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25-4.003 Definitions.
For the purpose of Chapter 25-4, the feliewing definitions Lo tha
following terme apply:

(1} "Access Line" or "“Subscriber Line." The circuit or
channel between the demarcation point at the customer’s premises
and the serving end or class S central office.

{2) *Altsrnative Local Exchange Telecommunications cCompany
JALEC).” _Any telecommunications company. as defined in Sectiop
264.020(2), Florida Statutes.

{31433 "Average Buay Season-Busy Hour Traffic."” The average
traffic volume for the busy ssason busy hours.

{4)43+ "Busy Hour." The continuous one-hour period of the day
during which the greatest volume of* traffic is handled in the
office.

{S)+44 "Busy Season.* The calendar month or pericd of the
year {preferably 30 days but not to exceed 60 days) during which
the greatest volume of traffic is handled in the office.

{68)46+ *Call.” An attempted telephons messagz.

{2)46)+ "Central Office.* A location where there is an
assembly of equipment that establishes the connections between
subscriber accesa lines, trunks, switched access circuits, private
line facilities, and special access facilities with the rest of the
telephone network.

{8}4% "Commission." The Florida Public Service Commission.

{91483 "Company,"® "Telecommunications Company,"* "Telephone
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Company,” or "Utility.* These terms may be used interchangeably
herein and shall mean *telecommunications coﬁbany' as defined in
Section 364.02(12), Florida Statutes.

{10} 49+ *"Completed call.” A call which has been switched
through an established path so that two-way conversation or data
transmission is possible.

(11) %8} "Disconnect" or "Disconnection.* The dissociation or
release of a circuit. In the case of a billable call, the end of
the billable time for the call whether intentionally terminated or
terminated dus to a service interruption.

2} 4+ "Drop or SBervice Wire." The connecting link theat
extends from the 1local distribution service terminal to the
protector or telephone network interface davice on the customer’s
premises.

1A3)4+@> “Exchange.*® The entire telephone plant and
facilities used in providing telephone ssrvice to subscribera
located in an exchange area. An exchange may include more than one
central office unit.

{14)433) "Exchange (Service) Area." The territory of a local
exchange company J(LEC) within which local telephone service is
furnished at the exchange rates applicable within that area.

{15) 444> "Extended Area Service.®* A type of telephone service
whereby subscribers of a given exchange or area may complete calls
to, and receive messages from, one or more other exchanges or areas

without toll charges, or complete calle to one or more other
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+eocal—ewchange—eonmpanies. JXC AInterexehange—Gompanyl includes,
but is not limited to, MLDAS Muitipie—lLesetion-bDiscount—Aguyregatore

MBA)- as defined in subsection (35) 432+ of these definitions.

{20)439% "Inter-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.

{21)4839+ "Interstate Toll Message." Those toll messages which
do not originate and terminate within the same satatas.

(221434 "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.

{23)4@893- "Intra-office Call.” A telephone call originating
and terminating within the same central office.

(24)4233) "Intra-state Toll Message." Those tol. messages
which originate and terminate within the same state.

(28)443 "Invalid Number." A number comprised of an
unassigned area code number or a non-working central office code
(NXX) .

{26)438) "Large LEC." A LEC leeal-enchange—belecoommunications
company certificated by the Coomission prior to July 1, 1995, that
had in excess of 100,000 access lines in service on July 1, 1995.

{27) 4363 "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 LEC ieead
exchange—eompany may transport telecommunication signals.
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(28)43%+ *Local Bxchange Telecommunications Company (LEC)."

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

Florida Statutes.

{30)428)> "Local Service Area" or "Local Calling Area.* The

area within which telephons service is furﬁi-hod subscribers under
a specific schedule of rates and without toll charges. A LEC’'E
iesal-enchange—Selesomminications-conpanyse local service area may
include one or more exchange areas or portions of axchange areas.

{32) “Local Toll Provider (LTP).” Any telecommunications
company providing intraLATA or intraparket axea long distance

telecommunications sexvice.
132) 4385 "Main Station.® The principal telephone associated

with sach service to which a telephone number is assigned and which
is connected to the central office equipment by an individual or
party line circuit or channel.

{33)4364 "Message." A completed telephone call.

{34) 434} "Mileage Charge.” A tariff charge for circuits and
channele connecting other services that are auxiliary to local
exchange service such as cff premisas extensions, foreign exchange
and foreign central office services, private line services, and tie
lines.

{35)+43a> "Multiple Location Dimcount Aggregator (MLDA)." An
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entity that offers discounted long distance telecommunications
servicea from an underlying JIXC dneerenchange—eompany to
unaffiliated entities. An entity ias a MLDA if one or more of the
following criteria applies:

(a) It collects fees related to intzrexchange
telecommunications services directly from subscribers,

{b) It bills for interexchange telecommunicationes services in
its own name,

(c) It is responsible for an end user’'s unpaid interexchange
telecommunications bill, or

(d) A customer’s bill cannot be determined by. applying the
tariff of the underlying IXC invovemchenge—eompany to the
customer’s individual usage. .

£{36) 633> "Normal workin§ Days." The normal workiic days for
installation and construction shall ba 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 telejphone utilitcy.

{37) 434> "Optional cCalling Plan.* An optional service
furnished under tariff provisions which recognizes the need of some
subacribers for extended area calling without impoesing the cosat on
the entire body of subscribers.

{38) 495+ "Out of Service." The inability, as reported by the
customer, to complete either incoming or outrgoing calls over the

subscriber’s line. ®Out of Service® shall not include:
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{a) Service difficulties such as slow dial tone, circuitas
busy, or other network or switching capacity s.hortagea;

{b} Interruptions caused by a negligent or willful act of the
subscriber; and

{c) Situations in which a company suspends or termiiinates
service because of nompayment of bills, unlawful or improper use of
facilities or service, or any other reason set forth in approved
tariffe or Commission rulas.

{39) 436+ ®"Outside Planc." The telephone equipment and
facilities installed on, along, or under streets, alleys, highways,
or on private rights-of-way between the central office and
subscribers’ locations or between central offices of the same or
differant exchanges. o

140) -5 "Pay Telephone Service Company . * Any
telacommunicatione company thatr—ether—than—o—bhosel—iEnchange
Companyr—whieh provides pay telephone service as defined in Section
364.3375, Florida Statutes.
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stations in different exchanges for which message toll charges are

applicable.

providing intexLATA long distance telecommunications servige,

152)448) "Traffic Study.®" The process of recording usage
measurements which can be translated into required quantities of
equipment.

