahall apply partial 

7 payment of an and uear/c:u•tomer ))ill fir•t toward• aatiafying any 

8 unpaid regulated chargee. The r ... ining porLion of the payment, if 

9 any, ahall be applied t o nonregulated chargee. 

10 (10) AC&er JeDM''Y 1. 1111. all bille grp4uge4 •ball glearly 

11 and gqnegiguqu•l¥ dipll¥ tbe fpllpw!ng ipfp£Mt.iqn fqr eagh 

12 aervigt billt4 ip repr4 tg eagh QQIIIMDX glaiming to be the 

13 customer'• preeubtsribld REPYi4er Cqr lggal. lggal toll. gr tgll 

14 service; 

1S (a) The Dlml gf tba gtrtifigatld campaoy and ita ctrtificatc 

16 number; 

17 (b) Type of atrvice proyi4od, i.e . , local. local toll. or 

18 toll; and 

19 (c) A tgll-f;ee cuatgmer eeryice number. 

21 aRe tft••••••~•• .. ••••'••• that provide tranamieeion aervices or 

22 bill and collect on behalf of Pay Par Call providers. Pay Per Call 

23 eervicea are ~fined ae awitched talecommunic:ationa ae1·vicea 

24 between location• within the State of Florida which permit 

25 co111municationa betw.an an end uaa cuatomer and an informat.l.on 

OODING1 Worda underlined are additional word• in 
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DOCKET NO. 970882-TI 
DATE: December 4, 1997 

2 provider's program at a per call charge to the end user/customer. 

3 Pay Per Call servicea include 976 services provided by the ~ 

4 leeal eii&MR!& ...... ,.. and 900 services provided by lEa 

6 (a) Chargea for Pay Pe~· C.ll service (900 or 976) ahall be 

7 segregated from charga8 for regular long distance or local charges 

8 by appearing separately under a heading that reads as follows : 

9 "Pay Per Call (900 or 976) nonregulated charge•~·""' The following 

10 information shall be clearly and conapi.cuoualy disclosed on each 

11 section of the b .ill containing Pay Per Call service (900 or 976) 

12 charges: 

13 1. Nonpa)'Milt of Pay Per call service (900 or 976) charges 

14 will not result in disconnection of local service; 

15 2. End uaera/cuata.era can obtain free blocking of Pay Per 

16 Call service (900 or 976) from the Lie leeal e11ehaft!e 'elepheRe 

17 eelftlS...,; 

18 3 . The local or toll-free number the end user/customer can 

19 call to dispute charges; 

20 4. Ib& lfi•h 888 eeP~Piee, •he name of the ~ tR~e•e•ehett!e 

21 ea••ie• prov.iding 900 service; and 

22 5. The Pay Per Call service (900 or 976) program name. 

23 (b) Pay Per C.ll Service (900 and 976) Billing. LB:Cs and IXCa 

24 "seal eii&AMl18 aa .. Miea ... b••••elleMRIS e•••'=e•s who have a 

25 tariff or contractual ralationahip with a Pay Per Call (900 or 976) 

CODING: Words underU.ned are additions; words in 
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DOCKET NO. 970882-TI 
DATE: December 4, 1997' 

t.•.:... 
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2 provider shall not pi"'Yide Pay Per Call tran .. iaaion service or 

3 billing services, unleaa t .be provider does each of the following: 

4 1. Provides a prea.ble to the program which states the per 

5 minute and total miqt .. cbargea for the Pay Per Call aervice (900 

6 and 976); child's parental notification require.ent ia announced on 

7 preambles for all ~ wt.n tban ia a potent.ial for minors to 

e be attracted to tbe progr-; child's parental notification 

9 requirement in any prea.ble to a program targeted to children must 
·' . . . 

10 be in language euily uadent..,S.ble to children; and programe that 

11 do not exceed $3.00 in. total chargee may omit the preamble, except 

12 as provided in section .J.W.~(b) 3.; 

13 2. Provides an 11-MCond billing grace period in which the end 

14 user/customer can disconnect the call without incurring a charge; 

15 from the ti• the call ia an8Wered at the Pay Per Call provider's 

16 premises, the preamble •••age aauat be no longer than 15 seconds. 

17 The program may allow an end uaer/cuetomer to aff.irmatively bypass 

18 a preamble; 

19 3. Provides on each program promotion targeted at children 

20 (defined aa younger than 18 years of age) clear and conspicuous 

21 notification, in language understandable to children, of the 

22 requirement to obtain parental permission before placing or 

23 continuing with the call. Tbe parental consent notification shall 

24 appear prominently in all advertising and promotional materials, 

25 and in the prograa pre&llble. Children's programa shall not have 
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DOCKET NO. 970882-TI 
DATE: December 4, ltt7 • 

·J .• 

2 rates in exceaa of $5.00 per call and ahall not include the 

3 enticement of a gift or pre.iu.; 
.,_ 

4 4. Promote• ita .. rvicea without the uae of an autodialer or 
,_ 

5 broadcasting of tone• that dial a Pay Per Call (900 and 976) 

6 number; .. •:r..' 

