FLORIDA PUBLIC SERVICE COMMISSION

VOTE SHEET
January 6, 2009

Docket No. 080641-TP — Initiation of rulemaking to amend and repeal rules in Chapters 25-4 and 25-9, F.A.C,,
pertaining to telecommunications.

Docket No. 080159-TP — Joint petition to initiatc rulemaking to adopt new rule in Chapter 25-24, F.A.C,,
amend and repeal rules in Chapter 25-4, F.A.C., and amend rules in Chapter 25-9, F.A.C., by Verizon Florida
LLC, BellSouth Telecommunications, Inc. d/b/a AT&T Florida, Embarq Florida, Inc., Quincy Telephone
Company d/b/a TDS Telecom, and Windstream Florida, Inc.

Issue 1: Should the Commission propose the repeal of Rules 25-4.046, 25-4.071, 25-4.072, and 25-4.108?
Recommendation: The Commission should propose repeal of Rules 25-4.046 and 25-4.108 as set forth in
Attachment A of staff’s memorandum dated December 23, 2008. However, the Commission should not
propose the repeal of Rules 25-4.071 and 25-4.072. Staff also recommends that the notice of rulemaking
contain language stating that none of the rule repeals are intended to impact in any way wholesale service or the
SEEM (Self-Effectuating Enforcement Mechanism) plan, the SEEM metrics or payments, or the type of data
that must be collected and analyzed for purposes of the SEEM plan.
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REM NTING COMMENTS: The document titled “Detailed Comparison Chart,” which was
referenced in the vote, is attached to this Vote Sheet. -ac
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Docket No. 080641-TP — Initiation of rulemaking to amend and repeal rules in Chapters 25-4 and 25-9, F.A.C.,
pertaining to telecommunications.

Docket No. 080159-TP — Joint petition te initiate rulemaking to adopt new rule in Chapter 25-24, F.A.C,,
amend and repeal rules in Chapter 25-4, F.A.C., and amend rules in Chapter 25-9, F.A.C., by Verizon Florida
LLC, BellSouth Telecommunications, Inc. d/b/a AT&T Florida, Embarq Florida, Inc., Quincy Telephone
Company d/b/a TDS Telecom, and Windstream Florida, Inc.

(Continued from previous page)

Issue 2: Should the Commission propose the amendment of Rules 25-4.002, 25-4.0185, 25-4.023, 25-4.066,
25-4.067, 25-4.070, 25-4.071, 25-4.073, 25-4.074, 25-4.083, 25-4.107, 25-4.109, and 25-4.110?
Recommendation: The Commission should propose the amendment of Rules 25-4.002, 25-4.0185, 25-4.023,
25-4.066, 25-4.067, 25-4.070, 25-4.071, 25-4.073, 25-4.074, 25-4.083, 25-4.107, 25-4.109, and 25-4.110, as set
forth in Attachment B of staff’s memorandum dated December 23, 2008. Staff recommends that the notice of
rulemaking contain language stating that none of the rule amendments are intended to impact the type of data
that must be collected and analyzed for purposes of the SEEM (Self-Effectuating Enforcement Mechanism)
plan. Staff recommends that the notice of rulemaking also contain language stating that the amendments to
Rules 25-4.002, 25-4.0185, 25-4.023, 25-4.067, 25-4.071, 25-4.074, 25-4.083, 25-4.107, 25-4.109, and 25-
4.110 are not intended to impact wholesale service or the SEEM plan, or the SEEM metrics or payments.

APP ROVED RECOMMENDATION FOR 25-4.002, 25-4.0185, 25-4.023, 25-4.071,
25-4.074, 25-4.083, 25-4.107, 25-4.109, and 25-4.110 and the following rules are

MODIFIED:

25-4.066 ADOPTED with the exception that installation time will remain at 3 days,

25-4.067 REPEAL RULE.

25-4.070 ADOPTED STAFF RECOMMENDATION WITH THESE EXCEPTIONS:
25-4.070(1) — not combine out of service and service affecting troubles into one standard
of 48 hours and 25-4.070(3) — the service standard for trouble reports for residential
service shall be moved to 90 percent. The service interruption shall be 90 percent within
24 hours of report and the service affecting standard shall be 90 percent within 72 hours
of the report.

25-4.073 ADOPTED AS PROPOSED BY STAFF AT THE CONFERENCE (for calls initially
routed to an automated menu and handled without the intervention of a live business
office representative, a one second answer time for these calls will not be counted to
measure answer time).
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Docket No. 080641-TP - Initiation of rulemaking to amend and repeal rules in Chapters 25-4 and 25-9, F.A.C.,
pertaining to telecommunications.

Docket No. 080159-TP — Joint petition to initiate rulemaking to adopt new rule in Chapter 25-24, F.A.C.,
amend and repeal rules in Chapter 25-4, F.A.C., and amend rules in Chapter 25-9, F.A.C., by Verizon Florida
LLC, BellSouth Telecommunications, Inc. d/b/a AT&T Florida, Embarq Florida, Inc.,, Quincy Telephone
Company d/b/a TDS Telecom, and Windstream Florida, Inc.

