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Case Background 

The Commission published Notices of Rulemaking in the January 23, 2009 edition of the 
Florida Administrative Weekly, indicating its intent to amend Rules 25-4.002, 25-4.0185, 25­
4.023, 25-4.066, 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, and repeal Rules 25-4.046, 25-4.067, and 25-4.108, Florida Administrative Code (F.A.C.). 
These rules may be generally characterized as telecommunications service quality rules. The 
purpose of the rules in Chapter 25-4 is to define reasonable service standards that will promote 
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the furnishing of adequate and satisfactory local and long distance service to the public and 
establish the rights and responsibilities ofboth the utility and customers.! 

The notices required that any comments or requests for hearing on the proposed rules be 
filed with the Office of Commission Clerk by February 13, 2009. The Commission did not 
receive any requests for hearing on the proposed rules. However, Verizon Florida LLC, 
BellSouth Telecommunications, Inc. d/b/a AT&T Florida, Embarq Florida Inc., Quincy 
Telephone Company d/b/a IDS Telecom, and Windstream Florida, Inc. (together referred to 
herein as the Joint Petitioners) timely filed comments on the following proposed rules: Rule 25­
4.066, Availability of Service; Rule 25-4.070, Customer Trouble Reports; Rule 25-4.073, 
Answering Time; and Rule 25-4.110, Customer Billing for Local Exchange Telecommunications 
Companies. The Communications Workers of America (CWA) submitted comments on 
proposed Rule 25-4.070, Customer Trouble Reports. The Florida Cable Telecommunications 
Association, Inc., (FCT A) timely filed comments on proposed Rule 25-4.083, Preferred Carrier 
Freeze. No comments were filed concerning the remaining proposed rules? 

On July 1, 2009, Committee Substitute (CS) for CS for Senate Bill 2626, the "Consumer 
Choice and Protection Act," now Chapter 2009-226, Laws of Fla., became effective. This law 
amended certain sections of Chapter 364, F.S., as addressed in this staff recommendation. 
Interested persons were given the opportunity to file supplemental comments to address the new 
law's impact on the Commission's proposed rules. Written comments were required to be 
received by the Office of the Commission Clerk by July 13, 2009. Written comments were 
timely filed by Joint Petitioners concerning proposed Rules 25-4.0185, 25-4.066, 25-4.070, 25­
4.073, and 25-4.110, and by FCTA concerning Rule 25-4.083. 

This recommendation addresses whether the Commission should make changes to 
proposed Rules 25-4.0185, 25-4.066, 25-4.070, 25-4.073, 25-4.110, and 25-4.083, F.A,C., based 
on the comments submitted by the Joint Petitioners, FCTA, and CW A,3 The Commission has 
jurisdiction pursuant to Section 120.54 and Chapter 364, F.S. 

I Rule 25-4.002, Application and Scope, F.A.C. 
2 Amended Rules 25-4.002, 25-4.023, 25-4.071, 25-4.074, 25-4.107, and 25-4.109, and repealed Rules 25-4.046,25­
4.067, and 25-4.108, F.A.C., were filed with the Department of State on March 6, 2009 and became effective on 
March 26, 2009. 
3 If the Commission makes changes to proposed Rules 25-4.066, 25-4.070, or 25-4.073, there could be resultant 
changes to the language of proposed Form PSC/SSC 28, Periodic Reports, which is incorporated by reference into 
Rule 25-4.0185, Periodic Reports. For this reason, Rule 25-4.0185 was not filed with the Department of State even 
though no comments were filed specifically addressing that rule in the February 13, 2009 comments. Joint 
Petitioners' July 13,2009, supplemental comments did address Rule 25-4.0185 and proposed Form PSC/SSC 28. 
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Discussion of Issues 

Issue 1: Should the Commission adopt changes to proposed Rules 25-4.0185, Periodic Reports, 
25-4.066, Availability of Residential Service, 25-4.070, Customer Trouble Reports for 
Residential Service, and 25-4.073, Answering Time for Residential Service, and 25-4.110, 
Customer Billing for Local Exchange Telecommunications Companies, F.A.C., based on 
comments filed by Joint Petitioners and by CW A? 

Recommendation: The Commission should adopt some, but not all, of Joint Petitioners' 
suggested changes to proposed Rules 25-4.0185,25-4.066,25-4.070,25-4.073, and 25-4.110, as 
set forth in Attachment A. The Commission should not adopt CWA's suggested changes to 
proposed Rule 25-4.070. (Cowdery, Miller, Salak, Mailhot, Moses) 

Staff Analysis: 

In their comments, Joint Petitioners suggest that the Commission make changes to 
proposed Rules 25-4.0185, 25-4.066, 25-4.070, 25-4.073, and 25-4.110, F.A.C., prior to filing 
the rules for adoption. Joint Petitioners note that Chapter 2009-226 modified Section 364.02(1), 
F.S., to limit the definition of "basic local telecommunications service" to "voice-grade, single­
line, flat-rate residential local exchange service." In addition, they state that Section 364.15, 
F.S., was modified to limit the scope of the Commission's authority under that section to "basic 
local telecommunications service." Joint Petitioners assert that the legislative changes to these 
sections eliminate the Commission's authority to impose service quality rules on services other 
than basic local telecommunications service. They submit that because of these statutory 
amendments, the Commission should modify proposed Rules 25-4.0185, 25-4.066, 25-4.070, 
and 25-4.073 to reflect the limitation of the Commission's authority over service quality to basic 
local telecommunications service. Joint Petitioners conclude that applying these service quality 
rules to basic service only will provide a safety net to basic local telecommunications service 
customers while allowing the incumbent local exchange companies (ILECs) the flexibility 
needed to compete in Florida's current telecommunications market. 

Staff notes that Chapter 2009-226, Laws of Fla., amended Chapter 364, F.S., such that 
the definition of "basic local telecommunications service" no longer includes flat-rate single-line 
business service, and the definition of "nonbasic service" was amended to state that any 
combination of basic service along with a nonbasic service or an unregulated service is nonbasic 
service.4 Additionally, Section 364.051 (5)(b), F.S., was amended to delete the language stating 
that the commission has continuing regulatory oversight of nonbasic services for purposes of 
ensuring resolution of service complaints. 

Staff recommends that the Commission adopt Joint Petitioners' suggestion to amend 
proposed Rules 25-4.066, 25-4.070, and 25-4.073 to apply to basic residential service only, 

4 Prior to the enactment of Chapter 2009-226, Joint Petitioners argued in this docket that Rules 25-4.066, 25-4.070, 
and 25-4.073 should apply to basic service only because concerns about the need for service quality rules have 
focused on basic service, not on nonbasic service. As such, they recommended that these rules should not apply to 
customers with services provided as a package or bundle. Chapter 2009-226, Laws of Fla., adopted this regulatory 
approach. 
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which is consistent with the statutory changes.s In addition, proposed Rule 25-4.0185 should be 
amended to state that Schedules 2, 3, 11, and 15 of Form PSC/CMP 286 shall apply to basic 
residential service only. 

Below is a summary of Joint Petitioners' suggested changes to the individual proposed 
rules, as well as staffs recommendation on the suggested changes. 

Rule 25-4.0185, Periodic Reports and Form PSC/SSC 28 

Rule 25-4.0185 (p. 20) requires local exchange telecommunications companies (LECs) to 
file certain engineering data requirements pursuantto schedules contained in Commission Form 
PSC/CMP 28 (p. 43), incorporated into the rule by reference. Commission Form PSC/CMP 28 
requires the filing of schedules 2, 3, 8, 11, 15, 16, and 19.7 The Commission proposed amending 
Rule 25-4.0185 to specify that schedules 2 and 3, filed pursuant to Rule 25-4.066, schedule 11, 
filed pursuant to Rule 25-4.073, and schedule 15, filed pursuant to Rule 25-4.073, shall apply to 
residential service only, consistent with the same proposed amendments to Rules 25-4.066, 25­
4.070, and 25-4.073. The Commission also proposed amending schedules 2, 11, and 15 to 
reflect other corresponding proposed rule amendments. Schedule 8 was amended to clarify that 
reporting is required on a quarterly basis, consistent with Rule 25-4.0185. The Commission 
proposed amending Rule 25-4.0185 to delete the requirement of reporting schedules 16 and 19. 

Joint Petitioners suggest changes to clarify the applicability of the proposed rule to basic 
local telecommunications service. They suggest that in subsection (2) of the rule, schedules 2 
and 3 of Form PSC/CMP 28 should be deleted to reflect Joint Petitioners' suggested repeal of 
Rule 25-4.066. 

Staff recommends that subsection (2) of proposed Rule 25-4.0185 be changed to state 
that schedules 2, 3, 11, and 15 of the Form PSC/CMP 28 shall apply to basic local 
telecommunications service only, consistent with the changes recommended by staff to proposed 
Rules 25-4.066, 25-4.070, and 25-4.073, as discussed below. In addition, staff recommends that 
Form PSC/CMP 28 be changed so that schedule 2 refers to basic local telecommunications 
service, instead of to the outdated and undefined term "primary."s Staff does not recommend 
that schedules 2 and 3 of Form PSC/CMP 28 be deleted, consistent with staffs recommendation 
that Rule 25-4.066 should not be repealed. 

5 Staffs recommended changes to the proposed rules are highlighted in Attachment A. This format is used for all of 
staffs recommended changes. 
6 This form designation is being changed from PSC/CMP 28 to Form PSC/SSC 28 to reflect the division name 
change to the Division of Service, Safety and Consumer Assistance. 
7 These schedules are as follows: schedule 2, Completed New Primary Service Orders; schedule 3, Summary of 
Held Applications; schedule 8, Access Line Data; schedule 11, Repair Service-Trouble Reports; schedule 15, 
Answer Time; schedule 16, Answer Time-Business Office; schedule 19, Central Office NXX Data. 
8 After reviewing the proposed rule changes, the Joint Administrative Procedures Committee (JAPC) wrote a letter 
to staff that requested that Rule 25-4.0185 be referenced at the top of schedules 2, 3, 11, and 15 of proposed form 
PSC/SSC 28. These format changes are highlighted on the form in Attachment A in addition to the changes 
recommended by staff. 
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Joint Petitioners suggest in their supplemental comments to proposed Ru1e 25-4.0185, 
Periodic Reports, that a new subsection be added to 25-4.0185 which would provide that, where 
a company is not yet able to isolate and specifically provide basic local telecommunications 
service data, aggregate data may be submitted, however, any differences between the data 
submitted and that required by the rule will be identified. They also suggest that Rule 25-4.0185 
state that upon request by the Commission, the LEC will provide any additional information 
required to determine compliance with Rule 25-4.070(3). Joint Petitioners assert that this change 
provides a mechanism for compliance with the ru1e until a company can transition its systems to 
identify and collect only reportable data. 

Staff agrees with the concept suggested by Joint Petitioners. In order to give utilities time 
to adjust data reporting system to report only data concerning basic telecommunications service, 
staff recommends that a new subsection should be added to proposed Rule 25-4.0185 which 
states that each LEC shall begin recording data concerning solely basic telecommunications 
service for reporting on Schedules 2, 3, 11 and 15 no later than January 1, 2010. Staff believes 
that this is a reasonable amount of time for a company to put in place a system for collecting 
basic local telecommunications service data. It is important that Form PSC/CMP 28 specifically 
report data for basic local telecommunications service as required by rule in order for the 
Commission to properly enforce the requirements of Rules 25-4.066, 25-4.070 and 25-4.073. 