7 5. Prominently diecloeea tbe additional coat per minute or per 

8 call for any other telep:x.n. nUBiber that an end uaer/cuatomer ia 

9 referred to either· directly or in4irectly; 

10 6. In all aciYertiaiDg and promotional IDAteriala, diaplaya 

11 charges inaediately abaft,, below, or next to the Pa~· Per Call 

12 number, in type aiae that can be aeen a• clearly and conapicuoualy 

13 at a glance aa the Pay Pe_r call nualber. Broadcaat televiaion 

14 advertising ebargea, in Arabic nu.erala, ID\lat be ahown on the 

15 screen for the •- duration aa the Pay Per Call number ia ahown, 

16 each time the Pay Per Call nUIIIber ia ahown . Oral repreaentationa 

17 shall be equally- clear; 

18 7. Providea on Pay Per Call aervices that involve aales of 

19 products or merchandiae clear preamble notification of the price 

20 that will be incurred if the end uaer/cuatomer ataya on the line, 

21 and a local or toll free nuaber for conaumer complainta; and 

22 8. Meeta internal atandardll eatabliahed by the LIC or IXC , 
23 leeal e•ehente 111 .. .-y •• •he '••••••ahea!e ••••••• aa defined in 

24 the applicable tariff• or contractual agreement bet~ the LBC and 

25 the IXC; or between the LaC/tXC and tbe Pay Per Call (900 or 976) 
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2 provider whi.ch when violated, would reault in the termination of a 

3 

4 (c) Pay Per call (900 and 976) Blocking. Bach ~ }eea} 

5 e•ehan!e ea .. .ay aball ~i~ blocking where technically feaaible 

6 of Pay Per call .. rvice (900 and 976), at the requeat of the end 

7 user I customer at 110 chaxge. Bach LIC gr IXC }eeal •••'-1• ..... ..,. 
a e• ~ll~e•a•••braJ• • ..,, • . .u.t illpl-nt a bill adjuatment tracking 

9 system to aid ita efforta in adjuating and auataining Pay Per Call 

10 charges. The LIC gr IJC ... ,... will adjuat the firat bill 

11 containing Pay Per Cell charge• upon the encluHr' a/ cuatomer' a 

12 stated lack of knowledge that Pay Per Call service (900 and 976, 

13 has a charge. A Hcond adju•t..at will be .. de if neceaaary to 

14 reflect calla billed in. the following month which were placed prior 

15 to the Pay Per CAll Hrvice iDqUiry. At the time the charge is 

16 removed, the end uaer/cuata.er .. y agree to free blocking of Pay 

17 Per Call aervice (900 and 976). 

18 (d) Di.apute re110lution for Pay Per Call aervice (900 and 976). 

19 Charges for Pay Per call service (900 and 976) ehall be 

20 automatically adjuated upon complaint that: 

21 1. The end user/customer did not receive a price 

22 advertisement, tbe price of the call waa misrepresented to the 

23 consumer, or the price advertil-nt received by the conawner waa 

24 false, misleading, or d.eceptive; 

25 
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DOCKET NO. 970882-TI 
DATE: December 4, 1997 

2 2. The end u .. r/cu.tomer waa mialed, deceived, or confused by 

3 the Pay Per Call (JOO 'Or 9'76) advertiaement; 

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

5 garbled, or of auc:h . quality aa to render it inaudible or 

6 unintelligible, or the end uaer/cuatomer waa disconnected or cut 

7 off from the aerviee; 

8 4. The Pay Per Call (900 and/or 976) service provitied 

9 out-of-date information; or 

10 5. The end uaer/cuatOMr terminated the call during the 

11 preamble deacribed in 2S-4.110..ulJ..~(b)2., but waa charged for 

12 the Pay Per call aerviee (900 or 976). 

13 (e) If tbe end U88r/cuatomer refuaes to pay a disputed Pay Per 

14 Call aervice (900 or 976) charge which ia subaequently determined 

15 by the LIC to be valid, the LBC or IXC may implement Pay Per Call 

16 (900 and 976) blocking on that line . 

17 (f) Credit and Collection. LICa and IXCa &eeal e11ehenee 

18 ee~~~paBi:ea 8IMI "''• .. ••ahMl,. ...... ,e .. • billing Pay Per Call (900 and 

19 976) charge• to an end user/customer in Florida ahall not: 

20 1. Collect or atteft'l)t to collect Pay Per Call service (900 or 

21 976) char:gee which are being diaputed or which have been removed 

22 f .rom an end uaer'a/customer'a bill; or 

23 2. Report the end uaer/cuatomer to a credit bureau or 

24 collection agency aolel,y for non-payment of Pay Per Call (900 or 

25 976) charges. 
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DOCKET NO. 970882-TI 
DATE: December 4, 1997 

3 ea~~ie•e billing Pay Per call service (900 and 976) charges to end 

4 users/customer• in Plorida ahall implement ••feguard• to p.revent 

5 the disconnection of ·pbcae Mrvice for non-payment of Pay Per Call 

6 (900 or 976) charge•. 

7 Specific: Authority 350.127 P.S. 

8 Law l11Ple11entecl 36t.17, 350.113, 36t.03, 36t.Ot, 36t.OS. 364.11. 

9 .l.....a.a. 

10 Histo·ry: ... 12/1/,1, ' ..._.. 3/31/76, 12/31/78, 1/17/79, 

11 7/28/81, 9/8/11, 5/3/12, 11/21/82, t/13/16, 10/30/16, 11/21/19, 

12 3/31/11, 11/11/Jl, 3/10/tl\o&.--__ _ 

13 

15 Selection. 

16 (1) The prgyicler ••'-Pf ••••N•ehlll!S .,., ... .,. {PIS) of a 

17 customer •hall not be changed without the cu•tomer's authorization . 