{54) 445 "Trouble Report." Any oral or written repoxrt from a
subscriber or user of telephone service to the telephone company
indicating improper function or defective conditione with respect
to the operation of telephone facilities over which the telephone
company has control.

{55)460+ "Trunk.®" A communication channel between central
office units or entities, or private branch exchanger.

{56) 4534 "Valid Number.” A number for a specific talephone
terminal in an assignad 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) F.8.

Law Implemented: 364.01, 364.02, 364.32, 364.335, 364.337 F.S.
History: Revised 12/1/68, Amended 3/31/76, formerly 25-4.03,
Amended 2/23/87, 3/4/92, 12/21/93, 3/10/96, .

25-4.110 Customer Billing for Local Exchange Telecommunicationg

Companies.
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{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:

"Written itemization of local billing available upon request.*

{a) Bach LEC leosei—exchange—cempany shall provide an itemized
bill for local service:

1. With the firet bill rendered after local exchange service
to a customer is initiated or changed; and

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

(b) The-annual itemized bill shall be accompanied by a bill
stuffer which o:plaiﬁl ths 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 p:rovided to
residential customers and to business customers with less than 10
access lines per service location shall be in easily understood
language. The itemiged bill provided to business customers with 10
or mcre access lines per service location may be statsd in service
order code, provided that it contains a statemsnt that, upon
request, an esasily understood translation is available in written
form without charge. An itemized bill shall include, but not be
limited 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. Charges for custom calling features, separated by feature;

5. Unlisted number charges;

6. Local directory assistance charges;

7. Other tariff charges; and

8. Other nontariffed, requlated charges contained in the bill.

(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. Unregulated 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 detexrmine 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
subscriber’s negligent or willful act, and remains out of order in
excess of 24 hours after the subscriber notifies the company of the
interruption. The refund to the subscriber shall be the pro rata
part of the month’s charge for the period of days and that portion

of the service and facilities rendered useless or inoperative;

OCODING: Worde underlined are additions; worde in
struel—through type are deletions from existing law.

- 11 -



10
11
12
13
14
15

16

177

18
19
20
21
22
23
24

25

except that the refund shall not be applicable for the time that
the company stands ready to repair the servicé and the subscriber
does not provide access to the company for such restoration work.
fhe refund may be accomplished by a credit on a subsequent bill for
telephone service.

{3) (a) Bille shall not be considered delinquent prior to the
expiration of 15 days from the date of mailing or delivery by the
utility. However, tha company may demand immediate payment under
the following circumstances:

1. Where gervice is terminated or abandoned;

2. Where toll gervice is two times greater than the
subscriber’s average usage as reflected on the monthly bills for
the three months prior to the currens bill, or, in the cass of a
new customer who has been receiving service for less thau 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 bankiuptcy is
imminent for that subacriber.

(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
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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) Bach telephone company ehall include a bill ingert’
advising each subscriber of the directory closing date and of the
subscriber’s opportunity to correct any error or make changes as
the subscriber deems necessary in advance of the closing date. It
shall also state that at no additional charge and upon the request
of any residential subscriber, the exchange company shall list an
additional first name or initial under the same address, telephone
number, and surnams of the subscriber. The Sweh notice shall be
included in the billin§ cycle closest to 60 days preceding the
directory closing date.

{(S) Annually, each telephone company shall include a bill
insert advising each residential subscriber of the option to have
thz subscriber’s name placed on the "No Sales Solicitation® list
maintained by the Department of Agriculture and Consumer Services,
Division of Consumer Services, and the 800 number to contact to
receive more information.

{(6) Where any undercharge in billing of a customer is the
result of a company mistake, the company may not backbill in excess
of 12 months. Nor may the company recover in a ratemaking

proceeding, any loat revenue which inures to the company’'s
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detriment on account of this provision.

(7) Franchise fees and municipal telecommunications taxes.

{a) When a municipality charges a company any franchi.se feae,
or municipal telecommunications tax authorized by Se.tion 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
mnicipal telecommunications tax into its other rates for service.

{c) This subsection shall not be construed as granting a
municipality or county the authority £0 charge a franchise fee or
municipal telecommunications tax. This subsection only specifies
the method of collaction of a franchise fee, if a municipality or
county, having 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 as 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
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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 thea 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.

{e) When a nonrate base regulated telecommunications company
exercises the option of adding the grose receipts tax as a
separately stated componsnt on the customer’s bill then that
company must file a tariff indicating. such.

(5) Each LEC ieesi—eonchango—eoonpany shall apply partial
payment of an ehd user/customsr bill first towards satisfying any
unpaid regulated charges. The remaining portion of the payment, if
any, shall be applied to nonregulated charges.

ib) Typs of saxrvice provided, i.a.. local., local toll, or
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toll: and
dc) A toll-fxee customer gervice number,
{11}436) This section applies to LECS leesi—enshange—companies

and—interenchange—-serrieres that provide transmission services or
bill and collect on behalf of gthar #Pfey—Per—eeii: providers

Ancluding pay per call providars. Pay Per Call services are defined
as switched telecommunications services between 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 providad by tha LECs, ilesal—enchange—eompanies—and 500
services provided by IXCs. and othexr miscellanecus chaxges on
behalf of othar providers intesenchanye—eerriere.

(a) Charges for Pay Per Call and other sarvices, eerviee—(300
or-9536+ 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 +9éé—er—936) nonregulated
charges_"r The following information eshall 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 97¢) from the LEC ioeei—enchansea—eelephone
company ;
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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 program 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 permission 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 iaclude 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 (300 and 976)
number;

5. Prominently discloses the additional cost per minute or per
call for any other telephons number that an end user/customer is
referred to either directly or indirectly;

6. In all advertising and promotional materials, displays
charges immediately above, below, ©or next to the Pay Per Call
number, in type size that can be sesn as clearly and conspicuously
at a glance as the Pay Per Call number. Broadcast television
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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 on the line,
and a local or toll free number for consumer complaints; and

8. Meets internal standards established by the LEC or IXC
ocai—enchange—eoupany-or—theo—interenshange—cearrior as defined in
the applicable tariffs or contractual agresment between the LEC and
the IXC; or between the LEC/IXC and the Pay Per Call (900 or 976)
provider which when violated, would rewult in the termination of a
transmission or billing arrangement.