Rule 25-4.066, Availability of Service 

The Commission's proposed Rule 25-4.066 (p. 20) pertains to telecommunications 
companies having sufficient facilities to provide service. The proposed rule clarifies that it 
applies to residential service only, and not to commercial or business service. Rule 25-4.066 
requires that, where central office and outside plant facilities are readily available, at least 90 
percent of all requests for primary service shall be installed within an interval of three working 
days after receipt of application when all tariff requirements relating thereto have been complied 
with, except in certain instances including where broadband or video services are requested in 
addition to the telecommunications service. The proposed rule contains specific requirements 
that the company must follow in order to notifY a service applicant about installation delay and 
circumstances and conditions under which service will be provided. The rule requires each 
company to report primary residential installation performance pursuant to Rule 25-4.0185, 
Periodic Reports. 

The Joint Petitioners argue that this rule should be deleted in its entirety. They question 
the Commission's authority to set the standards in this rule in light of the sunsetting of Carrier­
of-Last Resort (COLR) obligations in Section 364.025(2), F.S. Joint Petitioners' assert that there 
is no longer a statutory obligation for an ILEC to provide service to any specific person and, 
thus, there is no logical basis upon which to impose rules governing the availability of service. 
They assert that such matters shou1d now be governed by each company's service tariffs or 
schedules. Joint Petitioners state that to the extent that the Commission determines to retain this 
rule, it should be limited to basic local telecommunications service. As previously stated in this 
recommendation, staff recommends changing this ru1e to apply to basic local 
telecommunications service only. For this reason, staff recommends changing the title of the 
proposed rule from "Availability of Residential Service" to "Availability of Basic Local 
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Telecommunications Service," changing proposed subsection (1) from referencing "residential 
local telecommunications service" to "basic local telecommunications service," changing 
proposed subsection (2) from referencing "primary service" to "basic local telecommunications 
service," and changing proposed subsection (5) from referencing "basic residential" to "basic 
local telecommunications." 

Joint Petitioners also suggest that the proposed rule should be changed to increase the 
installation interval from three to five days. In support, they state that "this will provide 
flexibility to ILECs to more efficiently schedule and deploy technicians, which will save money 
and allow the ILECs to compete more effectively with alternative providers who are not subject 
to this rule." 

The proposed rule requires that, where central office and outside plant facilities are 
readily available, at least 90 percent of all requests for primary service shall be installed within 
an interval of three working days after receipt of application when all tariff requirements relating 
thereto have been complied with, except where broadband or video services are requested in 
addition to the telecommunications service. Staff recommends deleting the proposed rule 
language "or when broadband or video services are requested in addition to the 
telecommunications service." This language is no longer necessary because limitation of this 
rule to basic services by definition does not include bundled services. 

Staff does not believe that the sunsetting of ILECs' COLR obligations as set forth in 
Section 364.025(2), F.S., eliminates the Commission's authority to have equipment and 
facilities, installation, and reporting requirements and standards as set forth in Rule 25-4.066. 
Section 364.01 (4)(a) states that the Commission shall exercise its exclusive jurisdiction in order 
to protect the public health, safety, and welfare by ensuring that basic local telecommunications 
services are available to all consumers in the state at reasonable and affordable prices. Section 
364.01(2) specifies that the Legislature finds that the transition from the monopoly provision of 
local exchange service to the competitive provision thereof will require appropriate regulatory 
oversight to protect consumers. In addition, Rule 25-4.066 implements Section 364.15, F.S., 
Compelling Repairs, Improvements, Changes, Additions, or Extensions, which requires the 
Commission to make and serve an order directing that such actions be made as the Commission 
determines reasonably ought to be made, in order to secure adequate service or facilities for basic 
local telecommunications services. In implementing Section 364.15, F.S., Rule 25-4.066 sets 
parameters that ILECs are required to meet in providing basic local telecommunications service. 
Setting such standards by rule ensures uniform enforcement of the Commission's regulatory 
responsibilities exercised under Section 364.15, F.S. 

Staff does not recommend that the Commission change Rule 25-4.066 to increase the 
installation interval from three to five days. The Commission's policy decision to continue to 
require a three-day installation interval was based on the input it received in this rulemaking 
proceeding. Maintaining a three-day installation time while decreasing applicability and 
reporting requirements of the rule was a reasonable balance of the Commission's Section 364.01 
responsibilities of encouraging the deVelopment of competition and considering customer 
protection. 
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The Chapter 2009-226, Laws of Fla., amendments to Chapter 364, F.S., deleted 
references to tariffs, instead referring to rate schedules.9 For this reason, staff recommends that 
the word "schedules" be substituted in place of "filed tariff' in subsection (1) of Rule 25-4.066, 
and that the word "schedule" be used in place of "tariff' in subsection (2) of the rule. 

Rule 25-4.070 Customer Trouble Reports for Residential Service 

Proposed Rule 25-4.070 (p. 22) pertains to trouble reports10 for residential service. The 
rule establishes requirements for telecommunications companies when service needs to be 
restored, identifies circumstances under which a customer must be given a refund or adjustment, 
and requires reports to be filed with the Commission. The Commission proposed that Rule 25­
4.070 be amended to properly characterize the service restoration requirements as "service 
standards" instead of "service objectives." Proposed Rule 25-4.070 contains service standards 
for "service interruption" and "service affecting" trouble conditions. The rule provides that the 
restoration of interrupted service and service affecting trouble conditions shall be scheduled to 
ensure clearance of at least 90 percent of these conditions within the time frames required by 
rule. Provisions regarding repeat trouble conditions were deleted. 

As addressed previously, Joint Petitioners believe proposed Rule 25-4.070 should apply 
to basic residential customer service only. For the reasons previously set forth in this 
recommendation, staff agrees and recommends that this change be made to the title of proposed 
Rule 25-4.070 and to subsections (1) and (8). 

Joint Petitioners also suggest that subsections (2), (3), (4) and (6) of the proposed rule be 
changed to provide for service objectives rather than a stricter requirement of service standards. 
They state that the Commission should be moving toward less regulation as competition 
intensifies and ILECs continue to lose lines to unregulated providers. 

Staff does not believe that proposed Rule 25-4.070 should be changed to adopt Joint 
Petitioners' suggestions concerning service standards. Staff believes that the question before the 
Commission in reviewing these rules is not solely whether or not certain rule provisions are 
needed because competition exists in the telecommunications market, but whether a statutory 
responsibility of the Commission is being implemented by a particular rule, and whether the rule 
is necessary for the proper implementation of that statute. Rule 25-4.070 implements Section 
364.15, F.S., by providing specific requirements regarding restoration of interrupted service, 
repairs on Sundays and holidays, and service interruptions that affect the public health and 
safety. Staff believes that the proposed rule is important and necessary to implement Section 
364.15, F.S. Setting such requirements by rule ensures uniform enforcement of the exercise of 
the Commission's regulatory responsibilities under Section 364.15, F.S. Moreover, rulemaking 

9 See Chapter 2009-226, Laws of Fla.: Sections 364.051(5)(a), 364.1O(3)(a), and 364.3376(2), (3)(c), (8), and (9), 
F.S. 

10 Rule 25-4.003 defines a "trouble report" as "[a]ny 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." 
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is not a matter of agency discretion, and Section 120.54(1 )(a), F.S., requires that each agency 
statement defined as a rule by Section 120.52, F.S., II must be adopted as a rule. 

Staff does not recommend that Rule 25-4.070 be changed to provide for service 
objectives12 instead of service standards. 13 The service restoration requirements in subsections 
(2), (3), (4), and (6) are requirements which companies are expected to meet as representative of 
adequate service, and therefore meet the definition of a service standard. Staff believes that the 
requirements in these subsections are properly characterized as "service standards" instead of 
"service objectives," consistent with Commission practice. 14 

Joint Petitioners also urge that the service standards for trouble clearing be changed to 80 
percent within 48 hours. They state the 80 percent objective would provide a safety net to assure 
that repair time lines stay within certain limits, but would leave more room for market forces to 
find service levels that customers value. Joint Petitioners request that the out-of-service and not­
out-of-service standards be combined. They assert that this change to the proposed rule may 
enable ILECs to achieve greater efficiencies in their repair operations. 

The Commission's proposed rule changed the existing rule language from 95% to 90% 
clearance and maintains the distinction between service interruption and service affecting 
standards. Staff believes that the proposed rule language strikes a reasonable balance between the 
Commission's Section 364.01 responsibilities of encouraging the development of competition 
and considering customer protection. 

CW A urges the Commission to retain subparagraph (1)( c) and subsection (5) of Rule 25­
4.070. Subparagraph (1)(c) provides that if service is discontinued in error, the service shall be 
restored without undue delay and clarification made with the subscriber to verify that service is 
restored and in satisfactory working condition. Subsection (5) of Rule 25-4.070 requires each 
telephone company to establish procedures to ensure the prompt investigation and correction of 
repeat trouble reports, as defined, and that the percentage of repeat troubles would not exceed 20 
percent of the total initial customer reports in each exchange when measured on a monthly basis. 

With regard to subparagraph (l)(c), staff believes that a customer's service that has been 
disconnected in error must be restored within 24 hours pursuant to the provisions of Rule 25­

11 Subsection 120.52(16) defines "rule" as "each agency statement of general applicability that implements, 

interprets, or prescribes law or policy or describes the procedure or practice requirements of an agency or solicits 

any information not specifically required by statute or by the existing rule." 

12 Section 25-4.003(47) defines "service objective" as "[a] quality of service which is desirable to be achieved under 

normal conditions." 

13 Section 25-4.003(48) defines "service standard" as "[a] level of service that a telecommunications company, 

under normal conditions, is expected to meet in its certificated territory as representative of adequate services." 

14 See,~, Docket No. 991376-TL, In re: Initiation of show cause proceedings against GTE Florida Incorporated 

for violation of service standards (concerning, inter alia, violation of the Rule 25-4.070(3)(a), F.A.C., service 

standard); Docket No. 991377-TL, In re: Initiation of show cause proceedings against Sprint-Florida, Incorporated 

for violation of service standards (concerning, inter alia, violation of the Rule 25-4.070(1)(c) and (d) and (3)(a), 

F.A.C., service standards); and Docket No. 99 1 378-TL, In re: Initiation of show cause proceedings against 

BellSouth Telecommunications, Inc. for violation of service standards (concerning violation of the Rule 25­
4.070(l)(d) and (3)(a), F.A.C., service standards). 
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4.070. The tenn "undue delay" did not have an enforceable measure and is appropriately 
deleted. Additionally, it is common practice for companies to contact customers when an outage 
occurs to ensure that the customer is satisfied with the repairs; therefore, the rule requirement is 
appropriately deleted. With regard to subsection (5), repeat troubles are an expense to telephone 
companies that staff would expect should result in prompt investigation and correction without 
the necessity of a rule requirement. It is to the detriment of the company to allow a high 
percentage of repeat troubles to continue without prompt correction. For these reasons, staff 
believes that the deletion of subparagraph (l)(c) and subsection (5) from Rule 25-4.070 IS 

appropriate, and that these provisions should not be retained as suggested by CWA. 

Rule 25-4.073, Answer Time 

Rule 25-4.073 pertains to a company's responsibilities in answering calls to their offices. 
Each company is required to submit a report pursuant to Rule 25-4.0185, F.A.C., to the 
Commission with respect to answer time. The Commission's proposed amendments to Rule 25­
4.073 (p. 25) include clarifying that the rule applies to residential service only, increasing the 
times within which calls directed to business and repair offices must be answered by a company, 
combining repair office and business office answer time service standards, and deleting a 
provision requiring the utility to make answering time studies. 

Joint Petitioners suggest changing the proposed rule to apply to basic local 
telecommunications customers only. Staff agrees and recommends changing the proposed rule 
to apply to basic telecommunications customers only, for the reasons previously set forth in this 
recommendation. 

Subparagraph (l)(a) of current Rule 25-4.073 requires that each company under nonnal 
operating conditions answer at least 90 percent of all calls directed to repair services and 80 
percent of all calls to business offices within 30 seconds after the last digit is dialed when no 
menu driven system is utilized. The Commission has proposed amending the rule to require that 
at least 90 percent of all calls directed to both business and repair offices for solely residential 
service be answered within 90 seconds after the last digit is dialed when no menu driven system 
is used. 