18 A ~ leeal e•ehaft9e .... _,. ( ... 8) 8hall accept A proyicier Pie 

19 change requeate by telephone call or letter directly from its 

21 (2) A LBC •hall ti-. accept A Pie change request• from a 

22 certificated LP or Ixc •••••n+s•!• eeR9any UXS) acting on behalf 

23 of the customer. A .sart.ifiqattd LP gr IXC •••'ifieli IKe 'ha' will 

24 ee ei:llill~ ---·-·· ,. , •• ll- lhall ..,. aubmit a Pie change 

CODING: Worda UDdarlined are addition&; word• in 
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1 

DOCKET NO. 970882-TI 
DATE: December 4, 1997 

2 ~h.e~~h eneehe• IKe, •• a .aQ only if it has fir1t certified to the 

3 LEC that at leaat one of tbe following actions has occurred ••ie• 

5 (a) the a=?'PY H8 bu a letter of agoncy (ID!) • 11 cie1cribed 

6 in (3). ea n.n. a ~~1•• .. le•••• from the cuatomer requesting~ 

7 tMteh change; 

8 (b) the C9'P'DY be• rwceiyed a cu1tgmer-initiatcd call. and 

9 has obtained tbl follqwipq; 

10 1 . The sutt'Wftr' 1 SQDMQt tg recgrcl tho rozao1ted chanae; 

11 2. An audig rwcg£4ing gf the ipformatign lit forth in ())a. 

12 thrgugh e.: ep4 

l3 3. A recorcliDA of the. origipatinq telephone nuiQbcr on which 

14 the Provider i1 to bl cbanptd yia automatic number i4lnt1fication. 

16 ~hre\:l!fh a 1e.-ae11ee at ,., ... ,, ee11ti .. e ehe et~aee•e•'• ••tl'l•••ee 

18 (c) An in4epon4ent. upaffiliat.ed firm ha• ycrificd the 

19 customer's rcqueated change by pbtaining the following; 

20 1 I The cuatgmor'l sgnaept to record the rezacated chanae ~ 

21 2. An Audio rccor4inq of t.bc information stated in SubSICtign 

22 (3)a. through e. ia verified through a qualified, independent firm 

23 which is unaffiliated with tho cgmpany claimina the subscriber _,.,. 

24 He; or 

25 

CODING: Word.• underlined are additions; words in 
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DOCKET NO. 970882-TI 
DATE: December 4, 1997 

(d) The gcwpapy 'he tae ha• received a cuatomer' • chanae 

4 -,.by mailing ef a infomatioDAl. ~ckage that •ball inqlude the 

9 1 I A nptise thH, t• lpfgreatiM ia bei'P Hnt to confirm tb4t 

1 o a telemar1ceter obtai·pe4 a su•tcwr • • requeat to chanae the 

11 custgmer•a teleq ugigatiQM provider, 

12 2~ A de•griptigp gf any t•rma~ ggpditiona. or chargee tbat 

13 will bo incurred• 

14 3 I Tho n••. eMre••. yd t•lepbQM pmphcr of both the 

15 customer apd thl agligitipg SPIPAQY' 

16 4 I A pottcard yhigb the c;u•tQMr can u1e to confirm a chaQSie 

17 regueat; 

18 5. A clear •tat•meot tbat thl c;uatgmcr•a local. local toll. or 

19 toll prgyi4er will bl gbapged tg tbo aolicitipq cgmpapy gnly if the 

20 customer ai9QI •pd ;eturpa thl pg•tsar4 cgnfirmipg tbc change; and 

21 6. A notice that the cuatgmor mav contact b,y writin~ the 

22 commiaaigp'a Diyiaigp gf Cgptuper Affair• 2540 Shumard Oak 

23 Boulevard. Tall•be••ee . flgri4a 12319-0850 or calling. toll-free 

24 CTDP i Voice) 1-100-342-3552 fgr copaumor complaint•. 

25 
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DOCKET NO . 970882-TI 
DATE : December 4, 1997 

2 Tbe solicitipq COIP'nY •ball IUbmit tbo cbanqe request to the 

3 LP only if it ba• fir1t gceiud the poatcard that QIUit be 1iqncd 

4 by the cuatgmor. 

6 company reque•U.ng a prgyider He change •hall include, IN' Re' .,e 

7 li•i:•ea ••• the following information (each ehall be aeparately 

8 stated) : 

9 ..i&l. ~ Cu8toaMtr' a billing name, pheRe/aeee'*ft' R-.IMer aiMi 

1 o address , and ych telepbgpe n"Ph'r to be sbanqttd; 

11 (b) StatWMftt glurly i4tntifyine tho ctrtifieateci name of the 

12 proyidcr Q, Qeu._,. and tha Mrviee to which the cuatomer wishes to 

13 subscribe. wbl'tber or PAt it uttt tho facilititt of AQOthtr 

14 comptny; 

15 ~...,_ State .. nt that the per•on requesting the change is 

16 authorized to reque•t the Pl8 cbange; MMI 

17 (d) statement tbat tbo cuetomor'• change requoat will apply 

18 only to tho num'ler gn tJw ague•t and there IDUit . only be one 

19 presubscribld lggal. OQI pr••ub•cribcd local toll. and one 

20 presubscribld tgll prgyidlr fgr tach QUmber; 

21 Cel Statement tbat tbe LIC may charge a fee for each proyider 

22 change; 

23 lll +r CU.ta.er.!,a •ignature,. and a atatement that the 

24 customer's signature gr epdgr••eent on the document will retult in 

25 a chcnge of the cyetQMr' 1 prgyidtr. 

COOING: Word8 underlined are additiona; word• in 
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DOCKET NO. 970882-Tl 
DATE: December 4, 1tt7 

The solic.itipg sswaapy' I proyider change fee statement I II 

3 described in (e) abqya. •ball bl legible. printtd in boldface at 

4 least as large ae apy Atber text go tbe page. apd lgsated directly 

s aboye tbe aigpatYra li•. 

6 The 10licitiQ9 cnenaDY'I prpyi4tr Chtnqt lttte .. nt. II 

7 describld in (f) •hpyp. •hill bl leqibla. printed in b9ldface at 

8 least 11 large u 'AX otber tMt QD thl P'M· eM located directly 

9 belOW the ligntturt liQI . 

