
• 

TO 

FROM 

RE 

• 
December 24, 1997 

DIVISION OF RECORDS & REPORTING 

• RECEIVED 
DEC 24 1997 

/I:!Jt/ 
FPSC·R~ 

DIANA W. CAL~ELL~IATE GENERAL COUNSEL 

DOCKET NO. 970882-TI - PROPOSED RULE 25-24.845, F.A.C., 
CUSTOMER RELATIONS; RULES INCORPORATED AND PROPOSED 
AMENDMENTS TO RULE 25-4.003, F.A.C., DEFINITIONS; RULE 
25-4.110, F.A.C., CUSTOMER BILLING; RULE 25-4.118, 
F.A.C., INTEREXCHANGE CARRIER SELECTION; RULE 25-
24.490, F.A.C., CUSTOMER RELATIONS; RULES INCORPORATED 

'PSc.- '\1 ... 11. IS' -N~ - J.t: 

Please find a Notice of Rulemaking for distribution by your 
office. 

Industry distribution is: 

Electric (Ell 
Electric (EM) 
Electric {EC) 
Gas (GU) 
Gas (GS) 
Gas Pipeline CGP) 

X Telephone (TL) 
X Telephone (Til 

Telephone (TC) 
Telephone (TS) 

-""'X.__ Telephone (TX) 
Telephone Alternate Access Vendors (TA) 
Water and Wastewater (WAW) 

This document has the followinq priority: 

--'x;L.... Must be issued today. 

CUS4NOR.MRD 
Attachment 
cc: File 

Must be issued within 48 hours. 
Must be issued within 5 workinq days. 

w. Terrell 



• • 
BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

In re: Proposed Rule 25-24.845, 
F.A.C., Customer Relations1 
Rules Incorporated ,and Proposed 
Amendments to Rule 25-4.003, 
F.A.C., Definitions; Rule 25-
4.110, F.A.C., Customer Billin91 
Rule 25-4.118, F.A.C., 
Interexchange Carrier Selection; 
Rule 25-24.490, F.A.C., Customer 
Relations; Rules Incorporated. 

DOCKET NO. 970882-TI 
ORDER NO. PSC-97-1615-NOR-TI 
ISSUED: December 24, 1997 

The following Commissioners participated in the disposition of 
this matter: 

JULIA L. JOHNSON, Chairman 
J, TERRY DEASON 
SUSAN F. CLARK 

DIANE K. KIESLING 
JOE GARCIA 

NQTICE OF RQLEHAKING 

NOTICE is hereby given that the Florida Public Service 
Commission, pursuant to Section 120.54, Florida Statutes, has 
initiated rulemaking to propose Rule 25-24.845, F.A.C., and 
amendments to Rules 25-24.490, 25-4.004, 25-4.110, and 25-4.118, 
Florida Administrative Code, relating to the unauthorize~ change 
of a customer's local, local toll, or toll service provider. 

The attached Notice of Rulemakinq will appear in the January 
2, 1998, edition of the Florida Administrative Weekly. 

A hearing will be held at the following time and place: 

Florida Public Service Commission 
9:30 a.m., February 6, 1998 
Betty Easley Conference Center 
Room 148, 4075 Esplanade Way 
Tallahassee, Florida 

DOCUMENT NUMBER-0 ATE 

I 3188 r£C211" 
FPSC- RfCO~OS/REPORTING 
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Written comments or suggestions on the rules must be 
received by the Director, Division of Records and Reporting, 
Florida Public Service Commission, 2540 Shumard Oak Blvd., 
Tallahassee, FL 32399-0862, no later than January 23, 1999. 

By ORDER of the Florida Public Service Commission, this Zitb 
day of lltsember, 11J1. 

BLANCA S. BAYO, Director 
Division of Records and Reporting 

(SEAL) 

owe 
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FLORIDA PUBLIC SERVICE COMMISSION 

DOCKET NO. 970882-TI 

RULE TITLE: 

Definitions 

Customer Billing for Local Exchange 

Telecommunications Companies 

Local. local Toll. or Toll Proyider 

Interexchange Carrier Selection 

• 

RULE NO.: 

25-4.003 

25.4.110 

25-4.118 

PURPOSE AND EFFECT: The purpose of the proposed amendments is to 

incorporate local, local toll, and toll service provider change 

requirements and 47 c.r.R. SS64.1100 and 64.1150 that provide 

more stringent change requirements than that in the Commission's 

current rules. The proposed amendments also provide for greater 

consumer protections. The effect of the proposed rule amendments 

is to reduce the possibility of ~slamming• (the chang~ of the 

primary local, local toll, or toll provider of a customer without 

authorization) . 

SUMMARY: The proposed rule amendments and th~ new rule place new 

requirements on the local exchange companies, the alternative 

local exchan9e companies, and the interexchange companies 

regardinq the circumstances under which changes may be made. The 

proposed rule amendments and new rule apply to local, local toll 
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• 
or "intraLATA•, and toll service providers, each of who must be 

certificated by the Commission. 

The customer must authorize the chanqe. Chanqes to the 

preferred provider may only be made if at least one of the 

followinq four actions has occurred: 

(1) The company ha• a si;ned letter of aqency (LOA) that 

contains sufficient information to verify that the consumer is 

authorizing the change. The LOA must contain certain information. 

(2) The company has received a consumer-initiated call, has 

obtained the consumer's consent and specific information and has 

recorded the number to be changed. 

(3) An independent, unaffiliated firm has verified the 

consumer's request and obtained information by audio recording. 

(4) The company has received a consumer's change request and 

responds by mailinq an information packaqe. 

A company may not combine the LOA with any inducement on the 

same document and prohibits checks sent by companies to consumers 

where endorsement by the customer is agreement to switch service. 

Inducements in writing or by telephone may not be misleading or 

deceptive. 