(c) Pay Per Call (900 and 976) Blocking. Bach LEC ileeei
enchango—ceonpany shall provide blocking where technically feasible
of Pay Per Call service (900 and 976}, at the request of the end

user/customer at no cherge. Each LEC or IXC leseli—echange company

or—interenchange—oareieor nust implement a bill adjustment tracking
system to ald its afforts in adjusting and sustaining 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 adjustment will be made if necessary to

reflect calls billed in the following month which were placed prior
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to the Pay Per Call s.rvice inquiry. At the time the charge is
removed, the end user/customer may agree to free blocking of Pay
Per Call service (900 and 976).

(d} Dispute resolution for Pay Per Call service (900 and 976) .
Charges for Pay Per Call service (9500 and 976) 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/customsr was misled, deceived, or confused by
the PFay Per Call (900 or 976) advertisement;

3. Thse Pay Per Call (%00 or 926) program was incomplete,
garbled, or of such quality as to render it ianaudible or
unintelligible, or the end user/customer wam disconnected or cut
off from the service;

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 25-4.110(11)&9)(b)2., but ‘vas charged for
the Pay Per Call service (900 or 976).

(e) If the end user/customer refuses to pay a disputed Pay Per
Call service (900 or 976) charge which is subsegquently determined
by the LEC to be valid, the LEC or IXC may implement Pay Per Call
(900 and 976) blocking on that line.
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(f£) Credit and Collection. LECs and IXCs beeal—enchenge
companies ond—intervrenshange—carriers billing Pay Per Call (900 and

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

1. Collect or attempt to collect Pay Per Call service (300 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/customsr to a credit bureau or
collection agency solely for non-payment of Pay Per Call (900 or
376) charges.

(9) LECs and IXCs beesi—enchango—eenpanies—and—interenchange
carwiore billing Pay Per Call service (900 and 976) chargea to end
users/customers in Florida shall implement safeguards to prevent
the disconnection of phone service for* non-payment of Pay Per Call
(900 or 976) charges.
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exovidex of local, local foll. or toll sarvice has changed,
Specific Authority: 350.127 F.S. '

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

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 Local, Local Toll, or Tall Providar inverexchange—Sdarrier
Selection.

(1) The providar primery—intcronshenge—compeany—{PiG)> of a
customer shall not be changed without the customer’s authorization.
A LEC Zleesi—enchange—eonpany—iLic) shall accept i provider Bi6
change requeste by telsphone call or letter directly from its
customers; QK-

{2) A LEC shall elee accept a #6 change requests from a
certificated LP or IXC inverenshange—sowpany—{iG) acting on behalf
of the customer. A gartificated LP or IXC eestified-—INE—that—wiil
bpe—biltling—oustonere—in—iteo—name ghall may submit a R§€ change
requestr—other—than—a—oustensr—initiebed—PI—ohange,—divrectiy—or
through—-anothes—-INGr—to—a-LEG only if it has first certified to the
LEC that at least one of the following actions has occurred prier
to—he—PiG—ohange—roquess:

{(a) the company #%¢ has a Jlettex of agency (LOA). as described
in (3], en—hand-e-baiiet—eor—letter from tha customer requesting the
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changer—ow -

(c} An_indspandent. unafflliated f£ixm has verified the
customer’s reguested change by cobtaining the following:

1..The customar’'s congent to record the requested change; and

2. Ao Audio recording of the information stated in subsgection
{3la, through e, is verified through a qualified, independent firm
which is unaffiliated with tha company claiming the subscriber emy
+%E; or

(d) The company ehe—3¥%@ has received a gustomer’'s change
austomer requast, to—change-—hie—RIC and has responded within—tihwee
days by mailing of an informationgl package that ghall include the
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{3)4a) The LOA bellet—er-letser gubmitted to the—interexchange
company requesting a provider P¥€ change shall includer—but—not—be
+iwited—tor the following information (each shall be separately

stated) :

{a) 3r Customer’s billing name, pheone/account—number—and
address,_and sach telephons number to be changed:
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ib} Statement clearly identifying tha certificated pame of the
provider s—GOSewpany and the service to which the customer wishes to

subscribe, whather or npnot it uges the facilities of another
SOompany;

{cl3+ Statemsnt that the peracn requesting the change is
authorized to request the RIS change; and

{d) Statemant that the customer’'s change reguest will apply
presubscribed Jlocal. one presubscribed local ¢toll., and one
pregubscribed toll provider for each pumbex:

change;
{f)] 4+ Customer’'s signaturer_-and a statement that the

{isl—Svery—weissen-decunent—by-neans—eof—wirish—o—customer—can
reoquesti—a—Pi¢—ohangeo—sheli—oleariy—identify—she—eereificated
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mew;cmnt a8 a

whole must not be misleading or deceptive. For purposes of this
rule, the terms "misleading or deceptive” mesan that, because of the
style, format or content of the document gr oral sLaAtements, it
would not be readily apparent to the person signing the document of
providing oral authorization that the purpose of the signature o
the oral autborization was to authorize a provider ##6 change, or
it would be unclear to the customer who thes new leng—distence
sewwiee provider would be; that the customer’s selection would
apply only to the number listed and there could only be one
provider for that number; or that the customer’s LP leeai—enchange
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company might charge a fee to switch service providers. If any
part of the lQOA deeument is written in a ianguage other than
English, then it the-desument must contain all relevant informacion
in aagh ehe—sewe language.
+o}—if—a—PiG—ohange—roquest—resuits—irom—otther—a—eoussones
iniviated-onii—or—a—reoquest—verified—by-en—indopendont—third-porey,
the—infornation—set—forsir-in—ii—tor-ir—ir—above—shall—bo—obtained

{6) _IQAs and sudio recordings shall <+di Sellete—er—iettere
wiid be maintained by the provider IXG for a period of one year.

{2} 44 Customer requests for other services, such as travel
card service, do not constitute a provider change imn-8§E.