(Continued from previous page)
Issue 3: Should these dockets be closed?
Recommendation: Yes. Docket No. 080159-TP should be closed for administrative efficiency. If no requests

for hearing or comments are filed, the rules proposed by the Commission may be filed with the Department of
State, and Docket No. 080641-TP may be closed.

APPROVED




DOCKET NOS. 080159-TP AND 080641-TP
DETAILED COMPARISON CHART

Rule

Staff Recommendation

Petitioner’s Position#

25-4.002 Application and Scope.

25-4.0185 Periodic Reports.

25-4.023 Report of Interruptions.

25-4.046 Incremental Cost Data Submitted by Local Exchange Companies.
25-4.074 Intercept Service.

25-4.083 Preferred Carrier Freeze.

25-4.107 Informatien to Residential Customers; Instaliment Plan.

25-4.108 Initiation of Service.

Agree with Staff.

4.066

25-4.066 Availability of Residential Service.

(1) Each telecommunications company shall provide central office equipment and
outside plant facilities designed and engineered in accordance with realistic
anticipated customer demands for basie residential local telecommunications
service WIthm its certlﬁcated area m accordance w1th its f" led tariffs. er—efdefs-ef

25-4.066 Availability of Residential Service. '

(1) Each telecommunications company shall provide central office equipment and
outside plant facilities designed and engmeered in accordance with realistic
antmpated customer demands for 'éasne residential local telecommunications
service within its certificated area in accordance with its filed tariffs, sr-orders-of

(2) Where central office and outside plant facilities are readily available, at least 90

percent of all requests for primary service in-any—calendarmonth shall nermally be
satisfied installed in-each-exchunge-of atHleast 50,00 lines-and quarterly-in
exchanges-of less-than-50,000-1ines within an interval of three five working days
after receipt of application when ali tariff requirements reiating thereto have been
complied with, except those instances where a later installation date is requested
by the applicant or when broadband or wdeo servnces are req_ested in addmon to
the telecommunications service.

(3} If the applicant requests an installation date beyond three five working days,
the requested date shall be counted as day t-hfee f 1ve for measurement purposes

measwement—putpeses- Fallure of the customer to be—present—te afford the

company representative entry 1o the premises during the appointment period shall

exempt the order for measurement purposes Whenever-a-company-representative

h-nes w:thm an mterval of thFee ﬁve workmg days aﬁer recetpt of appltcatton
when all tariff requirements relating thereto have been complied with, except
those instances where a later installation date is requested by the applicant or

when broadband or video services are reguested in addition to the

telecormnumcattons servtce

requests an mstaﬂatmn date beyond three five vt:orktng days, the requested date
shall be counted as day three ﬁve for measurement purposes

(4) an-appe ad orthe-compan
measurement—pumeses- Failure of th customer to be-presentto afford the
compary representative entry to the premises during the appointment period shall

exempt the order for measurement purposes %enever—aeempanyqepsesemmw

Staff's proposed changes

1. increase installation time from 3 days to 5 days
2. aggregate reporting to quarierly from monthly

3. aggregate reporting from individual exchanges to combining exchanges
above 50,000 access lines and combining exchanges with fewer than 50,000

access lines

4. not applicable to residential customers that request broadband or video

service at time of installing telephone service.

Petitioners want to limit rule to applicants for basic service only.

Therefore, the rule would not apply to a customer that orders bundled
telecommunications services, such as call waiting or call forwarding,.
Petitioners’ alse want the calculations to be done statewide. Staff wants the
data separated into exchanges aggregated into greater and lesser than 50,000
lines to insure nural area quality of service is on par with that in more urban

areds.
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Rule Staff Recommendation Petitioner’s Position#
(85) Each company shall veport primary residentia) installation performance
pursuant to Rule 25-4.0185, F. A.C., Pericdic Reports; the performance-of the :
company-with-respectto-the-avatlability of servicerequirernents, ined- (85) Each company shali report primary basie residential installation performance
3 pursuant to Rule 25-4.0185, F.A.C., Periodic Reports; the-performanee ofthe
Specific Authority 350.127(2) FS. Law Implemented 364.025, 364.03, 364.14,
364.15, 364.183, 364.185 FS. History—Revised [2-1-68, Amended 3-31-786, ithi -
Formerly 25-4.66, Amended 3-]0-96, 4-3-05, 4-3-05. Specific Authority 350.127(2) FS. Law Implemented 364.025, 364.03, 364.14,
364.15, 364.183, 364.185 FS. History-Revised 12-1-68, Amended 3-31-76,
Formerly 25-4.66, Amended 3-10-96, 4-3-03, 4-3-05.
4.067 25-4.067 Extension of Facilities - Contributions in Aid of Construction. Staff recommends retaining simple requirements which timit the amount of

25-4.067 Extension of Facilities - Contributions in Aid of Construction.

(12) Each company’s This line extension policy shallhave-uniform-application-and

shall provide that the proportion of construction expense to be borne by the utility
company in serving the immediate applicant shall be not less than five times the

annual exehan-ge—loca] telecommumcatlons service revenue of the appl:cants

NHO portlon of
construction shall be assessed to the applicant for the provision of new plant where
the new plant parallels and reinforces existing plant or is constructed on or along
any public road or highway and is to be used to serve subscribers in general except
in those instances where the applicant requests that facilities be constructed by
other than the normal serving method.