If a person is slammed, charges for the change and all 

charges billed on behalf of the unauthorized provider for the 

first 90 days must be credited to the consumer. After 90 days up 
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• 
to 12 months any changes vill be rerated. Upon notification by 

the consumer, the company must have the consumer switched back to 

this original provider or the provider of his choice. 

Providers and billin9 companies are required to give notice 

to the customer in the bill and by letter that his provider of a 

particular service has switched and that a PIC freeze is 

available. Provides for a billing block option for customers. 

SUMMARY OF STATEMENT OF ESTIMATED REGULATORY COST: 

The providers who filed cost information were primarily ~oncerned 

with portions of the proposed rules that would make it difficult 

for them to standardize their marketing and billing procedures 

nationwide. Other proposed requirements identified a~ 

particularly costly by the respondents vere: audio recording of 

inbound telephone calls from consumers and inclusj 1n of specific 

Florida language in informational packages. 

It is apparent that companies who choose to operate in 

rlorida will face some additional costs to comply with the 

proposed rules (to the extent that they differ from federal rules 

or rules in other states;. However, these compliance costs should 

be weighed against the costs of the present situation, so vividly 

described by customers at the recent public workshops. 

Any person who wishes to provide information regarding the 

statement of estimated regulatory costs, or to provide a proposal 
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• 
for a lower cost regulatory alternative must do so in writing 

within 21 days of this notice. 

SPECIFIC AUTHORITY: 350.121(2) FS. 

LAW IMPLEMENTED: 350.113, 364.01, 364.02, 364.03, 364.04, 364.05, 

364.11, 364.19, 364.285, 364.32, 364.335, 364.337 fS. 

WRITTEN COMMENTS OR SUGGESTIONS ON THE PROPOSED RULE MAY BE 

SUBMITTED TO THE FPSC, DIVISION OF RECORDS AND REPORTING, WITHIN 

21 DAYS OF THE DATE OF THIS NOTICE FOR INCLUSION IN THE RECORD OF 

TME PROCEEDING. 

A HEARING WILL BE HELD AT THE TIME, DATE, AND PLACE SHOWN BELOW: 

TIME AND DATE: 9:30 A.M., February 6, 1998 

PLACE: Room 148, Betty Easley Conference Center, 4075 Esplanade 

Way, Tallahassee, Florida. 

THE PERSON TO BE CONTACTED REGARDING THESE PROPOSEL RULES ARE: 

Director of Appeals, Florida Public Service Commission, 2540 

Shumard Oak Blvd., Tallahassee, Florida 32399-0862. 

THE FULL TEXT OF THESE PROPOSED RULES ARE: 

25-4.003 Definitions. 

For the purpose of Chapter 25-4, the fellewift9 definitions to the 

following ttQPI apply: 

(1) wAccess Line" or "Subscriber Line.R The circuit or 

channel between the demarcation point at the customer's premises 

and the serving end or class 5 central office. 
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(2) "Alttrnatiyt Local Exchange Ttltcpmmunicatigns Cgmpany 

CAL£C)." AnY telocgmmunicationa companv. as defined in Section 

364.02Cll. Floridl Statutes. 

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

traffic volume for the busy season busy hours. 

lil~ "Busy Hour.• The continuoua one-hour period of the 

day during vhieh the greatest volume of traffic is handled in the 

office. 

~~"Busy Season.• The calendar month or period of the 

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

the greatest volume of traffic is handled in the offic~. 

lil~ "Call." An attempted telephone message. 

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

assembly of equipment that establishes the connections between 

subscriber access linear trunks, switched access circuits, 

private line facilities, and special access facilities with the 

rest of the telephone network. 

lil~ "Commission." The Florida Public Service Commission. 

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

Company,• or "Utility.• These te~a may be used interchangeably 

herein and shall mean "telecommunications company" as defined in 

Section 364.02(12)r Florida Statutes. 
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Jl2li9r "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 releaae of a circuit. 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. 

llZ!~ •orop or Service Wire." The connecting link that 

extends from the local distribution service terminal to the 

protector or telephone network interface device on thr custome~·s 

premises. 

llll~ "Exchange.• The entire telephone plant and 

facilities used in providing telephone service to subscribers 

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

one central office unit. 

llil~ "Exchange (Service) Area.• The territory of a local 

exchange company lL£Cl w~thin which local telephone service is 

furnished at the exchange rates applicable within that area. 

~~ "Extende~ Area Service.• A type of telephone 

service whereby subscribers of a given exchange or area may 

complete calla to, and receive messages from, one or more other 

exchanges or areas without toll charges, or complete calls to one 

or more other exchanges or areas without toll message charges. 
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Jlil~ •Extension Station.• An additional station 

connected on the same circuit as the main station and subsidiary 

thereto. 

llll~ •Foreign Exchange Service.• A classification of~ 

furnished under tariff provisions whereby a subscriber may be 

provided telephone service from an exchange other than the one 

from which he would normally be served. 

llll~ •tntercept Service.• A service arrangement provided 

by the telecommunications company whereby calls placed to an 

unequipped non-working, disconnected, or discontinued telephone 

number are intercepted by operator, recorder, or audio response 

computer and the calling party informed that the called telephone 

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

changed to another number, or that calls are received by another 

telephone. This service is also provided in certain central 

offices and switching centers to inform the calling party of 

conditions such as system blockages, inability of the system to 

complete a call as di4led, no such office code, and all circuits 

busy. 

llil~ •Interexchange Company riXC)." Any 

telecommunications company, as defined in Section 364.02(12), 

Florida Statutes, which provides telecommynicotions 
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teleee~ftiaa~iaft service between local calling areas as those 

areas are described in the approved tariffs of individual ~ 

but ia not limited to, MLDA' M~ltiple &eeatieft 9iaee~ftt 

A~~~etate~a tM*~t as defined in subsection ~ ~ of these 

definitions. 

lZAli*ft •xnter-office Call.~ A telephone call originating 

in one central office but terminating in another central office, 

both of which are in the same designated exchange area. 

lZllte&+ "Interstate Toll Message.• Those toll messages 

which do not originate and terminate within the same state. 