10 

11 •e~'tleee a Pl9 ....... 1llall elea•ly , .. aeily •h• •••••••••••• 

18 eeP\·iee •••~• .. • -.y ~ •• ,,,.., .. ••• ehe eelepheae a~e• lieeeer 

19 ehee ehe tn~••••••·• eeleeeiea will •ffly ealy •• ehee ....... ,., e1111i 

20 ~ ehe •••••••'• leeel .,.._,. ee~~pe11y My ehe•!e • lee •• 

22 ...e p•i~teee ia eype •• 1•••• •• 1••1• •• '"Y eehe• eeMe '" ehe 

23 page. 

24 (4) Tho 'Pl eball PAt be oospbiiHid with induccmonta of any kind 

25 on the 11M dcxm=nt· 'Dw II lilY e111eh liee ... •••• ie "'' ,..,,. eelely 

COOING: Worda underlined are additione; words in 
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DOCXBT NO. 970113-Tl ' 
DATE: December ot, 1997 

3 whole muat not be •ialeading or deceptive. For purposes of this 

4 rule, the term. •maleading or deceptive• mean that, becauae of the 

5 style, format or content of the document or oral statements, it 

6 would not be readily apparent to the person signing the document gx 

7 proyidinq oral autbpriaatign that the purpose of the signature gx 

e the oral autbgriaatign was to authorize a proyidor P*e change, or 

9 it would be unclear to the cu•toaaer who the new leftl ••••aftee 
10 eePV!ee provider would be; that the customer' a selection would 

11 ap·ply only to the n\Diber listed and there could only be one 

12 provider for that number; or that the customer' a LE l:eeal e•••h•R!e 

13 ee.pa~ might charge a fee to switch service providers. If any 

14 part of tho 1Q& , •• ... •••• ia written in a language other tha.n 

15 English, then ~ •• -••••• IIIU8t contain all relevant information 

16 in ~ •he s .. a language. 

21 CS> A prgapee,iye proyider mu•t haye receiyed the ai~ned LOA 

22 before initia,ipq tbc ebanqo. 

23 C6) LOAI apd audio reeor4inq• •ball +a+ Belle•• •• le••••• 

24 ~ be maintained by the proyi4er ~ for a period of one year. 

25 
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DOCKET NO. 970882-Tl 
DATE: December 4 , 1997 . 

,, 

lll~ CUatomer requeata for other aervices, such as travel 

card service, do not conat:itute a prgyi4tr change ill PIG . 

lil~ Cbargea tor unauthorized proyidlr ~ change• and All 

cbarqe• billed go blbalf of tbl UQ1Utbprize4 prgyidlr for tbc first 

90 daY• hifha• •••1• ..... , 'I .ay, ~• 'he N•e• at •he ••ele••etl 

.... __, ahall be credited t .o t:he c:uatomer by the company -I*E 

8 responsible for the error within 45 daya of notification. Upon 
f 

9 notice from the c:uata.er of an unauthorized prgyidtlr PIG change, 

10 the LBC aball change the c:uatomer back •e •he p•i:•• IXG, or ."-'2. 

11 another c;'W'nx of the cnu~ta.er' • choice . The change muat be made 
·lt ~~ t 

12 within 24 boun excepting Saturday, Sunday., and holidays, in which 

13 ease the change aball be made by the end of the next buainesa day . 

17 lll~ The gompagy ~ ahall provide the following disclosures 

18 when soliciting a change in aerviee from a euatomer: 

19 (a) Identi.fieation of the cgmpany -lAG; 

20 (b) That the purpoae of t,ba visit or call is to solicit a 

21 change of the prgyidtr Pie of the customer; 

22 (e) That the prgyidlr •ball QQt PIG eaR fte• be changed unless 

23 the cuatomer authorize• tbe change; and 

24 (d) W Awf •••'•'•-1 information aa referenced in Rule 

25 25-24.490lll~· 
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DOCKET NO . 970882-TI 
DATE: December .t, 1997 

- ""'t .... 

2 (10) Dyripq tel ... rketinq and verification. no misleading or 

3 deceptive ref•rens•• •ball bt made wbile aoliciting for 

4 Sub&cribera. 

5 Speci.f ic Autbority 350 .127 (2) P. 8. 

6 Law Illpl! Jnted 3M.01, 3M.19, 364.285 P.S. 

1 Hiatory: ... 3/4/t2, ·-ndect 5/31/95 _____ _ 

8 

9 25-24.490 CU.ta.r blatiaa8; Rulea Incorporated. 

10 (1) The following rule• are incorporated herein by reference 

13 ae lhey aball .,.lty aalty •• iMe••••hra•l• .atl ••• leeal ee~~Vl:ee. 

14 

15 Section 

16 25-4.1.10 

17 

18 25-4.111 

19 

20 25-4.112 

21 

22 25-4.113 

23 

24 25-4 . 114 

25 25-4.117 

Title 

Quatgmer Billing 

CUatomer Complaint 

and Service Requeata 

Termination of Service 

by cuatomer 

Refuaal or Diacontinuance 

of Service by C~ny 

Refund• 

800 Service 

Porti.on• BM-

Applicable 

Sub•ections (101 

and Ul) 

All except 

Subsection (2) 
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DOCKET NO. 970882-TI 
DATE: December 4, 1997 

2 25-4.118 L9cal. Lpsal Toll. or 

3 Toll Prqricler 

4 

5 Selection 

6 (2) An liC 6•••••••11•-.• •••fM;)P 11ay require a depo1it a• a 

7 condition of Hrvice and-y collect advance payments for more thad 

8 one month of H:rvice if it •intail18 on file with the Conniasion a 

9 bond covering ita current balance of depo1it1 and advance payments 

10 (for more than. one month' • •ervice) . A c0111pany may apply to the 

11 Commission for a waiver of the bond requirement by demon.trating 

12 that it posae•••• tbe financial re1ource1 and income to provide 

13 assurance of continued operation under its certificate over the 

14 long term. 