(8)-5> Charges for unauthorized providar P#€ changes and all

<haxges billed on behalf of the uoauthorized providexr for the fixst
20 daye or first thres billing cvcles, which avex is longex, igher
usege—ratosyr—if—-anyr—ever—the—sretes—of—tho—proferved—oompeny shall
be credited to the customer by the company #%6 responsible for the
error within 45 dayes of notification. After the firet 90 dave up

to 12 monthe. charges over the ratse of the preferred company will
be_credited to the customer by the company xesponsible fox the
error within 45 dave of notification. Upon notice from the

customer of an unauthorized provider #ie—change, the LEC shall
change the customer back se—she-pwier—iXE, or g another gompany of
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the customer’'s choice. The change must bes made within 24 hours
excepting Saturday, Sunday, and holidays, in which case the change
shall be made by the end of the next business day. iIn—the—ecane
where—the—oustoner—diosputes—the—baiiet—or—ietter,—tho-LHiC-appearing
on—the—ballotilotter—wili—be—vosponeibie—for-any—cherges—incurred
to—ehange—the—Rig—-of—tho-oustonorr

{3)46+ The company #%6 shall provide the following disclosures
when soliciting a change in service from a customer:

{a) Identification of the gompany #%6;

{b} That the purpose of tha visit or call is to solicit a
change of the providar #¥6 of the customer;

{c} That the providar sball not PiG—ean—net be changed unless
the customer authorizes the change; and

{d) All Awy—addiddonsdt information as referenced in Rule
25-24.490(3) 44

{10) DPuxing telaparketing and verification. no misleading or
deceptive references shall bhe made while .soliciting for
aubscribexs,

113) A provider must provide the customer a copy of the
authoxrization it reliss upcon for the switch within 15 davs of
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Speacific Authority 350.127(2) F.S.
Law Implemented 364.01, 364.19, 354.285 F.S.
History: New 3/4/92, Amended 5/31/95. ___ .
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25-24.490 Customer Relations; Rules Incorporated.

(1) The following rules are incorporated herein by reference

and apply to 1XCa. inverenchange—eompanies——in—the—feliowing
mleo—the—word—leoesl-i—showid—he—onitbod-or-interpresed—as—eoliir
at—-they—oheii—appiy-only-—se—inserenshange—and-—net—locel—serviee

Portions ned

Secticon Title Applicable
2. (22), and (13)

25-4.111 Customer Complaint All excapt

and Service Requests Subsection (2)
25-4.112 Termination of Service All Nene

by Customer .
25-4.113 Refusal or Discontinuance

of Service by Company All Nene
25-4.114 Refunds All ¥ewne
25-4.117 800 Service All Nene
25-4.118 Local, Local Toll, or all Nene

Toll Provider

interenchange Sarrier

Selection

(2) An IXC inverenchange—eompany may require a 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 Commisaicn a

bond covering its current balance of deposites and advance payments
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(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 income to provide
assurance of continued opesration under 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 nonfucurring charge,

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

(¢) company deposit practices,

ﬁd) any charges applicable to call attempts not answered,

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

(£) a statement of billing adjustment practices for wrong
numbers or incorrect bille.
In addition, ths 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 the
effaective date of this rule, and in any information shcoat or
brochure distributed by the company for the purpose of providing
information about the company’'s services. The above information
shall be clearly expressed in simple words, sentences and
paragraphs. It must avoid unnecessarily long, complicated or
obscure phrases or acronyms.

Specific Authority 350.127(2) F.S.
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Law Implemented 364.03, 364.14, 364.15, 364,19, 364.337 F.S.
History: New 2/23/87, Amended 10/31/89, 3/5/90, 3/4/92, 3/13/96,

25-24.845 Customer Relations; Rules Incorporated.

omitted or interpreted as ‘ALEC’,

Section Iitls Paxtions Applicable

25-4,110 = Qustomer Billing Subsections (10), (11),
J12) . and (13)

24-4.118 local. local Toll, or  All

Toll Proyider Selaction

Specific Authority: 2350.127(2) and 364.3237(2)., P. 9.

Law Implemented: 364.337(2),.

Higtory: New
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STANDARD PIC FREEZE* AUTHORIZATION

L , fequest that

(Print customar’s :iune) (Provider)

protect my telephone numbex(s):

( ) - C ) -

( ) -

( > - ( ) -
assigned to:

Toll provider,

Local toll provider,

Local provider

from unsuthorized provider changes.

shall not process any order for & change in provider(s)
mmmmmmm-wmmmwmw
customer or a personal identification number identifying the person requesting a provider change
has been obtained. Said undersigned customer affirms that he/she is the customer of record on
the telephone accounts listed sbove and is authorized to institute this PIC Freeze. Only the
telephone numbers listed above will be protected.

This form shall not constitute a letter of agency to change a customer’s carier.

p—
x4

Signature Date signed

*A PIC Freeze is the customer’s authorization to prohibit a change of any sclected provider.
(25-4.118(a1), Florids Administrative Code) P
This form should be filed with your local, local toll, and toll provider.

If you have an contact provider or contact the Public Service
Commission st 1.800-M3-3652. T you mey

Form: psc/caf 2 xx/xx




FLORIDA PUBLIC SERVICE COMMISSION

DOCKET NO. 970882-TI

RULE TITLE: ) RULE NO.:
Definitions 25-4.003

Customer Billing for Local Exchange

Telecommunications Companies 25.4.110
Local, logcal Tall. or Toll Provider
Interexchange Carrier Selection 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.F.R. §§64.1100 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 change of the
primary local, local toll, or toll provider of a customer without
authorization}.

SUMMARY: The proposed rule amendments and the new rule place new
requirements on the local exchange companies, the alternative
local exchange companies, and the interexchange companies
regarding the circumstances under which changes may be made. The
proposed rule amendments and new rule apply to local, local toll
or “intralATA”, and toll service providers, each of who must be
certificared by the Commiassion.

The customer must authorize the change. Changes to the



preferred provider may only be made if at least one of the
following four actions has occurred:

(1) The company has a signed letter of agency (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 consumar’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.cbtained information by audio recording.

{4) The company has received a consumer’s change request and
responds by mailing an information package.

A company may not combine the LOA with any inducement on the
same document and prohibits checka sent by companies t¢ 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
to 12 months any changes will 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 billing 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 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.

It is apparent that companies who choose to operate in
Florida will face scme additional cosgs 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 persocn who wishes to provide information regardiig the
statement of estimated regulatory costs, or to provide a proposal
for a lower cost regulatory alternative must do so in writing
within 21 days of this notice.