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

toll offices, two end offices, or between an end office and toll 

office, over which toll calls are passed. 

l1Jl~ "Intra-office Call." A telephone call originating 

and terminating within the same central office. 

lZ!l~ "Intra-state Toll Message." Those toll messages 

which originate and terminate within the same state. 

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

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

(NXX) • 

~+ai+ "Large LEe.• A~ leeal eNehaft!e 

teleea.-uaieaeieaa •••fefty certificated by the Commission prior 
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to July 1, 1995, that had in excess of 100,000 access lines in 

service on July 1, 1995. 

Jlll+i6+ •Local Access and Transport Area (LATA)• or •Market 

Area.• A geographical area, which is loosely based on standard 

metropolitan statistical areas (SMSAs), within which a~ leeal 

esaehante e !II any may transport telecommunication signals. 

Jlil~ •Local Exchange Telecommunications Company (LEC)." 

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

Florida Statutes. 

l29l •Lggal PrDyider lLPl.w AnY telecgmmunications company 

proyidinq logal tologgmmunigations seryige. excluding way 

tglephono proyidero tnd gall oqqregatgrs. 

llQl+i&+ •Local Service Area• or •Local Calling Area.• The 

area within which telephone service is furnished subscribers 

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

LEC' s leeal enehante toeleeeuiELttnieatisiiJia eempan) 'a loca 1 service 

area may include one or more exchange areas or portions of 

exchange areas. 

131) MLgcal Tgll Proyider fLTPl,N Any telecommynications 

company proyidinq intraLATA or intramorket area long distance 

telecgmmunigatign• seryice. 

lJ1L+i9+ •Main Station.• The principal telephone associated 

with each service to which a telephone number is assigned and 
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which is connected to the central office equipment by an 

individual or party line circuit or channel. 

lllliie+ ~Message.• A completed telephone call. 

ll!l~ •Mileage Charge." A tariff charge for circuits and 

channels connectinQ other services that are auxiliary to local 

exchange service such as off premises extensions, foreign 

exchange and foreign central office services, private line 

services, and tie lines. 

ll21~ "Multiple Location Discount Aggregator (MLDA)." An 

entity that offers discounted long distance telecommunications 

services from an underlying ~ tft~e~eMehaRie eempaRy to 

unaffiliated entities. An entity is a MLDA if one or more of the 

following criteria applies: 

(a) It collects fees related to interexchange 

telecommunications services directly from subscribers, 

(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 

customer's individual usage. 
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llil~ wHormal Workin9 Days." The no~al working days for 

installation and construction shall be all days except Saturdays, 

Sundays, and holidays. The normal working days for repair service 

shall be all days except Sundays and holidays. Holidays shall be 

the days which are observed by each individual telephone utility. 

llll~ •Optional calling Plan." An optional service 

furnished under tariff provisions which recognizes the need of 

some subscribers for extended area calling without imposing the 

cost on the entire body of subscribers. 

llilii6t "Out of Service.• The inability, as repor~ed by the 

customer, to complete either incominq or outgoing calls over the 

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

(a) Service difficulties such as slow dial tone, circuits 

busy, or other ne~work 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 because of 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 
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and subscribers' locations or between central offices of the same 

or different exchanges. 

jjgl~ "Pay Telephone Service Company.• Any 

telecOIIIIIIUnicationa company that:» s'hee 'han a iaeeal &uehan,e 

eampany, whieh provides pay telephone service as defined in 

Section 364.3375, Florida Statutes. 

l41! ~rrc-rree;o.w Tho puotgmer tuthgri;etign to prghihit a 

ghango g( ony ltlested groyidtr 11 oxprtoood on Fgrm PSC/CAF 2 

lXX/98). 

<42) ~rrgyidfr.• AnY tolepommynicotigno cgmpany proyidinq 

seryice. oxpludinq pay tolaphgnc proyidors ond call aqgreqotgrs 

Ci.e. lgsal. lgqal tgll. ·and tqll prgyidoro). 

lill~ "Service Objective.• A quality of service which is 

desirable to be achieved under normal conditions. 

liil++&+ "Service Standard." A level of service which a 

telecommunications company, under normal conditions, is expected 

to meet in its certificated territory as representative of 

adequate services. 

~.:++i+ •small LEC." A ~ laeal eaeehaRte 

~eleeaultttlfti:ea,iena e&A$Sft) certificated by the Commission prior 
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to July 1, 1995, which had fewer than 100,000 access lines in 

service on July 1, 1995. 

JJil~ •station.• A telephone instrument consisting of a 

transmitter, receiver, and associated apparatus so connected as 

to permit sending or receiving telephone messages. 

l!ll~ •subscriber• or •customer.• These terms may be used 

interchangeably herein and shall mean any person, firm, 

partnership, corporation, municipality, cooperative organization, 

or governmental agency supplied with communication service by a 

telecommunications company. 

lill~ •subscriber Line.• See "Access Line." 

.ill.l.+l-6+ .,Switching Center.• Location at which telephone 

traffic, either local or toll, is switched or connected from one 

circuit or line to another. A local switching center may be 

comprised of several central office units. 

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

local central office with its toll operating office. 

12ll~ 8 Toll Message." A completed telephone call between 

stations in different exchanges for which message toll charges 

are applicable. 

(52) •toll Proyidar (TPl.w AnY telecgmmunications company 

proyiding inttrL&TA long distance telecommunications seryice. 
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~++tt •Traffic Study.• The process of recording usage 

measurements which can be translated into required quantities of 

equipment. 

Jljl~ •Trouble Report.• Any oral or written 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 has control. 

~~ •Trunk.• A communication channel between central 

office units or entities, or private branch exchanges. 