15 (3) Upon request., each company shall provide verbally or in 

16 writing to any per.an inquiring· about the company's service: 

17 (a) any nonrecurri.ng charge, 

18 (b) any monthly Hrvice charge or minimum usage charge, 

19 (c) company deposit practice•, 

20 (d) any charge• applicable to call attempts not answered, 

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

22 and 

23 (f) a statement of billing adjustment practices for wrong 

24 numbers or incorrect bill1. 

25 In addition, the above information shall be included in the first 

CODING: Wordl ·underlined are addition•; words in .,.., ... ••••Ill type are deletions from existing law. 
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DOCKET MO. 170112-TI 
DATE : Dece~r 4, 1117 

2 bill, or in a aeparate mailing no later than the first bill, to all 
•• J 

3 new cuata.era aDd to all customers presubscribing on or after the 

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

5 brochure diatributed by the company for the purpose of providing 
·' 

6 information about the company's services. The above information 

7 shall be clearly expreaaed in simple words, sentences and 

8 paragrapba. .. It .a.t avoid unnecessarily long, complicated or 

9 obscure pbr ... • or acron~. 

10 Specific Autbori.ty 350.127(2) P.S. 

11 Law IIIPlllr ated 3,4,.03, 364.14, 364.15, lit .11. 364.337 P .a. 

12 Hi•toryz ... 2/23/17, ·co~ 10/31/19, 3/5/90, 3/4/92, l/13/96~ 

13 

14 

15 25-24 .ItS CU.toc•ar .. latlaaa1 aul.ea Incorporated • 
. 

16 The fgllpwiPA ru,lea are ipsorporated herein by reterence and 

17 apply tg •tBQt. Ip ttw fgllgwipg rule. the ac;ropym 'LEC' tbould be 

18 omitted gr iptt;prett4 at •AI§C'. 

19 Section 

20 25-4.110 

21 24-4 . 118 

22 

Titlt 

Cylt91'r lillipq 

Local, Local Toll, or 

Toll Provider Selection 

Pgrtipn1 ARRliclble 

SYblletigpe (10) and (11) 

All 

23 Specific Authority: 350.127(2) and 364.337(2), F.S. 

24 Law Implemented: 364.337(2). 

25 Hif'tory: New 
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TO: 

FROM: 

SUBJECT: 

.-. 

MIUrlQB6tfD1lM 

.,._.,.. I, 1997 

DMIION OF AJIIIEALS (CALDWELL) 

~01'-AJtaiANDIEOULA'IORYREVIEW(LEWIS)l~~ IN 
STATDBIT OF D'I'IMA11!D IEOULA'IORY COST FOR DOCKET NO. 
~11. ...aiiD AMINDMBNTI TO IIJLE 25-4.003, F.A.C., 
DIIPINI1'IONI; lULl 25-4.110. F.A.C.. CUSTOMER BILLINO; RULE 25-
4.111, PAC., INI'IIBXOIANOB CAUJBa SBI.£C110N; RULE 25-24.490, 
F.A.C.. CUI'IOMBiliBLAnONS; RULES INCORJIORATED. PROPOSED 
JWLia.MMs, P.A.C.. aJSTOMER REIA110NS; Rl ".J!S INCORPORAtED 

. {' 

SUMMAitX Qf DIIIIJUS 
n.....-••l .. n t••..a......-l ..... would,._IIIW ........... OD 

Local Exclw. Cc>i111 ht (LBCa). Mrallldw Locll E""'np eam,.tia (ALECs). IDd 

... .... Cluwt-.. (IXCa) liP 
7 I..... 2 

- ..... wbicla '"I I IIIII)' be ..... . . 

liD aa..,....,,,.....fllkal. locll tall, • IDII •rice. n. ......-1 nde __... .... 

.......... ' 'tto ...... tllliDew .or .......... ....,.toFiaridaCUIID"Wn' 

local, locll tall. • tall •rial ~· rr, 

ES1JMADDN!Mpl ANQ np<jiPrJ'KP' 
or INDMIII6'1 AND DI111MVIM'm m mMPLY 

AlrJ•I•a•.....W•M.~dllllmayiDlic:k,NCiiworpn~tr•...,.toaflorida 

CODIUIDU'IIacll, local toll. • tD1J trltta-.ftclaM. anilr il......-.s to comply. ID Florida, 

c:atilc n n tDa-ulill •In • ... ._ •viol .. lllld bJ 10 LECI. ..,._.i.....ay 130 ALECa. 

aacl appmxi= 7 ly 500 IXCI. AD of._ co..-llill.., potlllfil'ly IOiicit. naive, or piOCCI,. .................. ~. 

- 38 -
. - . 

• -.:~··-.:....::1.. . ..-.. .......lilllf.. '-l'!6!.t .lr ...... ~- •;:,i • .:_ .• 



I 

w 
lD 

I 

) 

·-~ .. ;: 
. -~ .... ~ 

; -·~ 
. ·-~ 

.-.·~ 

~~ 
~-~ 
_.-:-~ 

.. ...... 

j 
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ESTIMATED JJWfSACTIONAL COSTs 
TO INDOODUAI$ ANDJN II OM IEOil!JIBQ TO COMPLY 

Billing ~tall (Pro~d ,.,.,.,.,._to lbll1 2S-1.//0, FA. C.) 