SPECIFIC AUTHORITY: 350.127(2) FS.

LAW IMPLEMENTED: 350.112, 364.01, 364.02, 364.03, 364.04, 364.05,
364.17, 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 INCLUS;ON IN 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.

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:

25-4.003 Definitions.

For the purpose of Chapter 25-4, the £ellewing definitions fo the
Lollowing terms apply:

(1) "Access Line"” or "Subscriber Line."” The circuit or
channel between the demarcation point at the customer's premises
and the serving end or class 5 central office.

{2) "Alternative Local Exchange Telecommunications Company
{ALEC).” Aoy telecommunications companv, as defined in Section
264.02(11, Elorida Statutes,

{3} "Average Busy Season-Busy Hour Traffic." The average
traffic volume for the busy season busy hours,

{4143 "Busy Hour."™ The continuous one-hour period of the
day during which the greatest volume of traffic is handled in the

office.

{5)44 "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 office.

{6)¢5)> "Call.” An attempted telephone message.

{2)46) "Central Office.” A location where there is an
assembly of equipment that establishes the connections between
subscriber access lines, trunks, switched access circuits,
private line facilities, and special access facilities with the
rest of the telephone network.

18)43 "Commission.” The Florida Public Service Commissiocon.

19) 484 "Company,”™ "Telecommunications Company,"™ "Telephone
Company,” or 'Utilify.' These terms may be used interchangeably
herein and shall mean "telecommunications company” as defined in
Section 364.02(12), Florida Statutes.

{10}484 “"Completed call.™ A call which has been switched
through an established path so that two-way conversation or data
transmission is possible.

{1114+6% "Disconnect™ or "Disconnection.” The cissociation
or release of a circuit. In the case of a blllable call, the end
of the billable time for the call whether intentionally
terminated or terminated due to a service interruption.

{12) 44> "Drop or Service Wire." The connecting link that
extends from the local distribution service terminal te the
protector or telephone network interface device on the customer's

premises.

{13) 433 "Exchange.” The entire telephone plant and



facilities used in providing telephone service to subscribers
located in an exchange area. An exchange may include more than
one central office unit,

[14)63+3> "Exchange (Service) Area." The territory of a local
exchange company (LEC) within which local télephono service is
furnished at the exchange rates applicable within that area.

{135) 4+ "Extended Area Service."™ A type of telephone
service whereby subscribers of a given exchange or area may
complete calls to, and receive messages from, one or meore other
exchanges or areas without toll charges, or complete calls to one
or more other exchanges or areas without toll message charges.

116)¢+59 "Extension Station." An, additional statien
connected on the sams circuit as the main station and subsidiary
thereto.

{17)436) "Foreign Exchange Service.™ A classification of LEC
e e R o= e RO A e ne—eenpany @itchange service
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.

{18)+ "Intercept 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 telephcne

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



changed to another number, or that calls are received by another
telephona. This service 1s 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 dialed, no such office code, and all clrcuits
busy.

{19)-4384) "Interexchange Company [(IXC)." Any
telecommunications company, as defined in Section 364.02(12),
Florida Statutes, which provides fglecammunications
teleocommunieation service betwesen local calling areas as those
areas are described in the approved tariffs of individual LECs
tocai—enchenge—conpanieos. 1XC Linterepchenge-Gompany® includes,
but is not limited to, MLOA3 Muittipie—hooetion—bBiosceuns
Aggregatore—(MLOA) as defined in subsection {(35) +32) of these
definitions.

{20) 494 "Inter-office Call.” A telephone call originating
in one central office but terminating in another certral office,
both of which are in the same designated exchange area.

{21) 4263 "Interstate Toll Message.” Those toll messages
which do not originate and terminate within the same state.

1221483 "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.

{23) 422} "Intra-office Call.™ A telephone call originating

and terminating within the same central office.




(24)483+ "Intra-state Tcll Message.” Those toll messages
which originate and terminate within the same state.

(25)+24% "Invalid Number.™ A number comprised of an
unassigned area code number or a non-working central office code
(NXX) .

1261426 "Large LEC.™ A LEC ieeai—enchange
telecompunicationo—company certificated by the Commission prior
to July 1, 1995, that had in excess of 100,000 access lines in
service on July 1, 1995,

{21) 426 "Local Access and Transport Area (LATA)" or “"Market
Area." A geographical area, which is loosely based on standard
metropolitan statistical areas (SMSAsy, within which a LEC Jeeel

exchenge—company may transport telecommunication signals.
{28)43% "Local Exchange Telecommunications Company (LEC).”"

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

{29) *“Local Preovider (LP).” Any telecommunications company
providing local telecommunications service, excluding pay
telephone providers and call aggregators,

(30)4289 "Local Service Area” or "Local Calling Area." The
area within which telephone service is furnished subacribers

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

LEC’S jecai-enchange—teoieccommunicetiono—eempanyle local service

area may iaclude one or more exchange areas or portions of

exchange areas.




{32)+4284 "Main Station." The principal telephone associated
with each service to which a telephone number is assigned and
which is connected to the central office equipment by an
individual or party line circuit or channel. '

13314369 "Message." A completed telephone call.

134) 434+ "Mileage Charge." A tariff charge for circuits and
channels connecting other services that are auxiliary to local
exchange service such as off premises extensions, foreign
exchange and foreign central office sgrvices, private line
services, and tie lines.

{35)32% "Multiple Location Discount Aggregator (MLDA)."™ An
entity that offers discounted long distance telecommunications
services from an underlying IXC énterenchenge—company to
unaffiliated entities. An entity is a MLDA if one »r 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,

(¢} It is responaible for an end user's unpaid interexchange
telecommunications bill, or

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




tariff of the underlying lXC 4interexchonge—eompany to the
customer's individual usage.

{36)33» "Normal Working Days.” The normal working days fo-
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.

{37)-+34) "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.

13814359 "Out of Service.” The inability, as reported by the
customer, to complete either incoming or outgoing calls over the
subscriber's line. "Out of Service" shall not include:

(a) Service difficulties such as slow dial tone, circuits
busy, or other network or switching capacity shortages;

(£) Interruptions caused by a negligent or willfu! 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,

1391436 "Outside Plant.” The telephone equipment and
facilities installed on, along, or under streets, alleys,

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




and subscribers’ locations or between central offices of the same
or different exchanges.