(3} The portion_of construction costs paid by the subscriber company’stariffs shall

provide-that-such-exeess- may be paid in cash in a lump sumorasa surcharge over
a period of three five years or such other lesser-period as the subscriber and

company may mutually agree upon.

(1) Each telecommunications company shall make-reasenable-extensions-to-its
hines-and-serviceand shall include in its tariffs filed with the Commission a
statement of its standard extension policy setting forth the terms and conditions
under which its facilities will be extended to serve applicants for service within
its certificated area.

Repeal subsections (2) — (8).
Specific Authority 350.127¢2), 364.10 FS. Law Implemented 364.025, 364.03,

364.07, 364.08, 364.15 FS. History—Revised 12-1-68, Amended 3-31-76,
Formerly 25-4.67, Amended 3-10-95.

CIAC that a company can collect from a customer who wants just telephone
service. Staff proposes to exclude those residential customers that request
either broadband or video service in addition to telecommunications service.

The companies do not want to be limited in the amount they can collect for
CIAC since they believe they have no obligation to provide line extensions.
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Rule |

Staff Recommendation

Petitioner’s Position#

(48) In the event that a company and applicant are unable to agree in regard to an
extension, either party may appeal to the Commission for a review.

(3) This rule shall apply to residential service only. However, this rule shall not
apply to line extensions when the applicant has requested gither broadband or
video service in addition to telecommunications service.

Specific Authority 350.127(2), 364.10 FS. Law Implemented 364.025, 364.03,
364.07, 364.08, 364.15 FS. History—Revised 12-1-68, Amended 3-31-76, Formerly
25-4.67, Amended 3-10-96.

4.070

25-4.070 Customer Trouble Reports for Residential Service.
(1) Each telecommunications company shall make all reasonable efforts to
minimize the extent and duration of trouble conditions that disrupt or affect

re51dent1a1 tesidential customer telephone service. M&w&t&%ﬂ-be—elass&ﬁed—aﬂe—theﬁ

(a) Companies shall make every reasonable attempt to restore service on the same
day that the interruption is reported to the serving repair center.

(b) in the event a subscriber’s service is interrupted other than by a negligent or
willful act of the subscriber and it remains out of service in excess of 24 48 hours
after being reported to the company, an appropriate adjustment or refund shall be
made to the subscriber automatically, pursuant to Rule 25-4.110, F.A.C. (Customer
Billing). Service interuption time will be computed on a continuous basis,

Sundays anth holidays included. Also, if the company finds that it is the customet’s
respon51b1hty\t‘0 gorrect the trouble, it must notify or attempt to notify the custorner
Wlthl]’l 24 48 hours aﬁer the trouble was reported

(2) Sundays and Holidays:

25-4.070 Customer Trouble Reports for Residential Service.
(l) Each telecommunications compan make all reaso_nal?le cfforts to

(a) Companies shall make every reasonable attempt to restore service on the same
day that the interruption is reported to the serving repair center.

(b) In the event a subscriber’s service is interrupted other than by 2 negligent or
willful act of the subscriber and it remains out of service in excess of 24 48 hours
after being reported to the company, an appropriate adjustment or refund shall be
made to the subscriber automatically, pursuant to Rule 25-4.110, FA.C.
{Customer Billing). Service interruption time will be computed on a continuous
basis, Sundays and holidays included. Also, if the company finds that it is the
customer’s responsibility to correct the trouble, it must notify or attempt to notify
the customer w1thm 24 48 hours aﬁer the trouble was rcported

(2) Sundays and Holidays:

L

§taffs pronosed changes

i1."combine out v1 service and service affecting troubles into one standard of
48 hrs

2. aggregate reporting to quarterly from monthly

3. aggregate reporting from individual exchanges to combining exchanges
above 50,000 access lines and combining exchanges with fewer than 50,000
access lines

Petitioners want to limit rule to customers with basic service only and reduce
the standard from 95% to 80%.

Therefore, the rute would not apply to a customer that has bundled
telecommumications services, such as cali waiting or call forwarding.

(a) Except for emergency service providers, such as the military, medical, police,
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Rule |

Staff Recommendation

Petitioner’s Position#

qe

fe

and fire, cormpanies are not requited to provide normal repair service on Sundays.
Where any repair action involves a Sunday or holiday, that period shall be
excepted when computing service objectives, but not refunds for O5S-cenditions:
service interruptions.

(b) Service interruptions occurring on a holiday not contiguous to Sunday will be
treated as in paragraph (2)(2) of this rule. For holidays contiguous to a Sunday or
another holiday, sufficient repair forces shall be scheduied so that repairs can be
made if requested by a subscriber.

(3) Service Objeetives Standard: Trouble reports for residential customer service
shall be comrected 95 percent of the time within 48 hours,

(e4) If the custorner requests that the service be restorcd on a particular day beyend
the ebjectives-outlined service standard in paragraphs-(a)and-{b) subsection (3)
above, the trouble report shall be counted as having met the service standard
objective if the requested date is met.