Most lespoodaa ....... pdadaa Cllrier ume(a), type or ICn'ice(s) provided and • toll· 

free CUSIOIDer JaVice ngmlw, ....... requinmeall tbll could be complied with ll minimal 

or no additioul COIL However, prcMdiDa the Florida catifiCIIe mmaber oa the bill wu identified 

as being costly by aiiiiDit .u lllplGIII*t bach Cor implemanllioG aod Oil • aoina·forwud buis. 

Implement-non COIIIIIIIIId ..... 110,000 (BellSoulb) 10 1610,400 (Sprint-Florida, Inc.). Some 

companies could not pQYidla admae, It this time. ADDUilleCUiriJia COICI wen: estimeted at 

between $2 ml S2.S mjUim by BeiiSoudl. altbouah BeliSoutb ....S COIU could be u hip as S4.S 

million if the Qvmni"'kJa ._to ..... IIIII ibe ceni8cate ._._..,.,_on a c:crlain portion of 

the bill rather tbullllowial pl-111 to be tbe compllly'l buliMa clec:ilion. None of the other 

respondents were able 10 cp-"i()' .... IICUiriD& c:olll or •iDIIinina. updtrina and printina tbe 

certificate aumbcn of Florida Cllriln. """'lh IDOit expectecllbem to be sipificanl Cmicn 

frequently con1n1et wi1b billiaa mel collectioD Wildon or oct. telecommWlicationa. companies to 

bill their calli. Two ~ (TelecGnmUDictldou Raellen Allociation and MCl) an: 

concerned dill requiriDIIIdditioall lafbrm.ldoD. apecially state JpeCiflc information such u 

. certification numben, would drive up tbe COIU ofbillina IDd collection conar.cts. 

Procedures for Obtllbtbrg tlltd ~ JtMtwm to C~ a Cuno,_,·s Servlc1 Provldl, 

(PropoSid AN,...._ to lbJ1 23-1./18, FA. C.) 

The procecluNI ideadftod by tbe rapc~D4eat1 u costly to their complllies, and indirectly to 

Florida consumen, • primlrily thole that would limit their ability io market their services 

nationally. Maay comp~~~ia claimed IbM iflhe popoted rules become etfcctive, costs for services 

could be driven up, Cllrier dt0121 could...., more confiuina ad difficult io implement. and 

Florida consumen would not NlliD tbe beadta &om comp.cition tbli they otberwite mipt. 

Audio R1cordlng (P'ropoiMJ A ...... 1JIJ to RrJe 2S-4./ 18(2)(b) QN/ (c), FA. C) 

The propoled Nlel modi~ the four conditiona UDder which a loctl provider or IXC may 

submit a consumer•• .cam. chtnp Nquat for Poceama. For example. the proposed rules requi~ 
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an audio recordiDa to be IDide of a CUitomer's request for carrier t:.benp (local. local toll, or toll) 

whether such req1111t it iaitiiW by a teJepboae call &om the CUitomer to tbe COIIlPIDY (inbound 

call) or by a tel.enw"e& tD tbe CUIDJB (outbCMmd call). Providina ID audio recordina was named 

as costly by most rapooda"" ball b implemeldatioD (equipmem. proarammiq. vendor conlnlets, 

and staff trainina) IDd Oil a aoial-forwlrd bail (IMinteunce, record retrieval, vendor conncts, 

and iDaeucd staffl~.falk dale). MOll COIIIpiDics stated specific colll would not be lmown 

wtti.l equipmrd wa pach HBII_.CilGdl_ wida Wildon 11e ....,u.recL However, four companies 

(BellSoutb, MCJ. AT&T, .S s,a.) JIIOvideclat lelll piltial COlt esrim*l. 

BellSoudl.....a it wuuld COil SIS million to develop a complete system for audio mxxdina 

carrier dllnp nquciiL AIDIII..naa COlli to maintain the l)'ltaD.., f!llim•ted II $6.3 million . 
. • 

MCI paaeady a.- ........, wdlcadoa ('I?V) on bodl iabouad IDd outbowacl calls but 

audio rec:orctina is not p11t of itl TPV procea The ODe-time implemealllion c:otb usociatcd with 

setting up ID audio .,.._. bid DOt beea calcullied at tbe time MCI provided cost infOIIDIIion to 

staff. OnaoiDa COlli would come tD lppiOXimllely S 14.400 per Jar to obtain audio reamlinp of 

carrier chlqe req\11111, IIMecl ...- &WIIUd tnlr_.._ levclallld tapiDa coD provided by the 

compu1y. Retrieval of ll'dliwd NCOids would cost S75 per ICCOid .mrie'Yed, acc:ordina to MCI. In 

1996, 150 ~ cm'M:'oed the Commiaim to allep tlammina apinst MCI. Auumina the 

company mrieveclmlldlived record in ada of thole cues. umual colll for retrieval would be 

approxima&ely S11.250 (for Ccwnmiaion complaintl only). Other onaoiDa costs associated with 

audio recCJidiDa 11e COIIIol......,. 1lpil.llltofaina, IDd postaae, .ccordin& to MCI. Tbetc COlts 

were not quantified. 

AT&T ltltecl the illlplllllc111atioa cWiicultia c:ombiDecl with tbe COlli to audio record all 

inbound Dl CJUibcMIDd Clllilrct-.. ~ WIRIO atreme that ..... AT&T does not feel it will ever 

be feasible to fUlfill .._ JIIUPOIId requiaeuWJ4tl." Therefore, rather 1hla providina cost data for 

the rule u propoted, AT&T~ COlli for perfonaiq TPV on inbound calls usina the same 

procedura it pumtly .... aa oudn""' ca11J. Tbae procedum do not include an audio record ina. 