Joint Petitioners recommend deleting the requirements of subparagraph (l)(a). They 
suggest that, instead, answer time for calls directed to repair services and calls directed to 
business offices for basic residential service customers, as opposed to all residential service 
customers, be measured and reported based on the average speed of answer (ASA) which shall 
not exceed 120 seconds. They suggest amending the rule to state that the measurement of ASA 
begins when the call leaves the automated, interactive answering system, referred to as an 
Integrated Voice Response Unit (IVRU), and ends when a service representative answers the call 
or the caller abandons the call. Further, they suggest language that provides that, 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. Joint Petitioners suggest 
language stating that, for companies that do not have systems enabling reporting results on an 
automated basis according to service type, performance shall be measured and reported based on 
results for all residential telecommunications customers. Finally, upon request, the Commission 
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may authorize a company to measure and report results on an alternative basis. Joint Petitioners 
state that aggressive answer time requirements increase costs to companies and decrease capital 
that could otherwise be used to deploy broadband or provide services customers value. 

Staff does not recommend changing the required answer time to an ASA not to exceed 
120 seconds. Staff recognizes that there is some level of competition for basic service. With 
regard to Rule 25-4.073 and the answer time requirements, staff does not believe that 
competition will force companies to answer the telephone, but that it could potentially have the 
opposite effect. In a competitive environment, it is more cost effective to have an automated 
system do as much work as possible and have fewer service representatives answer the 
telephones. In the proposed rule, customers may use the automated features for as long as they 
want to and have no effect on the answer time. Answer time as proposed in the rule is only 
measured from the time a person elects to receive help from a live representative. Staff believes 
that the amendments proposed by the Commission will allow the companies additional flexibility 
in managing their call centers and in regard to using automated systems. Staff also believes that 
90 seconds is a reasonable amount of time for a person to wait for a live attendant when 
compared to answer times in other industries. 15 

Subparagraphs (l)(b) and (c) of Rule 25-4.073 currently state that, when a company uses 
an IVRU, at least 95 percent of the calls offered shall be answered within 15 seconds after the 
last digit is dialed, and the initial recorded message presented by the system to the customer shall 
include the option of transferring to a live attendant within the first 30 seconds of the message. 
The call is required to be transferred by the system to a live attendant when a subscriber selects 
that option or does not interact with the system for 20 seconds, and at least 90 percent of the calls 
shall be answered by the live attendant prepared to give immediate assistance within 55 seconds 
of being transferred to the attendant. 

The Commission has proposed that subparagraph (1)(b) be amended to increase the 
answer time of the IVRU from 15 to 30 seconds in order to give companies the ability to reduce 
the number of trunks. The Commission also proposed changing the time within which the option 
to transfer to a live attendant is presented to the caller from 30 to 60 seconds from the message. 
The Commission proposed amending subparagraph (l)(c) of Rule 25-4.073 to delete as obsolete 
the portion of this rule requiring that subscribers who do not interact with the IVRU for 20 
seconds be transferred to a live attendant. The Commission also proposed amending the rule to 
increase the answer time for live attendants from 55 to 90 seconds. Staff believes that the 
Commission's proposed changes which increase the answer times should result in cost savings to 
the companies. Staff also believes that these increased answer times are an acceptable amount 
of time for both callers and companies as compared to other industries. 16 

15 For example, 47 C.F.R. 76.309, Cable Television Service, Customer Service Obligations, does not use ASA as a 
basis for answer time, but requires, under normal operating conditions, answer time by a customer representative, 
including wait time, not to exceed 30 seconds when the connection is made. 
16 For example, 47 C.F.R. 76.309, requires, under normal operating conditions, answer time by a customer 
representative, including wait time, not to exceed 30 seconds when the connection is made. Ifthe call needs to be 
transferred, transfer time shall not exceed 30 seconds. These standards are required to be met no less than 90 
percent of the time under normal operating conditions, measured on a quarterly basis. 
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Joint Petitioners suggest deleting the language of subparagraphs (1)(b) and (c) and 
replacing it with the statement that the answer time for calls initially routed to an automated 
menu and handled without the intervention of a live business office representative should be 
counted as one second. 

Staff does not recommend changing the proposed rule to make the changes to 
subparagraphs (l)(b) and (c) suggested by Joint Petitioners. The purpose of the answer time rule 
has always been to measure the amount of time it takes for a person to access a live person for 
assistance after the customer has requested a live attendant. Many customers have questions that 
cannot possibly be handled by an automated system. Adding in answer time for an automated 
system is not appropriate because it would skew the answer time results. A one second answer 
time call would offset many calls that far exceed the standards the Commission has set forth. 

Subparagraph (l)(d) defines the term "answered" as used in subparagraphs (1)(a) and (c) 
to mean more than an acknowledgment that the customer is waiting on the line and that the 
service representative is ready to render assistance. Joint Petitioners suggest amending this 
language to limit this definition to calls in which the customer elects to speak to a service 
representative. Staff does not recommend that this suggested change should be made. Staff 
believes that subparagraph (1)( d) should be retained as an important customer service protection. 
Having someone answer the phone without having the ability to assist defeats the purpose of 
electing to speak with a live person. A company could have a person answer the phone only to 
put the person on hold, which would not serve the purpose of providing quality service. 

Rule 25-4.110, Customer Billing for Local Exchange Telecommunications Companies 

Rule 25-4.110 (p. 30) is a very extensive rule which contains specific and detailed 
requirements concerning billing. This rule implements Section 364.604, F.S., which specifically 
requires that each billing party must clearly identify on its bill, among other things, the 
telecommunications or information services billed, and the specific charges, taxes, and fees 
associated with each telecommunications or information service. 17 The statute also specifies that 
the Commission may adopt rules to implement that section. Rule 25-4.110 also implements 
Section 364.603, F.S., which requires the Commission to adopt rules to prevent the unauthorized 
changing of a subscriber's telecommunications service, and Section 364.3382, F.S., which 
requires LECs to make certain disclosures to residential customers. 

The Commission proposed to amend the rule to state that local providers are required to 
meet the requirements of the FCC Truth-in-Billing Requirements for Common Carriers. The 
Commission proposed significant changes to the rule. The Commission proposed deleting the 
following provisions of Rule 25-4.110 that are duplicative of Section 364.604, F.S., or 47 C.F.R. 
64.240l(a), (b) and (d): Subparagraphs (2)(a)(b), and (c), concerning billing requirements; the 

17 Prior to July I, 2009, Rule 25-4.110 also implemented Section 364.19, F.S., which grants the Commission the 
authority to regulate by rule the terms of telecommunications service contracts between telecommunications 
companies and their patrons. However, Section 364.05I(l)(c) was amended effective July 1,2009, such that price 
regulated LECs are exempt from Section 364.19. All LECs operating in Florida are now price regulated. Likewise, 
price regulated LECs are exempt from Sections 364.03, 364.05, and 364.17, F.S., making those statutes inapplicable 
as implementing authority for this rule. 
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provision in subsection (4) reqmrmg itemized bills to be in easily understood language; 
subsection (14), concerning billing information requirements; subsection (17), concerning notice 
of change to the customer's presubscribed provider of local, local toll, or toll service; and the 
language of subsection (2)( d) which states that each billing party shall set forth on the bill all 
charges, fees, and taxes which are due and payable. The Commission proposed deleting as 
obsolete subparagraph (4)(c), which requires a bill to itemize touch tone service charges; the 
provision in subsection (10) referencing ratemaking proceedings; and the provisions of 
subsection (15) of Rule 25-4.110, addressing requirements concerning charges for Pay Per Call 
service (900 or 976). 

The Commission proposed amending subsection (4) such that the annual itemized bill 
shall be accompanied by a bill insert or bill message, rather than by solely a bill stuffer. Further, 
the Commission proposed amending subparagraph (5)(c) to allow the statement on bills of either 
dollar amounts or items, rather than solely items for which nonpayment will result in 
disconnection. The purpose of this amendment is to give the companies more flexibility in their 
bill presentation. 

Additionally, the Commission proposed deleting unnecessary provisions of subsection 
(7), and all of subsection (11) of Rule 25-4.110, Local Communications Services Tax, in part as 
duplicative of Chapter 202, F.S., Communications Services Tax Simplification Law, which 
authorizes and addresses local communications services tax, and in part because certain 
provisions are adequately addressed through Section 364.604. The Commission also proposed 
deleting subsection (12), State Communications Services Tax, as unnecessarily duplicative of 
definitions found in the Chapters 202 and 203, F.S., and, in part, as adequately addressed by 
Section 364.604. 

Joint Petitioners state that Rule 25-4.11 0 is "unnecessary in Florida because the 
telecommunications market is competitive." They request that the Commission change 
subsection (1) of the proposed rule to reference the FCC's Truth-In-Billing requirements and 
strike the remaining subsections (2) through (16) of the proposed rule. They assert that "[t]he 
FCC's Truth-In-Billing requirements provide customers the tools needed to make informed 
choices in the market and provide carriers with specific requirements as to information provided 
to customers on their bills." 

Joint Petitioners state that subsections (3), (4) and (5) do not apply to competitive local 
exchange telecommunications companies (CLECs) or the ILECs' other competitors. Moreover, 
they assert that subsections (3) and (4) are unnecessary because they are adequately covered by 
Section 364.3382, F.S. 

Joint Petitioners state that subsection (6) is unnecessary because it is duplicative of the 
requirement in subparagraph (1)(b) of Rule 25-4.070, F.A.C. As for subsection (10) of the 
proposed rule concerning backbilling mistakes, Joint Petitioners state that CLECs are not subject 
to such a requirement and instead are governed by the applicable statute of limitations, and the 
same should be true for the ILECs. 18 

18 Joint Petitioners did not allege what statute of limitations would apply to backbilling mistakes. 
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Joint Petitioners assert that the requirements of proposed Rule 25-4.110(12) relating to 
900/976 rules addressing 900/976 notice of blocking provisions to the customer and regarding 
adjusting the bill containing Pay Per Call charges when the customer states that he/she had no 
knowledge that such calls have a charge, are not applied to the ILECs' competitors and are 
"unnecessary in today's environment." Moreover, they state that the FCC's rules and Section 
364.604, F.S., require carriers to clearly identify all charges on the bill and to provide specific 
notice about how to contest charges. They assert that, if a dispute arises, the appropriate method 
to resolve it would be a complaint proceeding before the Commission. 

Staff does not believe that the Commission should adopt Joint Petitioners' suggested 
changes to the proposed rule. While staff believes that the FCC Truth-in-Billing regulations and 
state statutes allow deletion of the rule provisions as proposed by the Commission in amending 
Rule 25-4.110, the provisions included in the proposed rule should be retained because they are 
not duplicative of the law, and are not obsolete or unnecessary. Subsections (1) through (15) of 
proposed Rule 25-4.110, address an option for monthly billing, an annual itemized bill with 
explanation, bill credits for out-of-service conditions, minimum time for bill payment, annual 
notice regarding directory closing date and listing updates/additions, annual notice regarding "no 
sales solicitation" list, a 12-month limit on backbilling, application of partial payments, removal 
of unauthorized charges, notification of PC Freeze availability, and requests from customers for 
a billing party to restrict charges in its bills. These provisions of Rule 25-4.110 provide 
important consumer safeguards and information to customers. Staff believes that these 
requirements in proposed Rule 25-4.110 are necessary and important to the Commission's 
implementation of Section 364.604, F.S. 

Staff does not believe that the Commission should adopt Joint Petitioners' suggestion to 
delete provisions for which the Commission proposed amendments. Staff recommends that no 
change be made to the proposed subsection (2), which adds language stating that the billing party 
will provide a plain language explanation to any customer who contacts the billing party, and 
which replaces similar language proposed for deletion in subparagraph (2)(d)2.b. of the rule. 
Staff believes that this is an important customer protection which should be maintained. 