(43) Priority shall be given to service interruptions that affect public health and
safety that are reported to and verified by the company and such service
interruptions shall be corrected as promptly as possible on an emergency basis.

the-initial repert

{6) The service standard ebjeetives of this rule shall not apply to subsequent
customer reports; o1 {rette-be-sonfused-with-repeat-troublereperts); emergency
situations, such as unavoidable casualties where at least 10 percent of an exchange
is out of service.

(7) Reporting-Criteria-FEach company shall report pursuant to periodically repert

the-dataspecified-in Rule 25-4.0185, F.A.C,, Periodic Reports, the performance of
the company with respect to customer troub[e reports. en-Faﬂﬂ-PS(;#GMP—ZS

{8) This rule shall apply to residential service only.

Specific Authority 350.127(2) FS. Law Implemented 364.01(4), 364.03, 364.15,
364.17, 364.18, 364 183, 364.386 FS. History—Revised 12-1-68, Amended 3-31-76,
Formerly 25-4.70, Amended 6-24-90, 3-10-96, 4-3-05.

(a) Except for emergency service providers, such as the military, medieal, police,
and fire, companies are not required to provide normal repair service on Sundays.
Where any repair action involves a Sunday ot holiday, that period shall be
excepted when computing service objectives, but not refunds for 0OS-conditions-
service interruptions.

(b) Service interruptions occurring on a holiday not contiguous to Sunday will be
treated as in paragraph (2)(a) of this rule. For holidays contiguous to a Sunday or
another heliday, sufficient repair forces shall be scheduled so that repaits can be
made if requested by a subscriber.

(3) Serv1ce ijeeﬂves Standard Trouble reports for trouble

=
Subsections (3)(a) and (3)}(b) repealed.

{ed) [f the customer requests that the service be restored on a particular day

beyond the ebjestives-sutlined service standard in paragraphs{a)yund-(b)
subsectign (3} above, the trouble report shall be counted as having met the

service standard ebjeetive if the requested date is met.

(45) Pricrity shall be given to service interruptions that affect public health and

safety that are reported to and verified by the company and such setvice

1nterrupt10ns shall be corrected as prompt]y as p0551ble on an emergcncy ba51s

the-initial-report:

(6) The service standard objectives of this ruie shall not apply to subsequent
customer reports; or 5 EMergency
situations, such as unavoidable casualties where at least 10 percent Of an
exchange s out of service.

(7) Reporting Griteria-Each company shall report pursuant to peredicatbyrepost

the-dataspecifiedin Rule 25-4.0185, F.A.C,, Periodic Reports, the performance
of the corppany w1th resp_e t to customer troubIe reoorts en-Fem-PSG#CMP—}ES

(8} This rule shall apply to residential service only.

Specific Authority 350.127(2) FS. Law Implemented 364.01(4), 364.03, 364.15,
364.17, 364.18, 364.183, 304.386 FS. History—Revised 12-]-68, Amended 3-31-
76, Formerly 25-4.70, Amended 6-24-90, 3-10-96, 4-3-03.
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[ Rule

Staff Recommendation

Petitioner’s Position#

4.071

25-4.971 Adequacy of Service.

(12) Telephone calls to valid numbers shall sheuld encounter a ring-back tone, line
busy signal, or non-working number intercept facility (eperator-orrecording) after
completion of dialing. The-call-completion-standards-established for such-calis by

{23 A line busy signal (60 impulse per minute tone) shall not be used for any
signaling purpose except to denote that a subscriber’s line, other valid terminal,
centrex or PBX trunks, or equipment where the quantity is controlled by the
customer is in use.

Specific Authority 350.127(2) FS. Law Implemented 364.01(4), 364.03, 364.135,
364.17, 364.18, 364.183, 364.19, 364.386 FS. History—Revised ]2-1-68, Amended
3-31-76, Formerly 25-4.71, Amended 6-24-90, 3-10-96.

25-4.071 Adequacy of Service.

Repeal entire rule.

Staff recommends that basic calf completion requirements be maintained.

4072

25-4.072 Transmission Requirements.

(1) Telecommunications companies shall fumnish and maintain the necessary plant,
equipment, and facilities to provide modern, adequate, sufficient, and efficient
transmission of communications between customers in their service areas.
Transmission parameters shall conform to ANSIIEEE Standard 820 Telephone
Loop Performance Characteristics (Adopted 1984) incorporated herein by
reference.

{2} Accurate dependable milliwatt supplies shall be made a part of each central
office. Additionally, for those central offices having an installed line capacity of
1,000 lines or more, the buffered access on a minimum three line rotary group
basis shall be a part of the milliwatt supply.

(3) Each central office shall be equipped with a minimum of one termination
which shall trip ringing and terminate the line on a balanced basis so that end to
end noise measurements may be made.

Specific Authority 350.127(2) FS. Law Implemented 364.01(4), 364.03, 364.15,
364.386 FS. History—New 12-1-68, Amended 3-31-76, Formerly 25-4.72, Amended
3-10-96, 4-3-05.

25-4.072 Transmission Requirements.

Repeal entire rule.

Staff recommends no change to the rule and believes that standards are
necessary for the functioning of the network.

The petiticners believe that industry forems to which they belong provide
adequate transmission standards. However, without a rule the standards are
not enforceable by the FPSC.
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Staff Recommendation

Petitioner’s Position#

4.073

25-4.073 Answering Time for Residential Service.