140)43%+ "Pay Telephone Service Company." Any
telecommunications company Lhatr—ether—than—a—tecal—Enchenge

Sompanyy—whieh provides pay telephone service as defined in

Section 364.3375, Florida Statutes,

143)635% "Service Objective.”™ A quality of service which is
desirable to be achieved under normal conditions.

144)-¢46+ "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.

{45)#)> "Small LEC." A LEC leeai-exchange

seleconmunications—ecompany certificated by the Commission prior
to July 1, 1995, which had fewer than 100,000 access lines in

service on July 1, 1995,

{46)+42) "Station.™ A telephone instrument consisting of a




transmitter, receiver, and associated apparatus so connected as
to permit sending or receiving telephone messages.

{47)+43) "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.

148) 4443 "Subscriber Line." See "Access Line.”

{49)445)> "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 uypits.

(501446 "Toll Connecting Trunk.”™ A trunk which connects a
local central office with its toll operating office.

{51) 4% "Toll Message.” A completed telephone call between
stations in differant exchanges for which message toll charges
are applicable.

d32) "Toll Provider (TP).” Any telecommunications company
providing interLATA Jlong distance telecommunications gervice,

J53) 4483 "Traffic Study.” The process of recording usage
measurements which can be translated into required quantities of
equipment.

{54) 449 "Trouble Keport."™ 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.

{53)4669 "Trunk.” A communication channel between cent:al
office units or entities, or private branch exchanges.

{5€) 46> "Valid Number.® 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, 3§4.331 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/)0/96 ___.
25-4.110.Customer Billing for Local Exchange Telecommunicationg
Companies.

(1) Each company shall issue bills monthly. Each bill shall
show the delinquent date, set forth a clear listing of all
chacges due and payable, and contain the following statement:

"Written itemization of local billing available upon
request.”

(a) Each LEC lecai—exchenge—company 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 ad?iaes 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 in 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 limited to the following information, separately stated:

l. Number and types of access lines;

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

3. Touch tone service charges;

4. Charges for custom calling features, separated by
feature;

5. Unlisted number charges;

6. Local directory assistance charges;

7. Other tariff charges; and

8. Other nontariffed, regulated charges contained in the
bill.

(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. Unregulated 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 ths 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 aervicg is interrupted by other
than the subscriber's negligent or willful act, and remains out
of order in excess of 24 hours after the subscriber notifies the
company of the interruption. The refund to the subscriber shall
be the pro rata part of the month's charge for the period of days
and that portion of the service and facilities rendeved 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 dces 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 reklected 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.

(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 bil), 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 presentecd.

{(4) Each telephone company shall include a bill insert
advising each subscriber of the directory closing date and of the

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






within that county.

(b} A company mav 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
municipal telecommunications tax. This subsection only specifies
the method of collection of a franchise fee, if a municipality or
county, having 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 customsr's bill as a separatgly stated component of that
bill, the company must first remove from the tariffed rates any
embedded provisions for the Gross Recejpts 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 Chanter 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 tnat the applicable rules of the Department of Revenue










subscribers authorization of the charges and asuperseds the

billing block option. The subscriber is responsible for all such
charges.

4.3+ The local or toll-free number the end user/customer can
call to dispute charges;

5.4+ Ihg With—500—servicor—the name of the IXC interonchange
earpier providing 900 service; and

§.86v The Pay Per Call service (900 or 976) program name.

(b) Pay Per Call Service (900 and 976) Billing. LECs and
1XCa heewl—enchenge—companico—end—interenchange-ocereriere who have
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 Par 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 chat do not exceed $3.00 in total charges
may omit the preamble, except as provided in Section

111436+ (b) 3.;
2. Provides an 18-sscond 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 program 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 permission 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 and 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:;

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

telavision advertising charges, in Arabic numerals, must be shown












Specific Authority: 350,127 FS.
Law Implemented: 364.17, 350.113, 364.03, 364.04, 364.05,_364.19,
ES.
History: New 12/1/68, Amended 3/31/76, 12/31/78, 1/17/79,
1/28/81, 9/8/8l1, 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. Local Toll, or Toll Provider interexchange
Serrier Selection.

(1) The provider primery—interenchange—company—t£36) of a

customer shall not be changed without the customer's
authorization., A LEC jeeel-enchenge—company—(hEC) shall accept 3
provider 86 change requeats by telephone call or letter directly
from its customers; qrr

(2} A LEC shall edee accept 3 £¥6 change requests from a
certificated LP or IXC interenchange—eompany—tiK&): acting on
behalf of the customer. A gertificated LP or IXC eertified—EXG
Lhat—witi-be—biiling—ovstomors—in—ito—rmame ghall wmay submit a BI6
change requesty—other—then—a—cuttomer—initiated—iic—ehonger
directiy—or—tirrough—anotheor—I6r—te—a—bB86 only if it has firat
certified to the LEC that at least one of the following actions
has occurred pries—teo—the—bRIc—ohange—requent:

(a) the company ¥%6 has a_letter of agancy (LQOA). aa
described in (3}, en—hend-ea—baliet—er—ietter from the customer
requesting the ewelr change;

(b) the companv has received a cuatomer-initiated call. and




(c) An_independent, upaffiliated firm has verified the
customer's requested change by cobtaining the following:

1. The customer’'s copsent to record the regueated change;
and

2. An Audio recording of the information stated in
subsection (Jla, through e, is verified through a qualified,
independent firm which is unaffiliated with the company claiming
the subscriber eny-INE; or

(d) Tha company ehe—¥%6 has received a cuastomer's change
cugtomer request, to—eohenge—hie—£IG and has responded witirin
three—daye by mailing of an informational package that shall




{3)4a> The LOA beileot—er—ietter submitted to the
ineerenchenge company requesting a provider #¥8 change shall
includer—but—not—beo—timited—tor the following information (each

shall be separately stated):
Jal 4» Customer’s hilling name, pheneseccount—number—eond
address,_apd _sach teslephons pumbsr to be changed:










that the customesr's LP ieecal—enchenge—compeny might charge a fee
to switch service providers. If any part of the LOA decument is

written in a language other than English, then it the—deeument

must contain all relevant information in gach ehe—seme language.