Jill~ •valid Humber.• A number for a specific telephone 

terminal in an assigned area code and working central office 

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

terminal number. 

Specific Authority: 350.127(2) FS. 

Law Implemented: 364.01, 364.02, 364.32, 364.335, 364.337 FS. 

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

Amended 2/23/87, 3/4/92, 12/21/93, 3/10/96~------

25-4.110 Customer Billing for Local Exchange Telecommunication~ 

Companies. 

(1) Each company shall issue bills monthly. Each bill shall 

show the delinquent date, set forth a clear listing of all 

charges due and payable, and contain the following statement: 
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"Written itemization of local billing available upon 

request.R 

(a) Each ~ leeal eMehaRge eempafty shall provide an 

itemized bill for local service: 

1. With the first bill rendered after local exchange service 

to a customer is initiated or changed; and 

2. To every customer at least once each twelve months. 

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

stuffer which explains the itemization and advises the customer 

to verify the items and charges on the itemized bill. This bill 

stuffer shall be submitted to the Commission's Division of 

Communications for prior approval. The itemized bill provided to 

residential customers and to business customers with less than 10 

access lines per service location shall be ira easily understood 

language. The itemized bill provided to business customers with 

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

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

upon request, an easily understood translation is available in 

written form without charge. An itemized bill shall include, but 

not be lim~ted to the following information, separately stated: 

1. Number and types of access lines: 

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

3. Touch tone service charges; 
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4. Charqes for custom calling features, separated by 

feature; 

bill. 

5. Unlisted number eharqes1 

6. Local directory assistance charges; 

1. Other tariff charqes1 and 

8. Other nontariffed, regulated charges contained in the 

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

1. Separately state the following items: 

a. Any discount or penalty, if applicable; 

b. Past due balance; 

c. Unrequlated charges, identified as unregulated; 

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

e. Franchise fee, if applicable; and 

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

distance service; and 

2. Contain a statement that nonpayment of regulated charges 

may result in discontinuance of service and that the customer may 

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

amount of regulated charges in the bill. 

(2) Each company shall make appropriate adjustments or 

refunds where the subscriber's service is interrupted by other 

than the 8ubscriber's negligent or willful act, and remains out 
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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 

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 bill for telephone service. 

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

expiration of 15 days from the date of mailing or delivery by the 

utility. However, the company may demand immediate payment under 

the following circumstances: 

1. Where service is terminated or abandoned; 

2. Where toll service is two times greater than the 

subscriber's average usage as reflected on the monthly bills for 

the three months prior 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 has reason to believe that a business 

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

imminent for that subscriber. 
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(b) The demand for immediate payment shall be accompanied by 

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

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

mailed or delivered to the customer within three 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 

address and the total amount due. However, a customer may refuse 

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

shall inform the customer that he may refuse payment until an 

itemized bill is 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 c~anges as 

the subscriber deema 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 ~ 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 the option to have 

1 
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the subscriber's name placed on the ~No Sales Solicitation• list 

maintained by the Department of Agriculture and Consumer 

Services, Di~ision of Consumer Services, and the 800 number to 

contact to ~eceive more information. 

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

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

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

proceeding, any lost revenue which inures to the company's 

detriment on account of this provision. 

(7) Franchise fees and municipal telecommunications taxes. 

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

or municipal telecommunications 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 fee only from its subscribers receiving service 

within that county. 

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

municipal telecommunications tax into its other rates for 

service. 

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

municipality or county the authority to charge a franchise fee or 
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municipal telecommunications tax. This subsection only specifies 

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

county, havinq authority to do so, charges a franchise fee or 

municipal telecommunications tax. 

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

onto the customer's bill •• a separately stated component of that 

bill, the company must first remove from the tariffed rates any 

embedded provisions for the Gross Receipts Tax. 

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

gross 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 by the election to add the Gross Receipts Tax as a 

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 services sold to another telecommunications vendor, 

provided that the applicable rules of the Department of Revenue 

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

receipts tax liability imposed by Chapter 203, Florida Statutes, 

unless those services have been adjusted by some other Commission 

action. 
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(e) When a nonrate base requlated telecommunications company 

exercises the option of addinq the qross receipts tax as a 

separately stated component on the customer's bill then that 

company must file a tariff indicatinq such. 

(9) Each LIC leeal e•ehante eempan) shall apply partial 

payment of an end user/customer bill first towards satisfyinq any 

unpaid requlated charqea. The remaininq portion of the payment, 

if any, shall be applied to nonrequlated charqes. 

(lQ) Aftor January 1. 1998. all billo prgduged shall clearly 

and cgnopipugualy diaplav the fpllgwing infgpmotion for each 

seryice billod in regard tD ••sh ggmptny c;loimiog to be the 

custgmcr's prtauhtgrihod prpyider for lgcal. local tgll. or toll 

seryice; 

{a} The name gf the certificated cgmpanv and its certificate 

number; 

{b) Type gf oeryipe prgyided. i.e .. local. lgpal toll. or 

toll; and 

lcl A toll-free cuotgmor soryice number. 

llll~ This section applies to ~ leeal eMehaft'e 

esrttparti:ee aPLel: i:ft•el!enehartle ea!'!':ie:l!'a that provide transmission 

services or bill and collect on behalf of othor Pa} Per Sall 

providers ingludinq pay por sall prgyidors. Pay Per Call services 

are defined as switched telecommunications services between 
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locations within the State of Florida which permit communications 

between an end use customer 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 LECs. leeal 

enehante e JBRiea BIUI 900 services provided by IXCs. and gther 

miapellaneous charges on behalf gf otbor proyidero ineerenehaft,e 

eae'riera. 