Subsection (3)(a) of Rule 25-4.11 0 requires that each LEC shall provide an itemized bill 
for local service with the first bill rendered after local exchange service to a customer is initiated 
or changed. Staff does not agree with Joint Petitioners that subsection (3) is adequately covered 
by Section 364.3382, and therefore should be deleted as unnecessary. This requirement is not 
specifically states in the statute, and staff believes that it is an important customer protection. 

Proposed rule subsection (4) contains provisions which implement Section 364.3382, 
F.S., and which are not specifically stated in the statute. Section 364.3382, Disclosure, 
essentially requires a new residential customer to be advised of the least-cost service alternative, 
and provide a listing of what information an itemized bill shall include and the option of using a 
bill message instead of a bill insert. This section was amended, effective July 1,2009, to delete 
the requirement that the disclosure be in the form of a bill insert, and to delete the requirement 
that copies of both the written notices and information provided to customer service 
representatives concerning this disclosure be submitted to the Commission for prior approval. 
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Staff does not agree with Joint Petitioners that subsection (4) is adequately covered by Section 
364.3382, and therefore should be deleted as unnecessary. However, Staff recommends that 
proposed Rule 25-4.110(4) be amended, consistent with the statutory amendments, to delete the 
language that: "This bill insert or bill message shall be submitted to the Commission's Division 
of Regulatory Compliance." (p.32) 

Likewise, staff recommends that subsection (5) be retained in its current form as 
proposed by the Commission. (p.33) Subsection (5) lists items which are required to be on all 
bills rendered by a LEC: Discount or penalty, past due balance, items for which nonpayment 
will result in disconnection of basic local service, long-distance monthly or minimum charges 
and usage charges, usage-based local charges, telecommunications access system surcharge, 911 
fee, and delinquent date. Staff believes that this information is important for customers and that 
this subsection should, therefore, be retained. 

Staff recommends that the Commission should not adopt Joint Petitioners' suggestion to 
delete Subsection (5)(c) which requires a LEC or IXC to adjust the first bill containing Pay Per 
Call charges upon the customer's stated lack of knowledge that such calls have a charge, and to 
make a second adjustment if necessary as described in the rule. Further, staff does not 
recommend adopting Joint Petitioners' suggestion to delete the language of this provision which 
requires that at the time the charge is removed, the end user/customer must be notified of the 
availability of free blocking of Pay Per Call service. Staff believes that these provisions are 
required in order to provide customers with protection. Staff notes that Section 364.604(3) 
provides additional protection to customers by requiring that every billing party provide a free 
blocking option to a customer to block 900 or 976 telephone calls. 

Staff also recommends that subsection (6) of the Rule 25-4.110 be retained in its current 
form as proposed by the Commission. Staff does not agree with Joint Petitioners that this 
subsection is duplicative of the requirement in Rule 25-4.070(1)(b), F.A.C. Subsection (6) 
requires each company to make appropriate adjustments or refunds where the subscriber's 
service is interrupted through no fault of the subscriber, and remains out of order in excess of 48 
hours after the subscriber notifies the company of the interruption. Rule 25-4.070(1)(b) does not 
address how a refund or adjustment is to be calculated. 

Staff does not recommend that subsection (10) be deleted as suggested by Joint 
Petitioners. Proposed subsection (10) requires that the company may not backbill in excess of 12 
months where any undercharge in billing of a customer is the result of a company mistake. Staff 
recommends retaining that portion of subsection (10) as proposed by the Commission because it 
provides certainty to the company and the customer. (p.35) 

In addition, staff recommends that the Commission should not adopt Joint Petitioners' 
suggested deletion of proposed subsection (13). Proposed subsection (13) specifies that 
customers must be notified that a PC-Freeze is available "at no charge" and requires that 
notification shall conform to the requirements of Rule 25-4.083. (p. 40) Staff believes that the 
proposed amendments to subsection (13) of Rule 25-4.110 are required by Section 364.603, F.S., 
which states the Commission must adopt rules which "provide for the notification to subscribers 
of the ability to freeze the subscriber's choice of carriers at no charge." 
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Issue 2: Should the Commission adopt changes to proposed Rule 25-4.083, Florida 
Administrative Code, as suggested by the FCT A ? 

Recommendation: No, the Commission should not adopt FCTA's suggested changes to 
proposed Rule 25-4.083, F.AC. (Cowdery, Miller, Salak, Mailhot, Kennedy) 

Staff Analysis: Rule 25-4.083 imposes requirements on local exchange providers concerning 
imposition and removal of a Preferred Carrier Freeze (PC-Freeze)19 on a subscriber's account, 
including information which must be contained on written authorizations to impose a PC-Freeze 
on a preferred provider selection. Rule 25-4.083 implements Section 364.603, F.S., 
Methodology for Changing Telecommunications Provider, which requires the Commission to 
adopt rules to prevent the unauthorized change of a subscriber's telecommunications service, to 
provide for specific verification methodologies, to provide for the notification to subscribers of 
the ability to freeze the subscriber's choice of carriers at no charge, to allow for a subscriber's 
change to be considered valid if verification was performed consistent with the Commission's 
rules, to provide for remedies for violations of the rules, and to allow for the imposition of other 
penalties available in Chapter 364, F.S. 

The Commission proposed to amend Rule 25-4.083 by requiring local providers to meet 
the requirements of 47 C.F.R., 64.1190 concerning PC-Freezes. (p. 30) Further, the Commission 
proposed to delete the rule requirements of Rule 25-4.083 which were duplicative of the 
provisions of47 C.F.R 64.1190. In addition to the 47 C.F.R. 64.1190 requirements, the proposed 
rule contains three subsections. 

The Commission proposed to amend Rule 25-4.083 to add a new subsection (1) to state 
that a local provider shall make available a PC-Freeze upon a subscriber's request. (p. 27) In 
addition, the Commission proposed retaining the rule requirements that a PC-Freeze shall not be 
required as a condition for obtaining service and that a PC-Freeze shall be implemented or 
removed at no charge to the subscriber. The Commission proposed deleting the remaining 
subsections of Rule 25-4.083. 

The Commission proposed that subsection (5) of Rule 25-4.083 should be deleted. This 
subsection prohibits a local provider from soliciting, marketing, or inducing subscribers to 
request a PC-Freeze, but states that a local provider is not prohibited from informing an existing 
or potential new subscriber who expresses concerns about slamming about the availability of a 
PC-Freeze. 

The Commission proposed that Rule 25-4.083 be amended to delete subsections (3), (6), 
and (8), as covered by the requirements of the 47 C.F.R. 64.1190(c), (d)(2), and (e), respectively. 
Subparagraphs (4)(a) and (b) of Rule 25-4.083 were deleted because they are covered by the 
requirements of 47 C.F.R 64.1190(d)(1). Likewise, subparagraphs (7)(a) through (c) of Rule 25­
4.083 were deleted because they are covered by the requirements of47 C.F.R 64.1190(d)(3). 

19 A PC-Freeze is defined in Rule 25-4.003(43) as "[a] service offered that restricts the customer's carrier selection 
until further notice from the customer." 
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The Commission proposed that subsection (9) of Rule 25-4.083 be deleted because it is 
unnecessary. This subsection requires a local provider to retain authorization documentation or 
recordings for a period of one year as proof that a customer requested implementing or lifting a 
PC-Freeze. 

In its comments, FCTA suggests that the Commission essentially withdraw its proposal 
to amend Rule 25-4.083 and keep the rule as it exists today, with the exception of subsection (9), 
the one-year record retention requirement, which it believes may be deleted. FCT A states that 
Rule 25-4.083 protects consumers by ensuring that no "slamming" of a customer, i.e., the 
unauthorized switch of a customer's carrier, can occur. It asserts that the rule also safeguards 
competition and ensures a level playing field because the rule prevents a carrier from imposing a 
PC-Freeze on a customer without that customer's consent. FCT A states that, were it otherwise, 
carriers could unilaterally prevent any customer from switching to a competitor by imposing a 
PC-Freeze without the subscriber's consent, thereby "stopping competition in its tracks." It 
contends that Florida's existing rule represents "a thoughtful and measured effort." FCTA 
asserts that the amendments the Commission is proposing to Rule 25-4.083 lack evidentiary 
support in the record. 

Specifically, FCTA disagrees with adding proposed subsection (1) to Rule 25-4.083. 
FCT A states that there has been no showing in this docket that the information required by 
proposed subsection (1) would be beneficial to consumers. FCTA asserts that introducing a new 
requirement in the rule that LECs provide notice to their customers of the PC-Freeze option 
could hamper competition. 

Staff does not agree with FCT A's characterization of proposed subsection (1). Proposed 
subsection (1) is not a notification provision, but is a requirement that the companies make 
available a PC-Freeze upon a subscriber's request. This subsection was added because it is not 
specifically required blc 47 C.F.R. Section 64.1190. 47 C.F.R. 64.1190 applies only to LECs 
who offer PC-Freezes. 0 Thus, if a LEC elects not to offer this service, customers would not be 
able to obtain a PC-Freeze to protect themselves from an unauthorized carrier change. In 
contrast, Section 364.603, F.S., requires telecommunications companies to offer PC-Freezes, and 
Rule 25-4.083, F.A.C., applies to ILECs, CLECs, and intrastate interexchange companies 
(IXCs). 

FCTA disagrees that the offer of a PC-Freeze is mandatory. It states that Section 
364.603, F.S., requires consistency with federal law, yet the federal regulations suggest that 
offering PC-Freezes is optional. FCTA states that it is concerned that under the proposed rule 
ILECs could aggressively solicit existing customers to freeze their choice of carrier, making it 
more difficult to transfer a customer seamlessly to a new network. FCT A states that the PC­
Freeze makes it harder for a competitor to win a customer because it creates numerous additional 
steps to "unfreeze" the carrier choice. 

Staff believes that, in order to implement Section 364.603, F.S., the offer of a PC-Freeze 
must be a mandate. The law requires the Commission to adopt rules to prevent slamming and 

20 47 C.F.R. 64.1190(a) 
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take other actions, such as requiring the companies to notify subscribers of the ability to freeze 
the subscriber's choice of carriers. 

FCT A also disagrees with deletion of subsection (5) of the existing rule, which prohibits 
ILECs from soliciting their subscribers to place PC-Freezes on their accounts. FCTA states that 
this provision is designed to ensure a level playing field between incumbent and competitor. It 
asserts that the presence of this rule requirement has helped facilitate competition in Florida. 
FCT A states that removing the "no solicitation" rule would enable ILECs to create a new hurdle 
for competitors to clear when seeking to win customers. Allowing a solicitation of a PC-Freeze 
would enable a competitor to freeze customers in place, thereby erecting a barrier to competition. 
Thus, FCT A urges the Commission to withdraw the changes it has proposed to this section of the 
rule. 

Staff does not recommend that proposed Rule 25-4.083 be changed to prohibit ILECs' 
soliciting their subscribers to place PC-Freezes on customer accounts. Staff believes that 
subsection (5) is appropriately deleted because there will be sufficient consumer protections 
remaining in proposed Rule 25-4.083, proposed Rule 25-4.110(13), and 47 C.F.R. 64.l190 to 
prevent companies from misleading customers about PC-Freezes. Section 64.1190 provides that 
all carrier-provided solicitation must include an explanation, in clear and neutral language, of 
what a PC-Freeze is and what services may be subject to a freeze. Proposed Rule 25-4.110(13), 
requires that companies billing for local service must provide notification to customers about the 
availability of a PC-Freeze at no charge. Proposed subsection 25-4.083(2) prevents a company 
from forcing a customer to take a PC-Freeze as a condition for obtaining service. If there are 
abusive or anti competitive practices that are alleged, the Commission is required by Section 
364.603, F.S., to resolve on an expedited basis any complaints of anticompetitive behavior 
concerning a local PC-Freeze. 