(1) Each telephone utitity company shall provide equipment designed and
engineered on the basis of realistic forecasts of growth, and shall make all
reasonable efforts to provide adequate personnel so as te meet the following
service standards eriteria under normal operating conditions:

(a) At least 90 percent of all calls directed to-repairservices-and 80-percent-ofall
¢alls to business and repair offices for residential service shall be answered within
30 90 seconds after the last digit is dialed when no menu driven system is utilized.
{b) When a company utilizes a menu driven, automated, interactive answering
system (referred to as the system or as an Integrated Voice Response Unit
(IVRU)), at least 95 percent of the calls offered shall be answered within 3530
seconds after the last digit is dialed. The initial recorded message presented by the
system to the customer shall include the option of transferring to a live attendant
within the first 360 seconds of the message.

{c) For subscribers who either select the option of transferring to a live assistant,-er
do-notinteractwith-the-system-fer-twenty-seconds-the call shall be transferred by
the system to a live attendant. At least 90 percent of the calls shall be answered by
the live attendant prepared to give immediate assistance within 5590 seconds of
being transferred to the atténdant.

{d} The terms “answered” as used in paragraphs (a) and (c) above, shall be
construed to mean more than an acknowledgment that the customer is waiting on
the line. [t shall mean that the service representative is ready to render assistance.

(23) All telecommunications companies are expected to answer their main
published telephone number on a 24 hour a day basis. Such answering may be
handled by a special operator at the toll center or directory assistance facility when
the company offices are closed. Where after hours calls are not handled as
described above, at least the first published business office number will be
equipped with a telephone answering device which will notify callers after the
normal working hours of the hours of operation for that business office. Where
recording devices are used, the message shall include the telephone number
assigned to handle urgent or emergency calls when the business office is closed.
(34) Each company shall report; pursuant to Rule 25-4.0185, F.A.C., Periodic
Reports the performance of the cornpany w1th respect to answer time, as-outhned

(4) This rule shall apply to residential service only.

Specific Authority 350.127(2} FS. Law Implemented 364.01(4), 364.03, 364.386,
365.171 FS. History—New [2-1-68, Amended 3-31-76, Formerly 25-4.73, Amended
11-24-92 4.3-05.

25-4.073 Answering Time for Residential Service.

(1) Each telephone utihity company shall provide equipment designed and
engineered on the basis of realistic forecasts of growth, and shall make all
reascnable efforts to provide adequate personnel so as to meet the following
service criteria Lmder normal operatmg condmons

G-BUsINess-o &g chat-be-answered hin-20-seconds-after-the-tast-dipi
é&]ed—wheﬂ—neﬂwﬂﬁ-dfweﬂ—sys&mrs-u{#&eé Answer time for calls directed to

repair services and calls directed to business offices for residential basic service
customers will be measured and reported based on the average speed of answer
{ASA). Measurement of ASA begins when the call leaves the Inegrated Voice
Response Unit (IVRU) and ends when a service representative answers the call or
the caller abandons the call. Where an IVRU is not used. measurement of ASA
begins as soon as the call is received and ends when a service representative
answers the call or the caller abandons the call. The ASA shall not exceed 120
seconds.

—For calls initially routed to
an automated ment and handled without the intervention of a live business office
representatlve the answer time for these calls should be countcd as one second

seconds-of beinptrunsferred-to-theuttendant,

(cd) The terms “answered” as used in paragraphs (a) and-{(¢} above, shall refer to
calls in which the customer elects to speak to a service representaijve, and shall
be construed to mean more than an acknowledgment that the customer is waiting
on the line. I shall mean that the service representative is ready to render
assistance.

(23) All telecommunications companies are expected to answer their main
published telephone number on a 24 hour a day basis. Such answering may be
handled by a special operator at the toll center or directory assistance facility
when the company offices are ciosed. Where after hours calls are not handled as
described above, at least the first published business office number will be
equipped with a telephone answering device which will notify callers after the
normal working hours of the hours of operation for that business office. Where
recording devices are used, the message shall include the telephone number
assigned to handle urgent or emergency calls when the business office is closed.
(34) Each company shall report, pursuant to Rule 25-4.0185, F.A.C. Periodic
Reports, the perforrmance of the company with respect to answer time as outlined

Staff’s proposed changes

1. combine business answer and repait answer time in to one measure

2. aggregate reporting to quarterly from monthly

3. increase time allowed for answering by IVRU from 15 to 30 seconds

4. increase time allowed for transfer option to live attendant from 30 to 60
seconds

5. increase time allowed for answer by live attendant from 55 to 90 seconds

Petitioners propose to measure answer time based on the average speed of
answer (ASA), which would not exceed 120 seconds.

ASA measurement begins from the time the call leaves the IVRU and ends
when an attendant answers the call or the call is abandoned. Calls routed to an
IVRU and handled without the use of an attendant are considered answered in
one second. Staff Lelicves the inclusion ol the TVRU at one second skews the
results and is not reflective of the time to get a live person upon request.
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Staff Recommendation

Petitioner’s Position#

in Form PSC/CMP 28 (4/05), incorporated into Rule 25-4.0185, F. A.C., by
reference and available from the Division of Competitive Markets and
Enforcement.