(a) Charges for Pay Per Call and gther seryices, sereiee 

(988 •~ 97&) shall be segregated from charges for regular long 

distance or local charges by appearing separately under a heading 

that reads as follows: •Pay Per Call and other (999 er ~76) 

nonregulated charges~"T The following information shall be 

clearly and conspicuously 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 service; 

2. End users/customers can obtain free blocking of Pay Per 

Call service (900 or 976} from the ~ leeal enehante ~eleJShefte 

ee111opan); 

3. End Uooro/cgotgmo~o con pbtain a free billing block 

option from the L§C to blgck all ghorqos frgm a third party. 

Bills submitted by third portioo with the oybocriher's LEC-

specific personal idontif1cation number will yolidate the 
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subscribtfs autbgrization gf the charges and suoersede the 

billing block gptiOQ. The subscriber is responsible fgr all sycb 

charges. 

~~ The local or toll-free number the end user/customer can 

call to dispute charges; 

earrier providing 900 service; and 

~6T The Pay Per Call service (900 or 976) program name. 

(b) Pay Per Call Service (900 and 976) Billing. LEes and 

a tariff or contractual relationship with a Pay Per Call (900 or 

976) provider shall not provide Pay Per Call transmission service 

or billing services, unless the provider does each of the 

following: 

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

minute and total minimum charges for the Pay Per Call service 

(900 and 976); child'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 programs that do ~Jt exceed $3.00 in total charges 
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may omit the preamble, except as provided in Section llllt+9+\b)3.1 

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

end user/customer can disconnect the call without incurring a 

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

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

15 seconds. The pro;ram may allow an end user/customer to 

affirmatively bypass a preamble; 

3. Provides on each program promotion targeted at children 

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

notification, in language understandable to children, of the 

requirement to obtain parental pe~ission before placing or 

continuing with the call. The parental consent notification shall 

appear prominently in all advertising and promotional materials, 

and in the program preamble. Children's programs shall not have 

rates in excess of $5.00 per call and shall not include the 

enticement 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 ~nd 976) 

number; 

5. Prominently discloses the additional cost per minute or 

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

is referred to either directly or indirectly; 
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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 

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

television advertising charges, in Arabic numerals, must be shown 

on the screen for the same duration as the Pay Per Call number is 

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

representations shall be equally as clear; 

7. Provides on Pay Per Call services that involve sales of 

products or merchandise clear preamble notification of the price 

that will be incurred if the end user/customer stays o:. the line, 

and a local or toll free number for consumer complaints; and 

8. Meets internal standards established by the LEC or rxc 

leeal e•ehaR9e eempeRy e~ ~he ift~ere•ehaft9e eerrier as defined in 

the applicable tariffs or contractual agreement between the LEC 

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

976) provider which when violated, would result in the 

termination of a transmission or billing arrangement. 

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

e•ehaft!e ee.,aRy shall ~rovide blocking where technically 

feasible of Pay Per Call aervice (900 and 976), at the request of 

the end us~r/customer at no charge. Each LEC or IXC leeel 
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adjustment tracking system to aid its efforts in adjusting and 

sustaininq Pay Per Call charges. The LEC or IXC earrier will 

adjust the first bill containing Pay Per Call charges upon the 

end user's! customer's stated lack of knowledge that Pay Per Call 

service (900 and 976) has a charge. A second adjustmeut will be 

made if nece•a•ry to reflect calls billed in the following month 

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

the t~e the charqe is removed, the end user/customer may agree 

to free blocking of Pay Per Call service \900 and 916). 

(d) Dispute resolution for Pay Per Call service (900 and 

976). Charges for Pay Per Call service (900 and 916) shall be 

automatically adjusted upon complaint that: 

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

advertisement, 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 was misled, deceived, or confused 

by 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 render it inaudible or 

unintelligible, or the end user/customer was disconnected or cut 

off from the service; 
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4. The Pay Per Call (900 and/or 976) service provided 

out-of-date information; or 

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

preamble described in 25-4.110llll~(b)2., but was charged for 

the Pay Per Call •ervice (900 or 976). 

(e) If 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. LECs and IXCs &eeal eMehaftte 

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 an end user's/customer's bill; or 

2. Report the end user/customer to a credit bureau or 

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

976) charges. 

~arriere billing Pay Pex Cdll service (900 and 976) charges to 

end users/customers in Florida shall implement safeguards to 

prevent th~ disconnection of phone service for non-payment of Pay 

Per Call (900 or 976) chargee. 
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t12l Tho suotgmer must be notified on his first bill and 

Annually tbtrtaftor that a PIC Frce&e is ayailable and may 

contact the proyider to gbtain FORM PSC/CAF 2 lXX/XXl. A cgpy of 

FORM PSCICAF 2 lXX/XXl. whish is insgtpprated into this ryle by 

reference. mfV be obtained frgm the Commission's piyision of 

Consumer Affairs. Exiotinq custgmers must be notified by January 

1. 1999. and Annually thereofter that a PIC Freeze form is 

ayailable and max pgntact the proyider to gbtaip FORM PSC/CAF 2 

lXX/XXl. 

<131 The custgmer must be qiyen notice on the first gr 

sepond page of his next bill in cgnspicuous bgld fact type when 

his proyider gf logal. lgcal toll. or toll seryice has changed. 

Specific Authority: 350.127 FS. 

Law Implemented: 364.17, 350.113, 364.03, 364.04, 364.05. 364.19. 

History: New 12/1/68, 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, 11/11/91, 3/10/96 • ......._ __ _ 

25-4.118 Logal. Logal Toll. or Tgll Proyider Iftterenehau~e 

Sarrier Selection. 