One-,;me implarMUidoo COlli .. ........, aa 1550,000. Almual oaaoina expense~ are estimated 

to be at least S6 millioo (mcludilll 00111.-ocilted with sylleml. Wildon. IU.ff trainina. and talk 

time). 
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1bou&b 1he ~Ill -.1 inbound calls wu cited u beiDa particularly costly by many 

respondents (IDDS WorldQn, BeiiSoulb, MCI, and Sprial), only Sprint provided COliS fiswes for 

rec:onlina inbound cmill' dw-1" uepaaidely. Sprint's COliS to pun:bue and installwopoiate 

rewrdins systems totUIIl $1,190,000 lilr ill IXC openliona and $560,000 for its ALEC openlions. 

Modij/ctllioM to fiP::kliD..U Pt>CitDge tllld un•r of Alllltorlmllo" (LO,f) (PropoJtd A.lfumdments 

to Ride 25-4.118(2)(d) tllld (J), F.A.C.) 

The requiNaall lbll lbl Cclmmillion'1 edd ea and IOU·IIw number ..,.,_ on the 

informalional pachp pa • d wu viewed a COIIIy by IIWIIII rapondeats (Telea>mmunications 

Resellers Auoci.aiml, LCI lnb M'cwJ, Sprint, and AT.t:T). 111i1 i1 bec•u• most companies 

llllllbt their a •' n1 ••L wily ... -*IIDaur died npen• to daip, print, and distribute LOAs 

and informational F ' a lpldftce!!y lilr potenti•' Florida rn,. -. Sprint ilwice!ecl it would 

discontinue use oflbl jul riaa F ' 'Jill' IIID oplioD to indlcalllaNq- for curier dw-p if 

!he pOjiOMid rule bee mes eftilctive. SpiDt claimlannual teYa~ua would be reduced by $765,000 

as a result. Ho-. Sprint would DDt - rily lo• teYall!el if thcle customers could be 

switched u1inJ IIJOfher wriflctlioo !llllba ~. ua1etl otJ. metbocllwae 11101e expensive. 

Unlike IXC.,- imumbent 1oct1 excJwnae compuies (JLECs) and ALECs do not alrady 

have extensiw systems ill pl8ce to madret 111111 ~~~~ r consumer canier dw-p reqUCIII. BcllSouth 

wu the only ILEC tbll jHOvided lpldfic co111 for developina an LOA ODd informational packap. 

BellSouth reported $790,000 to develop an LOA and $660,000 annual recwrina costs. BellSouth 

expects to incur COlli of$730,000 Ill develop on infonnation packtp ODd $450,000 annual recurring 

costs. 

71rird Party V•rtj/cDttD" (I'PJI) {PrtlpoNdbwlfflllwiiU to Rldt 25-4.118(2)(c), F.A.C.) 

Bell South Mli='led ill TPV COlli would be S1 million for development plus $740,000 in 

annual recuniJI& COI!L J'nn d • loctl.rvice provider, Sprini·Fiorida, IDe. wu untble to quantifY 

illl costs e1 .,._u. Sprial Comm..U rronalleled the! Its tots1 equipment COliS would be $280,000 

for illl IXC opendiono ond $70,000 lilril competitlw loctl exc'w\p operations. MCI presently uses 

TPV even on inbound ctlll al- of8ppi0Ximately $1.25 per poa IIUIKiion, or $150,000 per 

year based on tbe pt "mmber of!>t n&ono pt'DCIIFI j ammslly In Florida. AT.t:T prese11dy 
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usesll'V 011 OlllhcMwl calli IIIII...,. it could axllllld Ibis u.to inlwwl calls for $550,000 one· 

time set up caallld S6 mi!Hm ,..,_...,..COlli (exdudia& 00111 for data stonp whidl have 

nol been calculated). 

AUiomallc NIIMW ~(ANI) (Prtlptmd bwlttbrwiiU to RMI•l:J-4.118(1)(11), F.A.C.) 

The pi>J liOd 111111 ..... •• ..,.. .. 10 u. ANIIO IIICOid !be oriaiJwiai !elepbone number 

011 Wbicb !be jiOVidlr iiiD be t 1 d willa lilly NCiiw a C"d llllefoiailialed (iJihaund) c:all. Bulb 

AT&T IIIII lDDS WorldCca lllllldlblt CCJJDPU- with dlil-""-' would be impossible in 

many c:asca, sud! u willa a cuM M 1411' calllliam a manber !bit diffen liam !be one he - 10 

swilch, wbea he Wlllllto lwi1lcb llllldple U... or willa !be ANI II IIIli deUveNCI wilb !be call. 

Revenues !bit miFt he lallu a-* wae IIIli provided. 

Crtdllllltl ofU~ Cbzaw (l'ropomJ -""-1116/o RMI•Z:J-4.118(8), F. A. C.) 

Tlloucb lbenl- "''P'C nNIIIbll coa.,.nlel wbo bad "'PI ~ ill will fill slllllllllina llbould 

DOt receive R'tTCW... 4 ·-0 ld tbllcu•c mm would IAilDpt to obtlliD 90 days 

would face iw 1caa10 im ''s · IIIII deleDd lhemoelves apia• lillie sllmmina ac:cusalions. 

The coS! of providiq Jefbadl or im 1 riP'i"' a!ommilla alleplionl will VII)' for each compuy, 

based upon !be _,. billed IIIII !l!l!!!ber of enol "' m ~ to be lllmmed. Spin! 