FCT A initially took the position in this docket that the Commission should retain 
subsection (9) of the rule which requires authorization confirmation to be retained for one year to 
show that a customer requested the implementation or lifting of a PC-Freeze. However, in its 
supplemental comments, FCT A states that the one year record retention requirement is no longer 
necessary due to the Chapter 2009-226, Laws of Fla., amendments to Section 364.603, F.S., 
which place the burden of proving that a customer requested a PC-Freeze on the provider 
asserting that the PC-Freeze exists. FCTA states that existing federal rules and the statutory 
amendments create an incentive for providers to retain information showing a customer actually 
requested a PC-Freeze, because if the provider does not retain evidence of a customer request, 
any complaint concerning whether a customer actually requested the freeze will likely be 
resolved against the provider. FCTA states that the incentives for ILECs to retain these records 
enables the Commission to resolve disputes quickly and in a way that benefits the customer and 
fairness in the marketplace. 

Consistent with FCTA's position in support of the proposed deletion of subsection (9), 
staff continues to recommend that the rule retention requirement be deleted as proposed. Staff 
also notes that Section 364.603 has been amended to require the Commission to resolve on an 
expedited basis any complaints of anticompetitive behavior concerning a local PC-Freeze. As 
pointed out by FCT A, the amended statute provides that the telecommunications company that is 
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asserting the existence of a local PC-Freeze shall have the burden of proving through competent 
evidence that the customer did in fact request the freeze. If the company does not retain 
authorization confirmation records, it may have a difficult time meeting this burden of proof. 

FCTA also suggests that subsections (10), (11) and (12) of Rule 25-4.083 be retained. 
FCTA states that these subsections contain provisions designed to ensure that back office 
procedures account for PC-Freezes when an underlying wholesale service provider changes. 
FCTA specifically points to subsection (11) of Rule 25-4.083 as a means to increase 
communications between providers and states that deleting this subsection could have a harmful 
effect on those interactions. 

Staff believes that these back office procedures are generally better left as "best 
practices" of the industry. Furthermore, these subsections were originally adopted in 2004 at the 
request of several telecommunications companies.21 Because the industry requested elimination 
of these provisions in this rulemaking, staff concluded that the industry has changed its 
operational practices such that the issues addressed by these rules no longer exist as impairments 
to the competitive market. 

FCT A states that ILECs still possess the power unilaterally to delay or prevent customers 
from switching to a competitor. FCTA states that for these reasons the Commission should keep 
Rule 25-4.083 as it is in effect today. 

While staff agrees that Rule 25-4.083 has been an effective and well-balanced rule, we 
recommend the streamlining of the rule as proposed by the Commission and as set forth in this 
recommendation. Streamlining should retain the key ingredients of the rule, while minimizing 
the burden on the companies. 

21 Docket No. 040167-TP, In Re: Proposed adoption of Rules 25-4.082, F.A.C .. Number Portability, and 25-4.083, 
F.A.C.. Preferred Carrier Freeze; and proposed amendment of Rules 25-4.003. F.A.C., Definitions; 25-24.490, 
F.A.C., Customer Relations: Rules Incorporated: and 25-24.845, F.A.C., Customer Relations; Rules Incorporated. 
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Issue 3: Should this docket be closed? 

Recommendation: Yes. (Cowdery, Miller) 

Staff Analysis: If the Commission votes to accept staff's recommendation in Issues I, a notice 
of change must be issued prior to the filing of the rules with the Secretary of State. If, however, 
the Commission votes not to change the proposed rules addressed in Issue 1, the rules will be 
filed with the Secretary of State for adoption without changes. If the Commission votes to 
accept staff's recommendation in Issue 2, proposed Rule 25-4.083 will be filed with the 
Secretary of State for adoption without changes. In either instance, the docket should be closed 
once the rules are filed with the Secretary of State. 
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25-4.0185 Periodic Reports. 

lII£ach local exchange telecommunications company shall file with the 

Commission's Division of Service, Safety and Consumer AssistanceGompetitiv:e Markets and 

Enforoement the information required by Commission Form PSC/SSCbMP 28 (xx/xx4fG§.), 

which is incorporated into this rule by reference. Form PSC/SSCbMP 28, entitled 

"Engineering Data Requirements," may be obtained from the Commission's Division of 

Service, Safety and Consumer AssistanceGompetitive MaI'kets and Enforcement. 

(II) The information required by schedules 2,3,8, 11, and 15 and 16 of Form 

PSC/SSCbMP 28 shall be filed reported on a quarterly basis by the large LECs and 

semiannually by the small LECs and shall be filed on or before the end of the month following 

the reporting period. 

<II) Schedules 2,3,1 Land 15 of Form PSC/SSC 28 shall apply to __ 

The information required by Schedule 19 of Form 

PSG/GMP 28 shall be reported on a semiannool basis and shall be filed on or before the end of 

the month following the second and fourth q:uerters. 

Specific Authority 350.127(2) FS. 

Law Implemented 364.01 (4), 364.183(1) FS. 

History-New 12-14-86, Amended 7-20-89, 12-27-94,3-10-96,4-3-05:.., ___ 

25-4.066 Availability of Service. 

(1) Each telecommunications company shall provide central office equipment and 

outside plant facilities designed and engineered in accordance with realistic anticipated 

CODING: Words underlined are additions; words in struok through type are deletions 
from existing law. 
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customer demands for local telecommunications service within its certificated area in 

accordance with its 

to secure and provide, for reasonable expense, suitable facilities and rights for construction 

and maintenance of such facilities. 

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

percent of all requests for. in any calendar 

month shall normally be satisfied installed in each exchange of at least 50,00 lines and 

quarterly in exchanges of less than 50,000 lines within an interval of three working days after 

receipt of application when all .. requirements relating thereto have been 

complied with, except those instances where a later installation date is requested by the 

applicant~ 

(3) If the applicant requests an installation date beyond three working days, the 

requested date shall be counted as day three for measurement purposes. 

(4) When an appointment is made in order for the company to gain aceess to the 

customer's premises, the mutually agreed upon date vAll be day three for measurement 

purposes. Failure of the customer to be present to afford the company representative entry to 

the premises during the appointment period shall exempt the order for measurement purposes. 

Whenever a company represeBtati¥e is unable to gain admittance to a customer's premises 

during the scheduled appointment period, the company representative shalllea't'e a notice, 

stating the name of the company representative and the date and time the company 

representatiYe was at the premises. 

(5) Each telecommunications company shall establish as its objecti','e the satisfaotion 

ofat least 95 percent of all applications for new service in eaoh exchange within a 30 day 

maximum interval and, further, shall haYfe as its objeotive the capability offumishing service 

CODING: Words underlined are additions; words in struck through type are deletions 
from existing law. 
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within eaeh of its exehanges to applicants 'lAthin 60 days after date of applieation; except 

those instances 'llhere a later installation date is requested by the applicant or INhere speeial 

equipment or senrioes are involved. 

(6) Whenever, for any reason, the service installation cannot be made at the time 

requested by the applieant or '?lithin the preseribed interv:al, the applicant shall be notified 

promptly of the delay and the reason therefor. 

(7) \Vhere fooility additions are required to make service 8?lailable, the applicant shall 

be further advised as to the circumstanoes and conditions ander wliich service 'NiH be provided 

and as soon as practicable an estimated date 'when serv:ice vAll be furnished. '}lith respect to 

applications aged over six months all serv:ice dates that result in a further delay due to the 

company's inability to meet the original estimated date of service shall be identified in the 

appropriate section of the report ofheld applications filed with the Commission and shall 

inelude an ~(planation of the reasons therefor. 

Q-8) Each company shall report .: 

performance pursuant to Rule 25-4.0185, F.A.C., Periodic Reports, the performance of the 

company ,t't'ith respect to the availability of service requirements,!. as outlined in Form 

PSC/CMP 28 (4105), incorporated into Rule 25 4.0185, F.A:.C., by reference and available 

from the Division of Competitive Markets and Enforcement. Booh company shall explain the 

reasons for all service orders that are not completed vAthin 30 calendar days. 

Specific Authority 350.127(2) FS. Law Implemented 364.025 364.15, 


364.183,364.185 FS. History-Revised 12-1-68, Amended 3-31-76, Formerly 25-4.66, 


Amended 3-10-96, 4-3-05, 4-3-05 ...., ___ 


25-4.070 Customer Trouble Kel()Or1rS; 


(1) Each telecommunications company shall make all reasonable efforts to minimize 
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the extent and duration of trouble conditions that disrupt or 

"iii service. Trouble reports will be classified as to their 

severity on a service interruption (synonymous with out-of-service or OOS) or service 

affecting (synonymous with non-out-of-service or non-OOS) basis. Service interruption 

reports shall not be downgraded to a service affecting report; however, a service affecting 

report shall be upgraded to a service interruption if changing trouble conditions so indicate. 

(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 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 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 within 24 hours after the trouble was reported. 

(c) If service is discontiooed in error by the telephone company, the service shall be 

restored without andae delay, and clarification made with the sabscriber to ¥erify that seryice 

is restored and in satisfactory vl6rking condition. 

(2) Sundays and Holidays: 

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

fire, companies are not required to provide normal repair service on Sundays. Where any 

repair action involves a Sunday or holiday, that period shall be excepted when computing 

service standardsobjecti¥es, but not refunds for service interruptions008 conditions. 

(b) Service interruptions occurring on a holiday not contiguous to Sunday will be 
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treated as in paragraph (2)(a) of this rule. For holidays contiguous to a Sunday or another 

holiday, sufficient repair forces shall be scheduled so that repairs can be made if requested by 

a subscriber. 

(3) Service Standards Objectives: 

(a) Service Interruption: Restoration ofinterrupted service shall be scheduled to ensure 

ffis:t:H:e at least 90% percent shall be cleared within 24 hours of the report.!. iR eooh exehange 

that eommRs at least 50,000 liRes and will be measured OR a moRtkly basis. For exchanges that 

coRtaiR less than 50,000 !iRes, the results can be aggregated OR a quarterly basis. For any 

exckaRge failiag to meet this objeetp.'e, the compaRy shall provide an explanatioR ","ith its 

periodie report to the CommissioR. 

(b) Service Affecting: Clearing of service affecting trouble reports shall be scheduled 

to ensure ffis:t:H:e at least 90% percent of such reports are cleared within 72 hours of the report.!. 

iR eaeh exchange ",thich coRtaiRs at least 50,000 }iRes and will be measured OR a moRtkly 

basis. For e~(ekaRges which eORtaiR less than 50,000 !iRes, the results ean be aggregated OR a 

quarterly basis. 

(10) If the customer requests that the service be restored on a particular day beyond the 

service standards objecti'fes outliRed in subsection (3)paragraphs (a) and (b) above, the trouble 

report shall be counted as having met the service standards objeeti¥e if the requested date is 

met. 

(4.2.) 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. 

(5) Repeat Trouble: Baeh telephoRe company shall establish proeedures to iRsure the 

prompt iR'.'estigatioR and eorrectioR of repeat trouble reports SUeft that the pereeRtage of repeat 
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troubles will not exceed 20 percen:t of the total initial customer reports in each exchange '",hen 

measured on a mon:thly basis. A repeat trouble report is another report iw.'olving the same item 

of plant within 30 days of the initial report. 

(6) The service standards objectives of this rule shall not apply to subsequent customer 

reports, or (not to be confused with repeat trouble reports), emergency situations, such as 

unavoidable casualties where at least 10 percent of an exchange is out of service. 

(7) Reporting Criteria: Each company shall report pursuant to periodically report the 

data specified in Rule 25-4.0185, F.A.C., Periodic Reports, the performance of the company 

with respect to customer trouble reports.on Porm PSC/CMP 28 (4/05), incorporated into Rule 

25 4.0185. P.A.C., by reference and a¥ailable from the Di'lision ofCompet:iti¥e Markets and 

Enforcement. 