( 1) The proyider pl':tJBSI') intereuet'UIIft'e eempan} (PIS I of a 

customer shall not be chanqed without the customer's 

authorization. A ,LEt leeal enehaniJe e&Aif!&Pl) (&88) shall accept a 
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proyider ~ chan;e request& by telephone call or letter airectly 

(2) A LEC shall eiee accept a ~ change request& from a 

certificated LP gr IXC ittt!:erellehante ee-.art} ( IXSt acting on 

behalf of the customer. A qcrtifigatcd LP or rxc eer~ifie~ IXS 

change request, e~her 'han a e~at!:emer init!:iated PIS ehant•• 

eliteet!:l) er ~hrettlh anat!:her IHS; t!:e a 1186 only if it has first 

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

has occurred ,riar t!:a t!:he PIS ehan1e re~tteat: 

(a) the sgmpany ~has a letter gf agency <LOA). _44 

described in 131. en hand a Ballet er letter from the customer 

requesting ~ ~ change; 

(b) the company bas rcgeiyed a customer-initiated call. and 

has obtained the following; 

1. The customer's consent to record the requested change; 

2. An audio recording of the infopmatipn set forth in f3)a. 

thrguqh e.; and 

3. A regarding gf the originating telephone number on which 

the proyider io to be ghonged yia aytomatic number 

identificatign. t-he euatoemer iftitoiatoee a ea11 te an autoeMateei BQEI 

RUIII8tr a"'el toh:raltl§h a eeilltteRee ef prsmgstoe 1 eoPLfiEms tl:e ettstcmer's 

re~ueaeea ehaft§el sr 
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(c) An independent. ugaffiliated firm has verified the 

customer's requested chan;e by pbttininq the following; 

l, The puotgm•r's consent to regord the requested change; 

2, An Audio rcpgrdinq of the infopmatign stated in 

subsection f3)o. through c. is verified through a qualified, 

independent firm which is unaffiliated with the company claiming 

the !lubscribor SR} IUS; or 

(d) The pqmgany lke IHS has received a gustamer's change 

etsa~eae~ request ... le ehaft9e his PIG and has responded Ni~hira 

~h~ee aaJa by mailing e4 an informationAl package that "hall 

include the following; ifteltulea a p!'epait!l; :el!tt!'P&atsle pes~ear8 

artS an at!lt!lili:eftal 11 ela)a haee past: Befere t:he IUS atthlftit:a the 

l, A ngtipt thot the information io being sent to confirm 

that a telemarketer obtained a pustomer's regyest to change the 

customer's telcgqmmunications proyider; 

2. A doopription of any terms. conditigns. or charges that 

will be incurred; 

3. The nome, •ddrcso. and talophgne number of bgth the 

customer opd tho soliciting c;ompany; 

4. A pgstpard whic;h the c;ustgmor can u1e to cgnfirm a change 
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request; 

• 
5. A pltar statcmont that the cuotgmer's local. local toll . 

• 
or toll prgyider will bo changed to the ooliciting cgmpapy only 

if the cuetggpr aiqna tnd return• the pg1tcard confirming the 

change; and 

6. A ngtige that tho pustgmer mAY cgntagt by writing the 

Coupission'o piyi•ign of Consumer Affairs 2540 Shumard Pale 

Bouleyapd. TollAbtiiiC. Flgrida 32399-0850 or calling. tgll-free 

ltpp i Yoipel 1-800-342-3552 fgr s;on1nmor pomplainto. 

The 1olicitinq cmpany shall submit the ghange reqyest to 

the LP poly if it baa firat raceiyed the pgotcord that must be 

signed bv the custgmer, 

lll~ The ~ ~aile~ ee le~~er submitted to the 

ift~erenehSR!C company requesting a proyider oPf6 change shall 

include, ~~' fte~ Be limi~e~ ~e, the following info:mation (each 

shall be separately stated): 

..141 -iT Customer's billing name, pftene/aeeettn~ ftaml5er anel 

address. and each telophgne number to be changed; 

(b) Stotcmgnt cloorly identifying the certificated name of 

the proyidor ia ea.,any and the service to which the customer 

wishes to subscribe. whother gr not it uses the facilities of 

another ,-ompenyl 
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~~ Statement that the person requesting the change is 

authorized to request the PiG change; 8ft& 

(d) Statement that the gustgmer's sbange reqyest will apply 

only to the number go the request and there myst only be one 

preoubagribed logel. poe prooubacribtd lgsal toll. and one 

presubsc;ribed, tgll ergyidor for each number; 

(el Statement that tbt LEC mAY gharqo a fee for each 

prpyider phonqo; 

lfl +r Customer~ signatur&T and a statement that the 

customer's oiqnoturo gr endorsement on the document will result 

in a chango pf tho custgmor'a proyider. 

The soligitinq gqmpany's prgyider shapge fee statement. as 

desgribed in tel above. §hall be legible. printed in boldface at 

least ao large as any gtbor text go the page. and located 

diregtly •boyo the siqnatu'e line. 

The soliciting ggmpany's prgyider ghange statement. aa 

desgribed in (f) abgva. shall be legible. printed in boldface at 

least aa ltrgo '' any other text on the page. and located 

directlv below tho oiqpaturo line. 
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earrier. 'fhe pa1e ef the ~eetllft&Rt! eant!airtitalJ the et~at:eHLer' a 

ei,Ra1nare ahall eent!aitt a at!at:eDteftt! ~hat t!he etlat:eJRe:!'' e aifJPt&t!ttre 

er eneteea .. ent: en t:he el:ee.ment: will reet1lt: in a eh&RfJS sf the 

etsat!: u er 'a lent fliat:aRee aer e i:ee pi' au ilia I' &Rei Sllpl&ifll tttat enl) 

eRe lettl eliat:anee aaruiee preuielee •:w Be el:eaitnat:eei fee tke 

ee•••n) .. , eharta a fee te •~iteh eeruiee preuiel:erea St1eh 

as latta aa &11)1 at:ha1 •aaat: en t!he pate: 

<4> Tho IQ! eball not bt ppmhined with inducements of any 

kind on tho '''" docpmnot. Tho If Sft) et1eh elee_.ertt is nee ti!ISS 

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

purposes of this rule, the terms "misleading or ~~captive• mean 

that, because of the style, format or content of the document QL 

gral statements, it would not be readily apparent to the person 

signing the document or proyidinq gral authgrizatign that the 

purpose of the siqnature or the oral aythori;atign was to 

authorize a proyidar ~ change, or it would be unclear to the 

customer who the new lert' IJ:ie~anee ael!'u:lee 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 
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that the customer's I.E laeal ene~a,.,e eelllpaft:r might charge a fee 

to switch service providers. If any part of the ~ ~ee~eft~ is 

written in a lan;ua9e other than English, then it. ~he eleetURertt 

must contain all relevant information in ~ t!:he sa111e language. 

iftitia~ell eall &I' a !"SIJ .. eet a eri lie !I Ia} an irutependertt ~hi rei 

part}» 'he iRfae .. tian aet lartk in ll) (a)ls la aBeue shall Be 

lSl A prgepegtiyc prgyidcr mu1t hoyc receiyed the signed LQA 

befora initiating the ghonqo. 