Specific Authority 350.127(2) FS. Law Implemented 364.01(4), 364.03, 364.356,
363.171 FS [listory~New 12-1-68, Amended 3-31-76, Formerly 25-4.73,
Amended 11-24-92, 4-3-05.

4.109

25-4.109 Residential Customer Deposits.

(1) Deposit required; establishment of credit. Each local exchange company’s
(LEC) tariff shall contain their specific criteria for determining the amount of
initial deposit. Each LEC may require an applicant for service to satisfactorily
establish credit, but such establishment of credit shall not relieve the customer
from complying with the company’s rules for prompt payment of bills. Credit will
be deemed so established if:

(a) The applicant for service has been a customer of any LEC within the last two
years and during the last twelve (12) consecutive months of service did not have
more than one occasion in which a bill was paid after becoming delinguent and has
never had service disconnected for non-payment.

(b) The applicant for service furnishes a satisfactory guarantor to secure payment
of bills for the service requested. A satisfactory guarantor shall, at the minimum,
be a customer of the company with a satisfactory payment record. A guarantor’s
liability shall be terminated when a residential customer whose payment of bills is
secured by the guarantor meets the requirements of subsection (4) of this rule.
Guarantors providing security for payment of residential cusiomers’ bills shall
only be liable for bills contracted at the service address contained in the contract of
guaranty.

(c) The applicant pays a cash deposit.

{d) The applicant for service furnishes an irevocable letter of credit from a bank or
a surety bond.

(2) Amount of deposit. The amount of the initial required deposit shall not exceed
an amount equal to the charges for one month’s local exchange service plus two
months estimated tol] service provided by or billed by the LEC. If, after ninety
(90) days service, the actual deposit is found to be greater than an amount equal to
one month’s local service plus two months actual average toll service provided by
or billed by the LEC, the company shall, upon demand of the subscriber to the
Company, promptly refund the difference. These deposit rules apply to local
exchange service and toll service provided by or billed by the LEC only ard do not
apply to special arrangement agreements covering fermination equiprment
installations for which the telephone company may require a reasonabie deposit.
(3) New or additional deposits. A company may require upon reasonabie written
notice of not less than 15 days, a new deposit, where previously waived or
returned, or an additional deposit, in order to secure payment of current bills.
Provided, however, that the total amount of required deposit should not exceed
twice the actual average monthly toll provided by or billed by the LEC plus one
menth’s local service charge, for the 90-day period immediately prior to the date
of notice. In the event the customer has had service less than 90 days, then the
company shall base its new or addmonal depos:t upon the actua! average month]y
billing available. Whenthe-ce 7 0

25-4.109 Residential Customer Deposits.

(1) Deposit required; establishment of credit. Each local exchange company’s
{LEC) tariff shall contain their specific criteria for determining the amount of
initial deposit. Each LEC may require an applicant for service to satisfactorily
establish credit, but such establishment of credit shall not relieve the customer
from complying with the company’s rules for prompt payment of bills.-Gredit

(2) Amount ofdeposxt The amount of the initial required deposit shall be
ed':un the Comy oan it tanff 'I‘he com an' 8 tanft’s will also ldennf when

(3) New or addmonal dep051ts A company may require upon reasonable wmten
notice of not less than 15 days, a new deposit, where previously waived or
returned, or an additional deposit, in order to secure payment of current bills.

Bach company shall identify in their tariff when and h ow much a new or
addmona] deposnt will be wnthm thelr tanff Pmded»hewever—tha&—ﬁhe—teta}

Staff’s propesed change limits the rule to residential service only, thus
excluding business customers.

The petitioners want to set the conditions for when a deposit is collected, how
much deposit is collected, and when to retum the deposit.
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Staff Recommendatlon

(4) Refund of deposit. After a customer has established a satisfactory payment
record and has had continuous service for a period of 23 months, the company

sha]l refund the resrdentla[ customer § deposrts—aﬂé—shaﬂ—&t—ﬁs—ep&ea—eﬁher

provrdmg the customer has not, in the prccedmg 12 months

(2) Made more than one late payment of a bill (after the expiration of 15 days from
the date of mailing or delivery by the company),

{b) Paid with a check refused by a bank;

(c) Been disconnected for nonpayment, or at any time; and

(d) Used service in a fraudulent or unauthorized manner.

(5) Interest on deposit.

(a) Each telephone company which requires deposits to be made by its customers
ghall pay a minimum interest on such deposrts of 6 percent per annum. ;’-‘he

(b) The deposit interest shall be simple interest in all cases and settlement shall be
made annually, either in cash or by credit on the current bill. This does not prohibit
any company paying 2 higher rate of interest than required by this rule. No
customer depositor shall be entitled to receive interest on their deposit until and
unless a customer relationship and the deposit have been in existence for a
continuous period of six moenths. Then he or she shall be entitled to receive interest
from the day of the commencement of the customer relationship and the placement
of deposit. Nothing in this rule shall prohibit a company from refunding at any
time a deposit with an accrued interest,

(6) Record of deposits. Each company having on hand deposits from customers or
hereafter receiving deposits from them shall keep records to show:

{2) The name of each customer making the deposit;

(b) The premises occupied by the customer when the deposit was made;

(c) The date and amount of deposit; and

{d) Each transaction concerning the deposit such as interest payment, interest
credited or similar transactions.