Specific Authority 350.127(2) FS. Law Implemented 364.01(4), 364.15, 

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 ... , ___ 

25~4.073 Answering 

(1) Each telephone company utility 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 to meet the following service standards criteria under normal 

operating conditions: 

(a) At least 90 percent of all calls directed to repair services and 80 percen:t of all calls 

to business and repair offices ~~= shall be answered 

within 9WQ 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 
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(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 30+-§. 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 Q.~O seconds of the message. 

(c) For subscribers who e#hef select the option of transferring to a live assistant,-er-de 

not interact with the system for t'.venty seoonds, 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 90* seconds of being transferred to the attendant. 

(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. It shall mean 

that the service representative is ready to render assistance. 

(2) Ans"T'lering time studies using actual data or any statistically 'valid substitute for 

actual data shall be made to the ~(tent and frequency neoessary to determine compliance '""ith 

this rule. 

(l~) 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. 

(4) Each company shall report, pursuant to Rule 25-4.0185, F.A.C." Periodic Reports, 

the performance of the company with respect to answer time:. as outlined in Form P8C/CMP 
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28 (4/05), incorporated iato Rule 25 4.0185, F.A.C., by refereace aad available from the 

Division of Compet:iti'fe Markets and Eaforcemem. 

364.386, 365.171 FS. Specific Authority 350.127(2) FS. Law Implemented 364.01(4), 

History-New 12-1-68, Amended 3-31-76, Formerly 25-4.73, Amended 11-24-92,4-3­

05,,--,___ 


25-4.083 Preferred Carrier Freeze. 


(1) A local provider shall make available a PC-Freeze upon a subscriber's request. 

ill fJ:1 A PC:.Freeze shall not be imposed or remo'fed on a subscriber's account 

'NithOUl: the subscriber's authorizatioa aad shall aot be required as a condition for obtaining 

service. 

ill~ A PC:Freeze shall be implemented or removed at no charge to the subscriber. 

(3) The subscriber's authorization shall be obtaiaed for eaeh service for which a PC 

Freeze is requested. Procedures implemeated by local ~chaBge providers must clearly 

distinguish amoag telecomnmaicatioas services (e.g., local, local toll, aad toll) subject to a PC 

Freeze. 

(4) l\U aotificatioa material regardiag PC Freezes must include: 

(a) .An explaaatioa of what a PC Freeze is aad ,vhat services are subject to a freeze; 

(b) A descriptioa of the specific procedures aecessary to lift a PC Freeze aad aa 

explaaation that the subscriber will be uaable to make a chaage ia provider selection UBless 

the subscriber authorizes liftiag of the PC Freeze; and 

(c) Pill e}(plaaatioa that there are ao charges for implemeating or removiag a PC 

Freeze. 

(5) A local pro·/ider shall not solicit, market, or iaduce subscribers to request a PC_ 
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Freeze. A local pro'/ider is not prohibited, fioviever, from informiag an existiag or poteatial 

ae'lt' subseriber wh:o e)(presses coacems abom slammiag about ilie availability ofa PC_Freeze. 

(6) A local exchange provider shall aot implemeat a PC Freeze lll1less ilie subseriber's 

request to impose a freeze fias first beea coafirmed ia accordance with ORe oftfie followiag 

procedllfes: 

(9) The local excfiange pro'lider fias obtained ilie sllhscriber's writtea or electronieally 

sigaed amfiorizatioa in a form iliat meets ilie reqairements of sllhsectioa (7); 

(b) The local excfiaage provider has obtained ilie subseriber's electronic aatftorization, 

plaeed from ilie telephoae number(s) oa whicfi the PC Freeze is to be imposed. The eleotronic 

authorization should coafirm appropriate '1erificatioa data (e.g., ilie sllhseriber's date ofbirili 

or tfie last fOllf digits offue subscriber's social sectuity awnber) and ilie informatioa reqaired 

in paragrapfis (7)(9) through (d). Telecommunioatioas pro'liders eleetiag to confirm PC Freeze 

orders eleetronieally sftall establisfi oae or mere toll free telepl10ne awnbers exclusively for 

iliat purpose. Calls to the number(s) w-ill oonnect a sllhscriber to a '/oice response ooit, or 

similar meofiaaism iliat records tfie required information regarding ilie PC Freeze request, 

including automatioally recording ilie originating automatio awnbering ideatifioatioa; or 

(0) An indepeadeat iliird party fias obtaiRed ilie sllhsoriber's oral auiliorization to 

sllhmit the PC Freeze and coafirmed the appropriate verification data (e.g., the subseriber's 

date of birth or the last follf digits of ilie subscriber's social secllfity nwnber) aad the 

informatioa required ia paragrapfis (7)(9) througfi Ed). The indepeadent tfiird party mast not be 

owned, managed, or directly coatrolled by ilie pro'lider or ilie proy/ider's marketing ageat; 

fillSt not fiave any fiaancial incentive to coafirm PC Freeze requests for ilie pro'iider or the 

provider's marketiag agent; and must operate ia a location pfiysioally separate from the 

provider or the provider's marketing ageat. The conteat of the verification must include clear 
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and oOflspiouous oOflfiFmatiOfl that the subseriber has authorized a PC Freeze. 

(7) A looal exchaflge pro'lider shall acoept a subscriber's 'Nritten afld signed 

authorizatiofl to im:pose a PC Freeze on a preferred provider selection. A vffitten &Utaorization 

saall be printed in a readable type of suffioient size to be clearly legible afld m:ust contain clear 

afld unam:biguous laflguage that confiFms: 

(a) The subscriber's billing name afld address &fld tae telepaone num.ber(s) to be 

oovered by the PC Freeze; 

(b) The specifio servioe, (e.g., local, local toll, afld toll), separately stated, on waiea a 

PC Freeze 'Ifill be im:posed.; 

(e) That tae subscriber understaflds that to m:ake a change in provider selection, the 

subscriber m:us! lift tae PC Freeze; afld 

(d) Taat there 'Ifill be flO oaarge to the subscriber for a PC Freeze. 

(8) All local excaaflge providers saall, at a m:iniffiUlH, offer subscribers the follovling 

procedures for lifting a PC Freeze: 

(a) Acceptafloe of a subscriber's '.witten or eleotromoally signed autaorization; afld 

(b) Acceptaflce of a subscriber's oral autaorization along 'lfith a m:eehaBisB'l that allows 

the subm:itting provider to conduct a three way oonference oall betv;een the provider 

aEimimstering the PC Freeze afld the subscriber. The provider administering tae PC Freeze 

shall confiFm appropriate '/erifieation data (e.g., tae subscriber's date of birth or the last four 

digits of the subscriber's sooial security number) afld the subscriber's intent to lift a specific 

PC Freeze. 

(9) InfoFmation obtained under subsection (6) afld paragraph (8)(a) shall be retained by 

the proyider for a period of one year. 

(10) A PC Freeze shall not proaibit a local pro:vider from: ohaflging wholesale servioes 
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when serving the same end user. 

(11) Local providers shall:t1'lake allailable an indicator on the customer service record 

that identifies vtftether the subscriber curreatly has a PC Freerle in place. 

(12) Local providers shall make a"f'ailable the ability for the subscriber's new local 

provider to initiate a local PC Freerle using the local service request. 

(4) In addition to the requirements listed in subsections (1) through (3) above, a local 

provider shall meet the requirements as prescribed by the Federal Communications 

Commission in Title 47, Code of Federal Regulations, Part 64, Section 64.1190, Preferred 

Carrier Freeze, revised as of October 1, 2007, which is hereby incorporated into this rule by 

reference. 

Specific Authority 350.127, 364.01, 364.603 FS. Law Implemented 364.01,364.603 FS. 

History-New 9-9-04.2...:'A~m~e~nd:::!e::.::::d:...-___ 

25-4.110 Customer Billing for Local Exchange Telecommunications Companies. 

(1) Each company shall issue bills monthly or may offer customers a choice of billing 

intervals that includes a monthly billing interval. 

(2) Bach billing party shall set forth on the bill all charges, fees, and taxes vfflich are 

due and payable. 

(a) There shall be a heading for each originating party which is billing to that customer 

account for that billing period. The heading shall clearly and conspicuously indicate the 

originating party's name. If the originating party is a certificated telecommunications 

company, the certificated name must be shovi'n. If the originating party has more than one 

certificated name, the name appearing in the heading must be the name used to market the 

service. 

(b) The toll free customer service number for the service provider or its customer 
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service agent must be conspiouously displayed in the heading, immediately belo ...., the heading, 

or immediately following the list of charges for the service proT/ider. For purposes of this 

subparagraph, the service pro'/ider is defined as the company v/hich proyided the service to 

the end user. If the service proyider has a oustomer servioe agent, the toll free number must be 

that oftbe customer service agent and must be displayed VIith the service proyider's heading 

or with the oustomer service agent's heading, ifan),. For purposes of this s\:lbparagraph, a 

C\:lstomer service agent is a person or entity that aots for any originating party p\:lfS\:lant to the 

terms of a Written agreement. The scope of such ageney shall be limited to the terms of sooh 

'mitten agreement. 

(0) Each charge shall be described under the applicable originating party heading. 

(d)1. TEl*es, fees, and s\:lfcharges related to an originating party heading shall be shown 

immediately below the charges described under that heading. The terminology for Federal 

RegHlated Service Taxes, Fees, and S\:lfcharges must be consistent with all FCC req\:lired 

terminology. 

2. The billing party shall either: 

a. Identify Florida tffi<:es and fees applicable to charges on the c\:lstomer's bill and 

identify the assessment base and rate for each percentage based tEl*, fee, and surcharge, or 

b.(i) Provide a plain lang\:lage explanation ofaBY line item and applicable tax, fee, and 

s\:lfcharge to any customer who contacts the billing party or C\:lstomer servioe agent with a 

billing qoostion and expresses diffic\:llty in understanding the bill after disc\:lssion 'lAth a 

service representative. 

(ii) If the customer req\:lests or oontin\:les to express diffio\:llty in understanding the 

explanation of the authority, assessment base or rate of any tOOL, fee or s\:lfchargc, the billing 

party shall proyide an explanation of the state, federal, or local aHthority for eaoh tEl*, fee, and 
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surcharge; the line items • ...,'hich comprise the assessment base fur each percentage based tax, 

fee, and surcharge; or the Fate of each state, federal, or local tax, fee, and suroharge consistent 

>,vith the cusfomer's concern. The billing party or CUsfomer service agent shall proyide this 

infuanafion to fhe customer in writing upon the customer's request. 

(2e) If each recurring charge due and payable is not itemized, each bill shall contain 

the following statement: "Further written itemization of local billing available upon request." 

In addition, the billing party will provide a plain language explanation to any customer 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 

stuffer which explains the itemization and advises the customer to verifY the items and charges 

on the itemized 

residential eustomers and to business customers whh less than ten access lines per service 

location shall be in easily understood language. The itemized bill provided to business 

customers with ten or mOfe access lines per service location may be stated in service order 

code, provided that it contains a sfatement that, upon request, an easily understood translation 

is available in \wRten fuan without 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; 
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(c) Touch tOBe servico eharges; 


(£6:) Charges for each custom calling features, separated by feature or package; 


(go) Unlisted number charges; 


(~() 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: 

(a) Any discount or penalty. The originating party is responsible for informing the 

billing party of all such penalties 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 will result in disconnection of the 

customer's basic local service, including a statement of the consequences of nonpayment; 

(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.A.C.; 

(h) "911" fee per Section 365.171 (13), F.S.; and 

(i) Delinquent date. 

(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 24 hours after the subscriber notifies the company of the 
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interruption. The refund to the subscriber shall be the pro rata part of the month's charge for 

the period of days and that portion of the service and facilities rendered useless or inoperative; 

except that the refund shall not be applicable for the time that the company stands ready to 

repair the service and the subscriber does not provide access to the company for such 

restoration work. The refund may be accomplished by a credit on a subsequent bill for 

telephone service. 