(§) IQ!e ond audig rcsgrdinqs oball ~ Ballets 81' lettere 

~ be maintained by the proyider ~ for a perio~ of one year. 

lllt+t Customer requests for other services, such as travel 

card service, do not constitute a proyider change ift Pie. 

lll+ST Charges for unauthorized provider P+6 changes and all 

charges billed go behalf gf the unauthorized proyider for the 

first 90 doyo gr first three billing cycles. which eyer is 

longer. hith•~ tl!l&§e ~&'-6!1; if &fk)p eue! the rates ef the 

p~efeeee~ a f&ft) shall be credited to the customer by the 

company ~ responsible for the error within 45 days of 

notification. After the firot 90 days up to 12 months. charges 

oyer tho rateo gf the preferred cgmpany will be credited tg the 

cystgmor by tho pgmpany reogonsible for the errgr within 45 days 
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of ngtifigation. Upon notice from the customer of an unauthorized 

proyider PIS change, the LEC shall change the customer back ~ 

~he p~ie~ IUS, or~ another ggmpony of the customer's choice. 

The change must be made within 24 hours excepting Saturday, 

Sunday4 and holidays, in which case the change shall be made by 

the end of the next business day. In ~he eaae wheEe the e~etemer 

liL+&T The gqmp,ny 7Ke shall provide the fullowing 

disclosures when soliciting a change in service from a customer: 

(a) Identification of the cgmpany +HS; 

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

change of the proyidcr 9+6 of the customer; 

(c) That the proyidor oholl not PIS ean net be changed 

uniess the customer authorizes the change; and 

(d) All Aft) a~~itienal information as referenced in Rule 

25-24.490lll~-

1101 puring tolemorkotinq and yerification. ng misleading or 

deceptiye roferangea •hall be mode while soliciting for 

subogriboro, 

flll During telomorketinq and yerification. the cystomer 

myst ba informtd thet o PIC Froozo ia ayailable. 
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C12l Upgn ggmplttion of the yerifigatioo process outlined in 

this section. the prgyider must sond a letter notifying the 

customer that it will bo prgyidinq hi§ oeryice. 

Cl3l A proyidor myot prgyide the customer a cgpy of the 

authori;atign it [llioo ypgn for the 1witgh within 15 days of 

request, 

(111 Iogb sgmgany sholl proyido 1 liye operotor to answer 

incgminq callo 24 hgurs a day. 7 dtys a week. or shall record end 

user ggmplaints. A ggmbinotion of liye operators and recorders 

miX be ustd. If 1 rogordcr io used. the cgmpany shall attempt to 

pontagt etch ggmpltinont no loter than the next bysiness day 

following the data of ropording. A minimum of 95 per~ent of all 

call attempts lhtll be ggmpleted to a company's toll-free 

customer ooryice number. Station buoies will not be counted as 

cpmpeted salls. The topm ftanswern as used in this subsection 

means mgre than on acknpwledqment that the cystpm¢r is waiting on 

the line. It shall meant the prgyider is ready to render 

assistance gr accept the infgrmation necessary tg prgcess the 

call. 

Specific Authority: 350.127(2) FS. 

Law Implemented: 364.01, 364.19, 364.285 FS. 

History: New 3/4/92, Amended 5/31/95._ ____ __ 

NAME Of PERSON ORIGINATING PROPOSED RULES: Rick Hoses 
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NAME OF SUPERVISOR OR PERSONS WHO APPROVED THE PROPOSED RULES: 

Florida Public Service Commission. 

DATE PROPOSED RULES APPROVED: December 16, 1997 

DATE NOTICE OF PROPOSED RULE DEVELOPMENT PUBLISHED IN FAW: 

Volume 23, Number 38, September 19, 1997 

If any person decides to appeal any decision of the Commission 

with reapect to any matter conaidered at the rulemaking hearing, 

a record of the hearing is necessary. The appellant must ensure 

that a verbatim record, including testimony and evidence forming 

the basis of the appeal is made. The Commission usually makes a 

verbatim record of rulemaking hearings. 

Any person requiring some accommodation at this hearinq because 

of a physical impairment should call the Division of Records and 

Reporting at (850) 413-6770 at least five calendar days prior to 

the hearing. If you are hearing or speech impaired, please 

contact the Florida Public Service Commission usin~ the Florida 

Relay Service, which can be reached at: 1-800-955-8771 (TDDJ. 
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FLORIDA PUBLIC SERVICE COMMISSION 

DOCKET NO. 910882-TI 

• 

RULE TITLE: RULE NO.: 

Customer Relations; Rules Incorporated 25-24.490 

Customer Relations; Rules Incorporated 25-24.485 

PURPOSE AND EFFECT: To require interexchange co1npanies (IXCs) and 

alternative local exchange companies (ALECs) to abide by the 

rules relating to the change of a customer's local, local toll, 

or toll service providers. The effect is to eliminate or reduce 

the incidences of unauthorized changes of these providers as the 

telecommunications markets grow more competitive. 