(7) Receipt for deposit. A non-transferable certificate of deposit shall be issued to
each customer and means provided so that the customer may claim the deposit if
the certificate is lost. The deposit receipt shall contain notice that after ninety (90)
days service, the subscriber is entitled to refunds of any deposit over and above an
arnount equal to one month’s local service plus two months’ average toll service
provided by or billed by the LEC.

(8) Refund of deposit when service is discontinued. Upen termination of service,
the deposit and accrued interest may be credited against the final account of the
LEC and the balance, if any, shall be returned promptly to the customer but in no
event later than forty-five (45) days after service is discontinued.

{9) This rule shall apply to residential service only.
Specific Authority 350.127(2) FS. Law Implemented 364.03, 364.07, 364.19 FS.

Petitioner’s Position#

(5) Interest on dep051t
(a) Each te]ephone company which requires deposits to be made by its customers
shall pay a minimum interest on such deposits of 6 percent per annum. Fhe

(b} The deposit interest shall be simple interest in all cases and settlement shatl be
made annually, either in cash or by credit on the current bill. This does not
prohibit any company paying a higher rate of interest than required by this rule.
No customer depositor shali be entitled to receive interest on their deposit until
and unless a customer relationship and the deposit have been in existence for a
continuous period of six months. Then he or she shall be entitled to receive
interest from the day of the commencement of the customer relationship and the
placement of deposit. Nothing in this rute shall prohibit a company from
refunding at any time a deposit with an accrued interest.

(6) Record of deposits. Each company having on hand deposits from customers
or hereafter receiving deposits from them shall keep records to show:

{a) The name of each customer making the deposit;

(b) The premises occupied by the customer when the deposit was made;

(c} The date and amount of deposit; and

{d) Each transaction concemning the deposit such as interest payment, interest
credited or similar transactions.

(7) Receipt for deposit. A non-transferable certificate of deposit shall be issued to
cach customer and means provided so that the customer may ¢laim the deposit if
the certificate is lost. The deposit receipt shall contain notice that after ninety (90)
days service, the subscriber is entitled to refunds of any deposit over and above
an amount equal to one month’s local service plus two months’ average toll
service provided by or billed by the LEC.

{8) Refund of deposit when service is discontinued. Upon termination of service,

Zofl5
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Petitioner’s Position#

History—New 12-1-68, Amended 4-1-69, 7-20-73, 3-31-76, 6-10-80, 9-16-80, 1-3]-
84, 10-13-88, 8-29-89, 4-25-94.

the deposit and accrued interest may be credited against the final account of the
LEC and the balance, if any, shall be retumed prempily to the customer but in no
“event later than forty-five (45) days after service is discontinued.

(9) This rule shall apply to residential service only.

Specific Authority 350.127(2) FS. Law Implemented 364.03, 364.07, 364.19 FS.
History—New 12-1-68, Amended 4-1-69, 7-20-73, 3-31-76, 6-10-80, 9-16-80, I-
31-84, 10-13-88, 8-20-89, 4-25-94,

4.110

25-4.110 Customer Billing for Local Exchange Telecommunications
Companies.

(1} Each company shall issue bilis monthly or may offer customers a choice of
billing intervals that includes a monthly billing interval.

[ 25-4.110 Customer Billing for Local Exchange Telecommunications
Companies. )
(1) Each company shall comply with the Federal Communications commission’s
Tiuth-In-Billing requirements. issue-bills-rronthlyormay offer customersa

heice-of billinai 15.that fmclud e illing L

Repeal subsections (2) — (20).

Specific Authority 350.127, 364.604(5) FS. Law Fmplemented 350.113, 364.03,
364.04, 364.05, 364.052, 36417, 364.19, 364.602, 364.604 FS. History—New [2-
1-68, Amended 3-31-76, 12-3{-78, 1-17-79, 7-28-81, 9-8-81, 5-3-82, [1-21-82, 4-
13-86, 10-30-86, 11-28-89, 3-31-91, 11-11-9], 3-10-96, 12-28-98, 7-5-00, 11-16-
03.

Staff recommends maintaining many of the requirements in the current billing
rule because they provide consumer protection and additional information to
the consumer which are not required by the FCC Truth-in-Billing rule. Staff
has eliminated those parts of the FPSC rule which are redundant of the Truth-
In-Billing rule. The current rule also requires companies to remove certain
charges from a customer’s bill if the customer did not order the service.

9of15
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Petitioner’s Position#

(2e) If each recurring charge due and payable is not itemized, each bill shall
contain the following statement: “Further written itemization of local billing

availablé upon request.” In addition, the billing party will provide a plain language

explanation to any custorner who contacts the billing party.
(3) Each LEC shall provide an itemized bill for local service:

(a) With the first bill rendered after local exchange service to a customer is
initiated or changed; and

(b) To every customer at least once each twelve months.