(7)W Bills shall not be considered delinquent prior to the expiration of 15 days from 

the date of mailing or delivery by the company. Hov;ever, the oompany may demand 

immediate payment UDder the follovling circumstances: 

1. Where service is terminated or abandoned; 

2. Where toll service is tw-o times greater than the subsoriber's average usage as 

refleoted on the monthly bills for the three months prior to the current bill, or, in the case of a 

new customer 'Nbo has been receiYing service for less than four months, where the toll service 

is hvice the estimated monthly toll service; or 

3. '}!here the company has reason to believe that a business subsoriber is about to go 

out of business or that bankruptoy is imminent for that subscriber. 

(b) The demand for immediate payment shall be accompanied by a bill "Nhich itemizes 

the charges for v.llich payment is demanded, or, if the demand is made orally, an itemized bill 

shall be mailed or delivered to the customer within three days after the demand is made. 

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

v.llich includes the customer's name and address and the total amount due. However, a 

oustomer may refuse to make payment UDtil an itemized bill is presented. The company shall 

inform the customer that he may refuse payment until an itemized bill is presented. 

(8) Each telephone company shall include a bill insert or bill message advising each 
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subscriber of the directory closing date and the subscriber's opportunity to correct any error or 

make changes as the subscriber deems necessary in advance of the closing date. It shall also 

state that at no additional charge and upon the request of any residential subscriber, the 

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

telephone number, and surname of the subscriber. The notice shall be included in the billing 

cycle closest to 60 days preceding the directory closing date. 

(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 ofAgriculture and Consumer 

Services, Division of Consumer Services, and the 800 number to contact to receive more 

information. 

(10) Where any undercharge in billing ofa customer is the result ofa company 

mistake, the company may not backbill in excess of 12 months. Nor may the company reCO"f'er 

in a ratemaking proceed.ing any lost re'/enue vibicli inures to tlio company's d.etrimont on 

account of this pro'!ision. 

(11) Local Communications Services Tax. 

(a) The Local Comm:unications Services Tax is comprised. of the discretionary 

communications services tax levied by the governing authority of eacli municipality and 

county authorized by Cliapter 202, F.S. 

(b) Wlien a municipality or sounty levies tlie Local Communications Services Tax 

autliorized. by Cliapter 202, F.S., the local excliange company may collect tliat tax only from 

its subscribers receiving service vrithin that municipality or county. 

(c) A local exsliange company may not incorporate any portion of ilie Local 

Communications Services Tax into its other rates for service. 
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(12) State ComflHmicatiofts Services Tax. 

(a) The State Communicatiofts Services Tax is comprised of the GToss Receipts Tax 

imposed by Chapter 203, F.S., the communicatiofts servioes sales tax imposed by Chapter 202, 

F.S., and any looal optioft sales tax. 

(b) A local exchange oompany may ftot iftoorporate any portioft of the State 

Commuftioatiofts Servioes Tax iftto its other rates fur servioe. 

(11~) Each LEC shall apply partial payment of an end user/customer bill first towards 

satisfying any unpaid regulated charges. The remaining portion of the payment, ifany, shall be 

applied to nonregulated charges. 

(14) ,..\11 bills produoed shall clearly and coftspicuously display the fullowiftg 

iftfurmatioft fur each service billed ift regard to each company claimiftg to be the customer's 

presubscribed provider fur looal, local toll, or toll service: 

(a) The ftame of the certificated company; 

(b) Type of service provided, i.e., looal, local toll, or toll; and 

(e) A toll free customer service number. 

(15) This sectioft applies to LBCs that provide transmissioft sen'ices or bill and oollect 

Oft behalf ofPay Per Call providers. Pay Per Call services are defifted as s"'1itehed 

telecommunicatiofts services betVtreeft locatiofts 'Nithift the State of Florida vAlich permit 

oommunieatiofts betweeft an eftd use oustomer and an iftfurmatioft provider's program at a per 

oall charge to the end user/customer. Pay Per Call servioes iaclude 976 servioes provided by 

the LBCs and 900 sefYicos provided by iftterexchange oarriers. 

(a) Charges for Pay Per Call son'ice (900 or 976) shaH be segregated from charges fur 

regular 10ftg distanoe or 100al charges by appeariag separately uftder a headiag that reads as 

follows: "Pay Per Call (900 or 976) ftOlli'Ogulated oharges." The fullowiag informatioa shall be 
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cleaFly and conspicuously disclosed on eneh section of the bill contail'ling Pay Per Call service 

(900 or 976) charges: 

1. Nonpayment of Pay Per Call service (900 or 976) chaFges will not result in 

disconnection of local service; 

2. End userslcustomers can obtain free blocking of Pay Per Call service (900 or 976) 

from the LEC; 

3. The local or toll free fl'Ufllber the end user/customer can call to dispute charges; 

4. The name of the IXC providing 900 service; and 

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

(b) Pay Per Call Service (900 and 976) Billing. LECs and IXCs vAlo hWfe a taFiff or 

contractual relationship with a Pay Per Call (900 or 976) pro'lider shall not provide Pay Per 

Call transmission service or billing services, unless the provider does each of the fullowing: 

1. Pro'fides a preamble to the program which states the per minute and total minimum 

charges fur the Pay Per Call service (900 and 976); child's pareBtal notification requirement is 

I:lflflounced on preambles for all programs '1Alere there is a potential for minors to be attracted 

to the program; child's parental notification requirement in any preamble to a program 

targeted to children must be in language easily understandable to children; and programs that 

do not exceed $3.00 in total chaFges may omit the preamble, except as provided in 

subpaFagraph (11 )(b)3.; 

2. Provides an 18 second billing graee period in ,....hich the end user/customer can 

disconnect the call without ioourring a chaFge; 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 userlcustomer to affirmatively bypass a preamble; 

3. Provides on each program promotion targeted at children (defined as younger than 
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18 ye8fs of ege) ole8f 8fl:d oOBspiouo\:ls BotifioatioB, iB 18fl:g\:lage llllderst8fl:dable to ohildIeB, of 

the feq\:liremeBt to obtaiB PafeB:tal pefl'ftissioB befure plaoiBg or coBtiB\:ling vAth the call. The 

p8feBtal COBSeB:t Botifi.eatioB shall appe8f promiBeBtly iB all advertisiBg 8fl:d promotioBal 

materials, aBd iB the program preamele. ChildreB's programs shall Bot ha:s.,te rates iB eJ£cess of 

$5.00 per call, 8fl:d shall Bot iBolooe the eB:tioem:eBt ofa gift or pfemi\:lfll; 

4. Promotes its services '+'lithost the \:lse of an aatodialer or brooocastiBg of tOBeS that 

dial a Pay Per Call (900 or 976) oomber; 

5. PromiBeBtly discloses the additioBal cost per mioote or per call for allY other 

telephoBe B\:lfllber that aft eBd \:lser/customer is referred to either difectly or iBdireetly; 

6. IB all advertising aBd promotioBal materials, displays ch8fges immediately above, 

below, or BeJa to the Pay Per Call B:1:lfllber, iB type size that CaB be seeB as olearly aBd 

oOBspicuously at a glaBce as the Pay Per Call Bumber. "Broadoast teleyisioB advertisiBg 

oharges, iB Arabic BUmerals, must be SAo\Vflo OB the soreeB fur the same duratioB as the Pay Per 

Call oomber is shovfI1, eaoh time the Pay Per Call Bumber is shovlfl. Oral repfeseBtatioBs shall 

be equally as cle8f; 

7. Provides OB Pay Per Call services that iIl'rol¥e sales ofprod\:lets or merchaBdise 

cle8f preamble BotificatioB of the price that ..¥ill be iBcUFfed if the eBd \:lser/customer stays OB 

the liBe, aBd a looal or toll free BUmber fur COBS1:lfller oomplaiBts; aBd 

8. Meets iBtemal staBd8fds established by the LEC or IXC as defiBed iB the applioable 

t8fiffs Of' oontraotaal agreemeBt betvreeB the LEG aBd the IXG; or betweeB: the LEGlIXG aBd 

the Pay Per Gall (900 or 976) provider ';/hich viheB violated, vttOuld result iB the tefl'ftiBation of 

a transmission or billiBg amtngemeBt. 

Q1}(c) Pay Per Call (900 aBd 976) "BloekiBg. Each LEG shall provide blockiBg where 

technically feasible ofPay Per Gall service (900 and 976), at the feq\:lest of the eBd 
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user/customer at no charge. Bach LBG or IXG must implement a bill adjustment tracking 

system to aid its efforts in adjusting and sustaining Pay Per Gall 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 to free blocking of Pay Per Call service (900 

and 976). 

(d) Dispute resolution for Pay Per Gall seryiee (900 and 976). Gharges for Pay Per Gall 

service (900 and 976) shall be automatieally adjusted upon complaint that: 

I. The end user/oustomer did not recei're a price ad't'ertisement, the price of the call 

Vl&S misrepresented to the consumer, or the price ad\'ertisement received by the consumer 'Nas 

false, misleading, or decepti't'e; 

2. The end usericustomer "v'as misled, deceived, or confused by the Pay Per Gall (900 

or 976) advertisement; 

3. The Pay Per Gall (900 or 976) program '.vas incomplete, garbled, Of of such quality 

as to render it inaudible or unintelligible, or the end user/customer was diseoooeeted or eut off 

from the seryice; 

4. The Pay Per Gall (900 and/or 976) sefyice proviru,d out of date information; or 

5. The end user/eustomer terminated ihe call during the preamble described in 

subparagraph 25 4.1 10(1 1)(b)2., F.l\.G., but was charged for the Pay Per Gall service (900 or 

~ 

(e) If the end user/customer refuses to pay a disputed Pay Per Gall serviee (900 or 976) 

oharge ..¥bich is subsequently determined by the LBG to be valid, the LBG or !XG may 
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implement Pay Per Call E900 and 976) Blocking on that line. 

Et) Credit and Collection. LECs and IXCs Billing Pay Per Call (900 and 976) eharges 

to an end user/6l:lstomer in Florida shall not: 

1. Collect or attempt to collect Pay Per Call service (900 or 976) charges whieh are 

Being disputed or '¥hieh have Been remo'ted from an end user'sfeustomer's Bill; or 

2. Report the end user/customer to a credit Bureau or eollectioa ageacy solely for noa 

payment of Pay Per Call (900 or 976) eharges. 

(g) LECs and IXCs Billing Pay Per Call serviee (900 and 976) eharges to ead 

usersfeustomers in Florida shall implement safeguards to preT/eat the diseoIlfleetioa of phoae 

service for Bon paymeat ofPay Per Call (900 or 976) oharges. 

(l,de) 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 a PC:Freeze is available at no 

charge. Notification shall conform to the requirements of Rule 25-4.083. 

(17) The customer must Be gi'tea aotice on the first or secoad page of the eustomer's 

next Bill in oonspicuous Bold face type when the customer's presuBscriBed proyider oflooal, 

local toll, or toll servioe has changed. 

(118) If a customer notifies a billing party that they did not order an item appearing on 

their bill 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; 
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3. A customer's presubscribed intraLATA or interLATA interexchange carrier; and 

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

1. Collect calls; 

2. Third party calls; 

3. Customer dialed calls for; and 

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

(l~9)(a) Upon request from any customer, a billing party must restrict charges in its 

bills to only: 

1. Those charges that originate from the following: 

lOa. Billing party or its affiliates; 
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b. A governmental agency; 

c. A customer's presubscribed intraLATA or interLATA 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 10-1 O-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. 