SUMMARY: The new rule and amendments require IXC's and ALEC's to 

abide by the rules relating to customer billing and local, local 

toll, and toll provider selection. 

SUMMARY OF STATEMENT OF ESTIMATED REGULATORY COST: 

The providers who filed cost information were primarily concerned 

with portions of the proposed rules that would make it difficult 

for them to standardize their marketing and billing procedures 

nationwide. Other proposed requirements identified as 

particularly costly by the respondents were: audio recording of 

inbound telephone calls from consumers and inclusion of specific 

Florida language in informational packages. 
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It is apparent that companies who choose to operate in 

Florida will face some additional costs to comply with the 

proposed rules (to the extent that they differ from federal rules 

or rules in other states). However, these compliance costs should 

be weighed against the costs of the present situation, so vividly 

described by customers at the recent public workshops. 

Any person who wishes to provide information regarding the 

statement of estimated regulatory costs, or to provide a proposal 

for a lover cost regulatory alternative must do so in writing 

within 21 days of this notice. 

SPECIFIC AUTHORITY: 350.121(2), 364.337(2) FS. 

LAW IMPLEMENTED: 364.03, 364.14, 364.15, 364.19, 364.337, 

364.221(2) FS. 

WRITTEN COMMENTS OR SUGGESTIONS ON THE PROPOSED RULE MAY BE 

SUBMITTED TO THE FPSC, DIVISION OF RECORDS AND REPORTING, WITHIN 

2~ DAYS OF THE DATE OF THIS NOTICE FOR INCLUSION tN THE RECORD OF 

THE PROCEEDING. 

A HEARING WILL BE HELD AT THE TIME, DATE, AND PLACE SHOWN BELOW: 

TIME AND DATE: 9:30 A.M., February 6, 1998 

PLACE: Room 148, Betty Easley Conference Center, 4075 Esplanade 

Way, Tallahassee, Florida. 
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• 
THE PERSON TO BE CONTACTED REGARDING THESE PROPOSED RULES ARE: 

Director of Appeals, Florida Public Service Commission, 2540 

Shumard Oak Blvd., Tallahassee, Florida 32399-0862. 

THE FULL TEXT OF THESE PROPOSED RULES ARE: 

25-24.845 Customer Relations; Rules Incorporated. 

The fgllowing rules ara incorpgrated herein by rgference and 

apply to ALECo. In tho follgwinq rule. the acronym 'LEC' should 

be omitted or interpreted aa 'ALEC'. 

Section Title Portions Applicable 

25-4.110 Cuotomcr Billing Subsections ClOl. Clll. 

1121. and Cl3l 

24-4.118 Lgg•l. Local Toll. or All 

Toll Proyider Selection 

Specific Authority; 350.127<21 and 364.331<21. FS. 

Law rmplomented; 364.33?<2lFS. 

Historv; New 

25-24.490 Customer Relations; Rules Incorporated. 

(1) The following rules are incorporated herein by reference 

and apply to IXCs. !:n~e~enehaft~e eelftfi&Pii:ieoa bt the fellewiftfJ 

r~lee, ~he ware 'leeal' ahe~l~ he emit:te~ er interprete8 as 

'tell'; as they ahall appl:f enl) te interetlehantJe anel net leeal 

eet:u:i:ee: 

Portions -
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Section Title 

25-4.110 Custgmer Billing 

25-4.111 Customer Complaint 

and Service Requests 

25-4.112 Te~ination of Service 

by Customer 

• 
Applicable 

Subsections llQ), 

nu. l12L and (13) 

All excect 

Subsection (2) 

25-4.113 Refusal or Discontinuance 

25-4.114 

25-4 . 117 

25-4.118 

of Service by Company 

Refunds 

800 Service 

Local. Local Toll. or 

Toll Proyider 

Selection 

{2) An ~ iftte~e•ehaft,e eem~an~ may require 3 deposit as a 

condition of service and may collect advance payments for more 

than one month of service if it maintains 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 demonstrating that it possesses the financial resources and 
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• 
income to provide assurance of continued operation u~~er its 

certificate over the long term. 

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

writing to any person inquiring about the company's service: 

(a) any nonrecurring charge, 

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

(c) company deposit pract~ces, 

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

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

and 

(f} a statement of billing adjustment practices for wrong 

numbers or incorrect bills. 

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

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

all new customers and to all customers presubscribing on or after 

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

brochure distributed by the company for the purpose of providing 

info~tion about the company's services. The above information 

shall be clearly expressed in simple words, sentences and 

paragraphs. It must avoid unnecessarily long, complicated or 

obscure phrases or acronyms. 

Specific Authority: 350.121(2) FS. 

Law Implemented: 364.03, 364.14, 364.15, 364.19. 364.337 FS. 
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• 
History: New 2/23/87, Amended 10/31/89, 3/5/90, 3/4/92, 3/13/964--

NAME OF PERSON ORIGINATING PROPOSED RULES: Rick Moses 

NAME OF SUPERVISOR OR PERSONS WHO APPROVED THE PROPOSED RULES: 

Florida Public Service Commission. 

DATE PROPOSED RULES APPROVED: December 16, 1997 

DATE NOTICE OF PROPOSED RULE DEVELOPMENT PUBLISH~D IN FAW: 

Volume 23, Number 38, September 19, 1997 

If any person decides to appeal any decision of the Commission 

with respect to any matter considered at the rulemaking hearing, 

a record of the hearing is necessary. The appellant must ensure 

that a verbatim record, including testimony and evidence forming 

the basis of the appeal is made. The Commission usually makes a 

verbatim record of rulemaking hearings. 

Any person requiring some accommodation at this hearing because 

of a physical impairment should call the Divisio1. of Records and 

Reporting at (850) 413-6770 at least five calendar days prior to 

the hearing. If you are hearing or speech impaired, please 

contact the Florida Public Service Commission using the Florida 

Relay service, which can be reached at: 1-800-955-8771 (TDD). 