(4) The annual itemized bill shall be accompanied by a bill insert or bill message
staffer-which explains the itemization and advises the customer to verify the items
and charges on the itemized bill. This bill insert or bill message stuffer-shall be
submitted to the Commission’s Division of Regulatory Compliance Competitive
Markets-and-Enforcement-for prior approval. The-itemized-bill provided+e

charge-An itemized bill shall include, but not be limited to the following
information, separately stated:

(a) Number and types of access lines;

{b} Charges for access to the system, by type of line;

(e} Fouch-tone-service-charges;
(cd) Charges for each custom calling features;-separated-by-feature or package;
(de) Unlisted number charges;

{ef) Local directory assistance charges;

{fg) Other tariff charges; and

(gh) Other nontariffed, regulated charges contained in the bill.

{5) All bills rendered by a local exchange company shall clearly state the following
items:

(&) Any discount or penalty. The originating party is responsible for informing the
billing party of all such penaities or discounts to appear on the bill, in a form
usable by the billing party;

(b} Past due balance;

(c) Amounts or iltems for which nonpayment wiil result in disconnection of the
customer’s basic local service, including a statement of the consequences of
honpayment;

(d) Long-distance monthly or minimum charges, if included in the bill;

(e) Long-distance usage charges, if included in the bill;

(f) Usage-based local charges, if included in the bill;

{g) Telecommunications Access System Surcharge, per subsection 25-4.160(3),
F.AC;

(h) “9117” fee per Section 365.171(13), F.S,; and

(i} Delinquent date.

10 of 15
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Petitioner’s Position#

(6) 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 48 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 shalt
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.

{7)a) Bills shall not be considered delinquent prior to the expiration of 15 days
from the date of mailing or delivery by the company. Howeverthe-company-may

(8) Each telephone company shall include a bill insert or bill message advising
each subscriber of the directory closing date and the subscriber’s opportumnity 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 sumame of the
subscriber. The notice shail be included in the billing cycle closest to 60 days
preceding the directory closing daie.

(9) Annually, each telephone company shall include a bill insert or bill message
advising each residential subscriber of the option to have the 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 300
number to contact to receive more information.

(10) 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. Ner-may-the

11 of 15
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Staff Recommendation

o reations Servi et ik otk ; e

(113) Each LEC shall apply partial payment of an end user/custorner bill first
towards satisfying any unpaid regulated charges. The remaining portion of the
payment, if any, shall be applied to nenregulated charges.

120f 15
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- service (900 and 976).

Staff Recommmendation

ino am-to-aid-ite affortsin adivctine and sinine-Payv Pa
Colt-eharges. The LEC or IXC 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 to the Pay
Per Call service inquiry. At the time the charge is removed, the end user/customer
shall be notified of the availability of may-agree-te free blocking of Pay Per Call

13 0f 15
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Staff Recommendation

(136) Companies that bill for local service must provide notification with the
customer’s first bill or via letter, and annually thereafter that a PC-Freeze is
available at no charge. Existing customers must be notified annually that 2 PC-
Freeze is available at no charge. Notification shall conform to the requirements of
Rule 25-4.083.

[ 0 &

(148) If a customer notifies a billing party that they did not order an item appearing
on their bili or that they were not provided a service appearing on their bill, the
billing party shall promptly provide the customer a credit for the item and remove
the item from the customer’s bill, with the exception of the following:

(a) Charges that originate from:

1. Billing party or its affiliates;

2. A governmental agency;

3. A customer’s presubscribed intraLATA or interLATA interexchange carrier;
and

(b) Charges associated with the following types of calls:

1. Collect calis;

2. Third party calls;

3. Customer dialed calls for; and

4. Calls using a 10-10-xxx cailing pattern.

(15%)(a) Upon request from any customer, a billing party must restrict charges in
its bills to only:

14 0f 15
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1. Those charges that originate from the following:

a. Billing party or its affiliates;

b. A governmental agency;

¢. A customer’s presubscribed intralLATA or interL ATA interexchange carrier;

and

2. Those charges associated with the following types of calls:

a. Collect calls;

b. Third party calls;

c. Customer dialed calls; and

d. Calls using a 10-10-xxx calling pattern.

(b) Customers must be notified of this right by billing parties annually and at each

time a customer notifies a billing party that the customer’s bill contained charges

for products or services that the customer did not order or that were not provided to

the customer.

(c) Small local exchange telecommunications companies as defined in Section

364.052(1), F.S., are exempted from this subsection.
- Dlathinen haha aErinabmo tardiac oo kel

(16} In addition to the requirements listed in subsections (1) through {15) above, a
local provider shall meet the requirements as prescribed by the Federal
Communications Commission in Title 47, Code of Federal Regulations, Part 64,
Sections 64.2400 and 64.240], Truth-in-Billing Requirements for Comrnon
Carriers, revised as of October 1, 2007, which are incorporated into this rule by
reference.

Specific Authority 350.127, 364.604(5) FS. Law Implemented 350.113, 364.03,
364.04, 364.05, 364.052, 364.17, 364.19, 364.602, 364.604 FS. History-New 12-1-
68, Amended 3-31-76, 12-31-78, 1-17-79, 7-28-81, 9-8-81, 5-3-62, 11-21-82, 4-13-
86, 10-30-86, 11-28-89, 3-31-91, 11-11-91, 3-10-96, 12-28-98, 7-5-00, 11-16-03.

# The Petitioners’ positions reflect the last informal information staff received from the companies.
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