Communicaliont llid die COlt to Ill up IIIII -i""ia a oyMaD 10 verifYitelille •lunmina claims 

would likely be mp-lrlbla die COlt ofprovidilla aciUal refunds. Sprial (AmrmmicoW3na -!be 

only complllY to poolde a Dlm*ic w' 2 of.._ 00111 ($345,000 MD"•IIy for labor plus 

$88,000 OJieslime ir>v · ·- fix ollloe IIIII equipmenl). Seven! companies questioned how 

'"charges for •m•·"" rcief po •.• c· a -would be clelermiacct for pul'pl*l of when credit mUll 

be given. Some •••• 1 !w h ti I lilly would incur litip«ion COlli rather !ban make refUnds !bey 

considered lo be ur.wa;• 2 15. Till)' allo bellewd llllldna WIWM&Died refUnds would ullim11ely 

c:ontribure 10 iwra rd Jefbadi-CU. u odB Cl-m J....albey could be euily obt•incd 

1bae miabt allo be iDCI II ~ aa - compiJoiDtl ftled Mlbe (Ammi•OII u COIIIWIIen lllempl 

10 obtain lef\lnda. HoWII\W, llalrbellrw IIIII c:m!plal!lb willlewl 0111 u policieo and procedureo 
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are established. The nqnlw of.,...,.... to the Commiaioa lhould eveatually be reduced overall 

if the preventive meuures iD tbo propoeed rules have the inteDded effect. 

RequireMertiS PlcadiPJfl Dtr::I_.M.E.C6 by~ ofSpMf/1& s.m.et~otu ofOtlw,. Ru/•1 

(Proposed A,.,..,., to lbiJ. 24-14.490, F.A.C tmd hopo#d RIM U-14.84$. FA. C) 

IXCsiDd AL8Ca waald be .,.._. to comply with ~p~ei& IUblections of the propoeed 

LEC billiD& rules. ALEC ope11Doai wauld ~men COlt thmiXC opaaliODIII they have 

I~ billiDa inhllructure in pa.ce IDd a lower volume of calls t.o ...-s COitl over. A T.t:T staled its 

ALEC openllioas would iacur ., II iacnlite'llll COlli to comply witb the piOpOied rules u 

!::Ompued to cummt COIIIuadlr ailli. nalel. No aa.,..y pnwidecl~peei&c costs. BeUSoutb 

mentioned tbe ~ of eqUII 'R 1' 1'6111Dd lpplic:atioa or tbe na1ea to all types of '*lien 

(LEC, ALEC,IXC). 

SuiiiiJfQiy 

If the FloriciHplcllc ..,...... naealtl haw dll e1rect of pady reclucina &he number of 

participats ~ iD dill Florida telec_..,umc.tions IDIItel. lbiN may be iDdirect costs to 

consumers.._ .... ..._.._...,_..._ ••icea.IDd r11tc1 would be reduced. However, 

if the oaly J*1icipllllll dllt llaw· die Floridllllllbt 11e thole tbiiii'C prone to cnpae in 

unautborized Qlrier chaw'•. daen COIIall*l would experience Ill indiJect benefit (fewer incidents 

of slammina), u illlll.-1 by lhe propoeed ....._. 

IMPACT ON SWIJ BUSJNESS, SMAll QllfJt OR SMAll. COJJN1Jf-R 

Nooe oftbl ..... •IIX'II'"''ir*ioot COIIIp'l'a met the llalUtor)' definition of a small 

business. Hownw, cbt TeiiC(II!UIIIIIIicadaal R-llm AAoNiioD (TRA) indicaaed that many of 

its memben are ....U pmviden wbo IIIUil depeDd OD contrKt billina ICI'Yica to bill their calls 

nationwide. a- oldlil bWia1 •• a »Wid, TRA Mid ita aallcr members would incur 

si~ificant COIU to ciUrplar •u lpiCilc iafonnldc:la OD tbe bill. It appe~~~lltA iJ refmina to the 

srcaccr incaea.-.1 cc-.a....U ~ IDiJht incur due to the filet tbl& their smaller~ of the 

market provides tba willa fiMr CUilOIDCI'I to ..... e01t over. It il Pl"'emeble that shoulcl the 
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Each time a Florida CUitOIMr il ~ COlli are iDcurred. Thae COIIIII'e reflected in the 

time the customer, telecwn........_ QGIII&Wiill,llld lillie ipiiCies must spend to raolve the 

matter. Durina public WGibhopl beld ..ouDd 1be lllte, maay cUitOmerl talified that &bey spent 

hours, days, even IDODtbt wrililll.._.llld llllkina telepboae calla &o reeolve biJ1iaa problems or 

be rdUmed to ... preferred anilr. <-.011111 &o ~- JM*"'ielly biPerl'llel tbiD they 
. . 

would bave plid to tbeir......,.. c:ll'lt. _. Cllrier cJwwe fees. Pa:h "•mina iDcidcnl aiJo 

results in the pcefei1ed cllrilr ·loliaa ~ad ...at IMre. Fiaally, couumer cooficlcace in 

the inte;rit)' of die teiea:M•1 ......... ....._, 11111J be aoded by tbe deceptive IDIIkctina pnctices 

and careless procedures thll......,ina•••••*· If COIIIUIDII'Ilole con8cleDce in the intearit)' of 

telecommunic.ai0111 provide~~. CfMM'.._. ia DOt Ubly to be _...... U......._.. cam. 
,.,.., live-...--af••diiiiJe ~dve _..but clo DOt ••••01.._. competition. 

As the local IIIII local toO...,. bee a• .... competitive, it is crucial to reduce tbe incidence 

or slanunina. 1hia will allow tbe ~ of tndy competitive ..,.. that wiD provide 

benefits 10 both CUilOIDalllld tbe ......,. 

KDL:tf/e-slam 