+o—i-a—Pic-ehange—roequest—renuito—Lrom—cither—a—customer
dnisiated—oaii-or-oa—proquest—vertfied—by—an—independernt—tivird
poareyrr—the—information—oet—forth—in—{3takirr—3ir—above—ohall—be

16} LOAs and audio recordings shall «e¥ Beileto—er—iottere
wil: be maintained by the provider #¥8 for a period of one year.

1) 44 Customar requests for other services, such as travel
card service, do not constitute a preovidar change 4+n—Pi6.

i85 Charges for unauthorized provider #¥6 changes and all

preferrod—company shall be credited to the customer bv the

company ¥M€ responsible for the error within 45 days of
notification., After the first 90 days up to 12 months, charges

gover the rates of the preferred company will be cradited to the
customex by the company responsible for the erxror within 45 days

of notification, Upon notice from the customer of an unauthorized
provider #¥S—change, the LEC shall change the customer back te




she—prior—hiS, or Lo another company of the customer's choice.
The change must be made within 24 hours excepting Saturday,
Sunday, and holidays, in which case the change shall be made by
the end of the next business day. Imthe—case—where—the—custoner
disputeo—the—bollot—or—letter—the—likC-epposring—on—the
Paiietletter—wili-bo-responsible—for—ony-—charges—incuwrred—e
ehange—-the—PiG—-of-the—oustonerr

19146+ The gcompany #WG shall provide the following
disclosures when soliciting a change in service from a customer:

(a) Identification of the company +M@; .

| {b) That the purpose of fthe visit or call is to solicit a
change of the provider ##6 of the cuagomer;

(c} That the provider shall not #i¢—eennot be changed
unless the customer authorizes the change; and

(d) All Amy—additienat information as referenced in Rule
25-24,490(3) 4.

410) Duxing telemarketing and verification. no misleading or
deceptive references ahball be pmade while soliciting fox
subscribers.









FLORIDA UBLIC SERVICE COMMISSION
DOCKET NO. 970882-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 companies (IXCs) and
alternative local exchange companies (ALECs) to abide by the
rules relating te 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
telecommunjications markets grow more competitive.
SUMMARY: The new rule and amgndments <equire 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 proc-~dures
nationwide. Other proposed requirements jidentified as
particularly costly by the respondents were: audio recording of
inbound telephone calls from consumers and inclusion of specific
Florida language in informational packages.

It is apparent that conpanies who choose to operate in
Florida will face some additional costs to comply with the

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



or rule: 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 lower cost regulatory alternative must do so in writing
within 21 days of this notice.
SPECIFIC AUTHORITY: 350.127(2), 364.337(2) FS.
LAW IMPLEMENTED: 364.03, 364.14, 364.15, 364,19, 364.337,
364.227(2) 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
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.
THE PERSON TO BE CONTACTED REGARDING THESE PROPOSED RULES ARE:
Director of Appeals, Florida Public Service Commission, 2540
Shumard Oak Blvd., Tallahassee, Florida 32399-06862.
THE FULL TEXT OF THESE PROPOSED RULES ARE:
25-24.845 Customer Relations:; Rules Incorporated.

The following rules are incorporated herein by raference and
apply to ALFCs, In the following rule, the acronvm "LEC’ should




section = Iitls Bortions Applicable
25-4.210  Qustomar Billing 2 Subsections (10}, (11),
J12), and (13)
24-4,118 Local, Local Toll. ox All
Ioll Bxovidsr Sslsction
Law Implemented: 364.337(2)fS,
Historv: New

25-24.490 Customer Relations; Rules Incorporated.

(1) The following rules are incorporated herein by reference

and apply to lXCs, interenchange—comppnies—Iin—the—foliowing
ralesr—ehe—vword—iiovail—ohouvld-be—onitted—or—interpreted—an
‘ol —as—ehey—oheli—appiy—oniy—to—interenchange—and—rot—ioecal
seryiecer

Portions mes

Section Title Applicable
25-4.110 = cCustomer Billing = Subsections (10},
A, (3g), and (13)
25-4.111 Customer Complaint All except
and Service Requests Subsection (2}
25-4.112 Termination of Service JAll Nene

by Customer
25-4.113 Refusal or Discontinuance

of Service by Company All Nene



25-4.114 Refunds All Nemre

25-4.117 800 Service All Nene
25-4.118 Local, Local Toll, or  All Neme
Tall Providex
LRGGEMTReRGe Carnlkor
Selection

{2} An JXC interenchenge—compeny may require a 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 dgposits and
advance payments (for more than one month's servicej. A company
may apply to the Commission for a waiyer of the bond requirement
by demonstrating that it possesses the financial resources and
income to provide assurance of continued operation under 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 practices,

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

(e) 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.










Rules 25-4.003, 25-4.110, 25-
4,118, 25-24.845, & 25-24.490
Docket No. 970882-TI

Notwithstanding existing rules, beginning in 1995, the
Commission saw a significant increase in complaints regarding the
unauthorized switching of a customer’s long distance carrier
chosen by the customer (slamming). In addition, competition has
been allowed for local and local toll service creating more
opportunities for slamming to occur. The current rules do not
address local or local toll service providers.

STATEMENT ON FEDERAL STANDARDS

The extent to which the proposed rule establishes standards
more restrictive than federal standards is as follows. The.
proposed rules includes requirements that must be followed by
ALECs and includes the provision of local, and local toll, unlike
the FCC. The proposed rules include the same type options to
obtain a change from a cuatomer. However, the proposed changes
require additional information to be obtained from the customer
for each of the change request options.
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an au.io recording to be made of a customer's request for carrier change (local, local toll, or toll)
whether such request is initisted by a telephone call from the customer to the company (inbound
call) or by a telemarketer %0 the customer (outbound call). Providing an sudio recording was named
as costly by most respondents, both for implementation (equipment, programming, vendor contracts,
and staff training) and on & going-forward basis (maintenance, record retrieval, vendor contracts,
and increased stafffcustomer taik time). Most companies stated specific costs would not be known
until equipment was purchased and contracts with vendors are negotisted. However, four companies
(BellSouth, MCL, ATAT, and Sprint) provided at least partial cost estimates.

BellSouth stated it would cost $15 million to develop a complete system for audio recording
carrier change requests. Annual mouring costs to maintain the system are estimated at $6.3 million.