(20) NothiHg prohibits origiHatiHg parties from billiHg eustomers direetly, eveH if a 

charge has beeH blocked from a billiHg party's bill at the request ofa customer. 
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(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 64.2401, 

Truth-in-Billing Requirements for Common 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, 364.3382, 364.602, 364.603, 364.604 FS. History-New 12­

1-68, Amended 3-31-76, 12-31-78, 1-17-79, 7-28-81, 9-8-81, 5-3-82, 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",-, ___ 

Rules for 8-06-09 staffrec 25-4.066, .070,.073,.083,.11O,.0185.doc 
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FORM PSC/CMP 28 (4/05) RULE 25-4.0185, F.A.C. 

PERIODIC REPORTS 


ENGINEERING DATA REQUIREMENTS 

SCHEDULE TITLE SUBMISSION 
Large LECs/Small LECs 

2 Srnnmarv of Completed Service Orders Quarterly/Semiannually 

3 Summary of Held Applications Quarterly/Semiannually 

8 Access Line Data Quarterly/Semiannually 

11 Repair Service-Trouble Reports Quarterly/Semiannually 

15 Answer Time Reoair Service Quarterly/Semiannually 

16 l\:nS'ller Time Business Office QuarterlylSemiaflflualiy 

19 Cefltral Office NXX Data Semiar..nually "'lith Monthly Updates 

FORM PSC/SSC 28 (X/XX) 

43 



--------- --- -----

--------- -----

Docket No. 080641-TP 
Date: August 6, 2009 Attachment A 

NAME OF COMPANY (a) _____________ RULE2S , F.-A.-C. 

QUARTER ENDING MOl-1TH (b) _____ 

Exchange 

Size 


(1) 

Total 

Orders 


(2) 

~------------ ----- -- -----r-- --------­

Delayed 
for Const. 

Total 
Complete 
<=3 Days 

(3) (4) 

Percent 
Complete 
<=3 Days 

(5) 

Standard 

Met 


Yes or No 


(6) 

~ 

Cemplete 
~ 

Days 
f1:) 

-------~--

PeFeeot 
Cemplete 

¢=JO 

Days 

~ 

QUARTHR ENDING (c) 

Staodafd 
Met 

Yes erNe 

~ 

~ 

Cemplete 
<=-60 
Days 
fW} 

PefeeBt 
Cemplete 
-'" (;0 Days 

(lll 

StaBdani 
Met 

Yes efNe 

~ 

Enter the name of the company in line a. 
If the excBaage is greater than 50,000 access liRes enter the month and year ofilie reported data in line b. If the exchange is less than 50,000 
access lines enter the qaarter and year fOr exchanges with less than 50,000 access lines in line c, si:Bce the data is to be ace't:lfiltilated over the 
entire oaarter. Enter the ending period of the report (such as March 31, 2004} if month three Vias March. 2004) in line b. 

1) 

2) Enter the total number of lIII'i II li__service order requests received during the guarter. 

3) Enter the number oforders being held for new construction. 

4) Enter the total number of orders completed within 3 days including appointments,! and Ct1:stomer requests met. 

S) Enter the percentage ofservice orders completed within 3 days (column 4 divided by column 2 minus column 3). 

6) Enter Y ifat least 90% were completed or N if the rule was not met. 

7) Enter the total number of orders completed within 30 days. 

8) Enter the percentage ofserviee orders completed 'i\'ithin 30 days (colamn 7 divided by eolumn 2 minus column 3). 

9) Hnter Y if 95% ..vere eompleted '.vithin 30 days or N if the rnle 'Nas not met. 

10) Enter the percentage ofserviee orders completed within 30 days (eolamn 10 divided by colamn 2 minus column 3). 

11) Enter the pereentage of service orders completed "lithin 60 days. 

12) Enter Y if 100% ",vere eompleted '.vithin 60 days or N if the rule 'Nas not met. 


FORM PSC/SSC 28 (XIXX) 
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NAMEOFCOMPANY(~ ___________________________ RULE 25-4 F.-A.-C. 

SCHEDULE 3 SUMMARY OF HELD APPLICATIONS 

MONTH (b) _____ 

Exchange 

Right-of­
way or 
Permits 

Company 
Construction 

OSP 

Company 
Required 

COE 
Company 

Other 
Subscriber 

Action 31-60 Days 
Over 60 

Days 

(1) (2) (3) (4) (5) (6) (7) (8) 

Enter the name of the company line a. 
Enter the month and year of the reported data in line b. 
1) Enter the name of the exchange. 
2) Enter the total number oforders waiting on right-of-way or permits. 
3) Enter the total number oforders held for OSP construction. 
4) Enter the total number of orders held for central office equipment. 
5) Enter the total number oforders held due to other company circumstances and explain the reason for the delay. 
6) Enter the total number of orders held due to action on the part of the subscriber. 
7) Enter the total number oforders aged 31-60 days. 
8) Enter the total orders aged over 60 days. 

FORM PSC/SSC 28 (X/XX) 
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NAME OF COMPANY (a) _____________ 

SCHEDULE 8 ACCESS LINE DATA 

QUARTER AND YEARMONTH (b) _____ 

Retail Lines 

--------­

Resale Lines UNE-P 
Pay 

Phones 
Total 
Lines 

Exchange Total Res Bus Total Res Bus Total Res Bus 

(1) (2) (3) (4) 
, ... (5) (6) (7) (8) (9) (10) (11) (12) 

Enter the name of the company in line a. 
Enter the quarter and year mefith of the reported data in line b. 
1) Enter the name of the exchange in column 1. 
2) Enter the total retail lines in column 2. 
3) Enter the number of residential retail lines in column 3. 
4) Enter the number of business retail lines in column 4. 
5) Enter the total number of resale lines in column 5. 
6) Enter the number of residential resale lines in column 6. 
7) Enter the number of business resale lines in column 7. 
8) Enter the total number of unbundled network element-platforms (UNE-P) in column 8. 
9) Enter the number of residential UNE-P in column 9. 
10) Enter the number ofbusiness UNE-P in column 10. 

11) Enter the total number of pay phone access lines in column 11. 

12) Enter the total number of access lines in column 12 by adding columns 2,5,8, and 11. 


FORM PSC/SSC 28 (X!XX) 
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NAMEOFCOMPANY(~ _________________________ RULE 25-4._, F.-A.-C. 

SCHEDULEll~1II REPAIR SERVICE-TROUBLE REPORTS 

QUARTER ENDING MONTH (b) ______ QUARTER ENDING (c) 

% Cleared RuleCleared % Cleared Rule Cleared 
Total Total Out of Within 24 Within 72 Within 72 SatisfiedWithin 24 Satisfied Service 

Exchange (Y orN)Reports Exempt Service HoursHours (YorN) Affecting HoursHours 

(1) (2) (3) (4) (9)(5) (6) (8) (10) (11)(7) 
-

Enter the name of the company in line a. 

If the ~(change is grearer than 50,000 aecess tiDeS enter the mORth and year ofthe reported data iR liRe b. 

If the ~hange is less than 50,000 aecess liRes eRter the quarter and year for eKchanges 'lAth less than 50,000 aecess tiDeS iR liRe c, since the data 

is to be aeclHllulared over the entire quarrel. Enter the ending period of the report (such as March 31, 2004) ifmoRth three 'lIaS March. 2004) in 

line b. 

1 ) Under column 1, group exchanges together for those having access lines of 50,000 or more and separately group together exchanges having 

fewer than 50,000 access lines.Enter the name of the eKchange iR colunm 1. 
2) Enter the total of all trouble reports received during the quarter. iR eaeh eKehange in column 2. 

Note: If it is determined that a trouble involves inside wire or CPE, the trouble report should be closed at that time and recorded as cleared 
if the company has notified or attempted to notify the customer of the cause within the required time frame. If the required time frame is 
not met, the trouble shall be counted as not cleared. 

3) Enter the total number of exempted reports for eaeh eKchange in column 3. 
Note: Exempt reports are those due to emergency situations such as unavoidable casualties where at least 10% of an exchange is out-of­
servIce. 

4) Enter the total number of Out-Of-Service (OOS) reports in column 4. Include Customer Requests beyond 24 hours and Appointments made 
when a premises visit is made in order to obtain access. 

5) Enter the total number of OOS troubles cleared within 24 hours in column 5. Customer Requests and Appointments are counted as being 
cleared within 24 hours if the trouble has been cleared within the agreed date. 

6) Enter the percent of OOS troubles cleared within 24 hours in column 6 (column 5 divided by column 2. 
7) Enter a "Y" if at least 90%-% were completed or an "N" if not in column 7. 

FORM PSC/SSC 28 (XIXX) 
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8) Enter the total number of Service Affecting (SA) trouble reports in column 8. 

9) Enter the number of SA reports cleared within 72 hours in column 9. Customer Requests and Appointments are counted as being cleared 


within 72 hours if the trouble has been cleared within the agreed date. 

10) Enter the percent of SA troubles cleared within 72 hours in column 1 0 (column 9 divided by column 8). 

11) Enter a "Y" if at least 90%% were completed or an ''N'' if not in column 11. 


FORM PSC/SSC 28 (X/XX) 
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NAME OF COMPANY (a) ___________________________ 

SCHEDUL IIIII~ ANSWER TIME REPAIR SERVICE EI5~~C"~ 

QUARTER ENDING (b) 

Attachment A 
RULE 25-4.iXIIIII, F.-A.-C. 

Period Ending (b) 

Meath (e) MoHtb(d) 
~~~~~- -----~~ 

Answered Percent Std. Met Afts!d PeFeeat 
Categories Attempts Afts!d Answered Yes or No Attempts w/ia Std. Afts!d 

w/in Std. Afts!d wiin Std. 
(1) w/in Std. (4) ~ ~ (7) 

(2) (3) 
Automated 

Answer 
w/in30:lS 

Sec (IVRU) 
Answered 
A:fts.!d by 
Attendant 
w/in 90JQ 
Sec (No 
IVRU) 

Answered 
A:fts.!d by 
Attendant 
w/in9~ 

Sec (IVRU) 

Std. Met 
Yes arNe 

(8) 

----- ­

Tl.A. ,+k (,,' 
'I 

Afts!d Pereeat 
Attempts wlin Std. Afts!d 

wlia Std, 
(9) flO) fll) 

r------~~ 

~~~~~-, 

Std. Met 
Yes erNe 

~ 

-

Enter the name of the company in line a. 

Enter the ending period of the report (such as March 31, 2004} if month three Vias March. 2004) in line b. 

Eater the nat!)£! of the moBth fur the first moath's data (sooh as January) ia eolumn e. 

First Moath's Data 

1) Enter the total number of calls to the business and repair offices in columns by category during the quarter. 
2) Enter the total number of calls that were answered within standard in column 2. 
3) Enter the percentage of calls that were answered within the standard (column 2 divided by column 1) in column 3. 
4) Enter whether the standard was met. Enter fly" for Yes or "N" for No in column 4. 

FORM PSC/SSC 28 (X/XX} 

49 





~~ 

:; ~ .,~ 
. ~ ~ 
~~ .U J 

I 

,J U;a 
I~ 1= !; 

g 
1 

I ~ 
U

~ 

15 U;~ 
1= !; 

i 

J
i 

U
~ 

-: U;~
,.: 1 11 ~ 

I 

=
 I ~ j )J;i ilt! ilt!! 





., C
 

.t-< 

~ ~ ~
 

-


P
-.

E
-<O

\ 
1

0
 

-
0

'<
:t('-l

\0
 

~
 

0
\
0

 
0

0
 

.... 
o 

C
Il 

.
~
 

o 
~
 

~
~
 

(!) 
~
 .. 

o 
(!) 

o 
ta 

0
0

 

~ 
~
 

J$ I~ ": a
~
 

l l 
$ 

~ &
 

~ ffi 

..¢ 

~~ 

.	~ ~ 
.; 

4i' b 

J 
~
.
 

F< 

':'>~ ~ 

~~ ~~ 
oJ, 
~
 

c 
~M 

( i 

0:: 
~ 

j J !~ 

M
 


V
'l 