MCI presently uses third-pasty verification (TPV) on both inbound and outbound calls but
audio recording is not part of its TPV process. The one-time implementation costs associated with
setting up an sudio system had not bsea calculated at the time MCI provided cost information to
smff. Ongoing costs would comse 0 approxismasely $14,400 per yoar 10 obtain sudio recordings of
carrier change requests, based upon present transaction levels and taping costs provided by the
company. Retrieval of archived records would cost $75 per record retrieved, according to MCL In
1996, 150 consumaers contacted the Commission to allege slamming against MCL. Assuming the
company retrieved an archived record in each of those cases, annual costs for retrieval would be
approximately $11,250 (for Commission compiaints only). Other ongoing costs agsociated with
audio recording are costs of magnetic tapes, autofaxing, and postags, according to MCL. These costs
were not quantified.

AT&T stated the implementation difficultios combined with the costs to audio record all
inbound and outbound carrier change calls were 50 extreme that “. . . AT&T does not feel it will ever
be feasible to fulfill these proposed requirements.” Therefore, rather than providing cost data foe
the rule as proposed, ATAT provided costs for performing TPV on inbound cails using the same
procedures it presently uses on outbound calls. These procedures do not include an sudio recording.
One-time implementation costs are estimated st $550,000. Annual ongoing expenses are estimated
to be at least $6 million (including costs associsted with systems, vendors, staff training, and talk
time).
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are established. [he number of complaints to the Commission should eventually be reduced overall
if the preventive measures in the proposed rules have the intended effect.

Regquirements Placed upon IXCs and ALECs by Incorporation of Specific Subsections of Other Rules
(Proposed Amendments to Rule 24-24.490, FA.C. and Proposed Rule 24-24.845, F.A.C)

IXCs and ALECs would be required to comply with specific subsections of the proposed
LEC billing rules. ALEC operations would experience more cost than DXC operstions as they have
less billing infrestructure in piace and & lower volume of calls to spread costs over. AT&T stated its
ALEC operations would incur greater incremental costs to comply with the proposed rules as
compared to current costs under existing rules. No company provided specific costs. BellSouth
mentioned the importance of equal trestment and application of the rules to.all types of carriers
(LEC, ALEC, IXC).

Summary

If the Florida-specific requirements have the effect of grestly reducing the number of
participants competing in the Florida telecommunications market, there may be indirect costs to
consumers because their choices among companies, services, and rutes would be reduced. However,
if the only participants thet leave the Florida market are those that are prone to engage in
unauthorized carrier changes, then consumers would experience an indirect benefit (fe ver incidents
of slamming), as imended by the proposed amendments.

FAC 1 LN S8 BUSINESS. SHMA LItikES OR SMA LU 1]

None of the responding telecormunications companies met the statutory definition of a small
business. However, the Telecommunications Resellers Association (TRA) indicated that many of
its members are small providers who must depend on contract billing services to bill their calls
nationwide. Becsuse of this billing arrangement, TRA said its smaller members would incur
significant costs to displsy state-specific information on the bill. It appears TRA is referring to the
mincmnﬁﬂeoﬁanﬂlcmmightwdmtothﬁathn their smaller share of the
market provides them with fawer customers to spread cost over. It is presumable that should the
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i..eir services to uncertificated carriers, therefore, the proposed amendment is redundant.  TDS
Telecom stated the certificate number should not be required on the bill, as placing the camier’s
name and telophons number on the bill should provide the customer with sufficient information.
TDS Telecom stated there are no customer benefits that outweigh the administrative costs the
company would incur to ensure the accuracy of certificate numbers on a going forward basis, though
no specific costs were provided. As discussed previously, TRA siated requiring state-specific
information to be displayed on the bill would result in significant costs (not specified).

Most of the other suggestions for savings centered on the idea that the Florida Commission
should not impose any regulstions that might differ substantially from those that the Fedenal
Communications Commission (FCC) might put in place or that make national marketing of their
services move difficuit. Mamy companies are concerned sbout state-specific requirements increasing
the cost of doing business in Florida. AT&T believes differences between the proposed rules and
theFCC'anﬂuwlﬂmammonuﬂm!tinmyddiﬁonﬂmmpﬁmmhm
passed on to Florids consumers. Since the FCC bas not completed its rulemaking proceeding, it is
unknown what costs fodeml slamming rules will impose on companies or how such costs will
compare to the costs of rules sdopted by Florida and other states.

BeliSouth suggested printing a telephone number on each monthly bill that ~consumers can call
to verify the name of their local toll and toll carrier at any time. BellSouth states this method would
be less costly than printing each camier’s certificate number, though costs savings were not
quantified. However, this method would require the customer to take an action to obtain the
information, whereas, staff's proposed rule makes the information (name, type of service, and
certificate number) readily available to the customer by being displayed on each monthly bill.

AT&T cautioned that the process of changing carriers should not be made so cumbersome as
to make it difficult for consumers to quickly switch between companies to take advantage of savings
on special rats plans. The proposed amendments offer scveral methods companies may use to
process and confirm a customer’s carrier selection. Companies may elect 1o use any one or all of
these methods, considering factors such as the timeliness, perceived difficulty, and costs associated
with each. The proposed amendments do not appear to prevent consumers from changing carriers
quickly and often, therefore, competitive savings may still be realized.




Each time a Florida customer is slammed, costs are incurred. These costs are reflected in the
time the customer, telecommunications companies, and state agencies must spend (o resolve the
matter. During public workshops held around the state, many customers testified that they spent
hours, days, even months writing letters and making teiephone calls to resolve billing problems or
be returned to their prefierred carrier. Other costs to customers are potentially higher rates than they
would have paid to their preferred casier and casrier chango fees. Each slamming incident also
results in the preferred carrier losing revenues and market share. Finaily, consumer confidence in
the integrity of the telecomemunications industry may be eroded by the deceptive marketing practices
and careless procedures that stamming represents. If consumers loss confidence in the integrity of
telocommunications providers, competition is not likely to be enhanced. Unauthorized carrier
changes give the appearance of an actively competitive market but do not represent real competition.
As the local and Jocal 10l markets bocome more competitive, it is crucial to reduce the incidence
of slamming. This will allow the development of truly competitive markets that will provide
benefits 1o both customers and the industry. )

KDL:tf/e-slam





