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ADMINISTRATIVE RULES FILED WITH THE DEPARTMENT OF STATE
I hereby certify:

[x] (1) That all statutory rulemaking requirements of Chapter 120, F.S., and all rulemaking ré&di}éménts of
the Department of State have been complied with; and

[x] (2) That there is no administrative determination under Section 120.56(2), F.S., pending on any rule
covered by this certification; and

[x] (3) All rules covered by this certification are filed within the prescribed time limitations of Section

120.54(3)(e), F.S. They are filed not less than 28 days after the notice required by Section 120.54(3)(a), F.S.; and
[ ]1(a) Are filed not more than 90 days after the notice; or

] (b) Are filed more than 90 days after the notice, but not more than 60 days after the administrative law
judge files the final order with the clerk or until 60 days after subsequent judicial review is complete; or

[x]{c) Are filed more than 90 days after the notice, but not less than 21 days nor more than 45 days from
the date of publication of the notice of change; or

[ ]{d) Are filed more than 90 days after the notice, but not less than 14 nor more than 45 days after the
adjournment of the final public hearing on the rule; or

[ 1(e) Are filed more than 90 days after the notice, but within 21 days after the date of receipt of all
material authorized to be submitted at the hearing; or

[ 1(f) Are filed more than 90 days after the notice, but within 21 days after the date the transcript was
received by this agency; or

[']1{g) Are filed not more than 90 days after the notice, not including days the adoption of the rule was

postponed following notification from the Joint Administrative Procedures Committee that an objection to the rule
was being considered; or

[ 1 (h) Are filed more than 90 days after the notice, but within 21 days after a good faith written proposal

for a lower cost regulatory alternative to a proposed rule is submitted which substantially accomplishes the
objectives of the law being implemented; or
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[ 1(i) Are filed more than 90 days after the notice, but within 21 days after a regulatory alternative is
offered by the Small Business Regulatory Advisory Comrmittee.
Attached are the original and two copies of each rule covered by this certification. The rules are hereby
adopted by the undersigned agency by and upon their filing with the Department of State.
Rule Nos.
25-4.0185
25-4.066
25-4.070
25-4.073
25-4.110
Under the provision of Section 120.54(3)e)6., F.S., the rules take effect 20 days from the date filed with

the Department of State or a later date as set out below:

Effective:

(month) (day} (year)
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Number of Pages Certified




25-4.0185 Periodic Reports.

(1) Each local exchange telecommunications company shall file with the Commission’s Division of

Service, Safety and Consumer AssistanceCempetitive-Markets-and-Enforcement the information required by

Commission Form PSC/SSCEMP 28 (xx/xx4405), which is incorporated into this rule by reference. Form

PSC/SSCEMR 28, entitled “Engineering Data Requirements,” may be obtained from the Commission’s Division of

Service, Safety and Consumer AssistanceCompetitive-Markets-and Enforcement.

(24) The information required by schedules 2, 3, 8, 11, and 15 and-16 of Form PSC/SSCGMP 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.

(32) Schedules 2, 3. 11. and 15 of Form PSC/SSC 28 shall apply to basic local telecommunications service

(4) Each local exchange telecommunications company shall begin recording basic local

telecommunications service data for reporting on schedules 2. 3, 11 and 15 no later than January 1, 201@?‘_;: 5 * ~2

Rulemaking Speeifie Authority 350.127(2) FS. (?1 m?;

Law Implemented 364.01(4), 364-03,364-17, 364.183(1) FS. r = Lf

History—New 12-14-86, Amended 7-20-89, 12-27-64, 3-10-96, 4-3-05, . o :: ;Ef
"

25-4,066 Availability of Basic Local Telecommunications Service,
(1) Each telecommunications company shall provide central office equipment and outside plant facilities
designed and engineered in accordance with realistic anticipated customer demands for basic local

telecommunications service within its certificated area in accordance with its schedules. filed-tariffs-ororders-efthe

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



for basic local telecommunications primary service in-any—ecalendarmenth shall nermally be-satisfied installed in

ines within an interval of three

working days after receipt of application when all schedule tariff requirements relating thereto have been complied
with, except those instances where a later instalfation date is requested by the applicant. er-where-special-equipment
(3) If the applicant requests an instailation date beyond three working days, the requested date shall be

counted as day three for measurement purposes.




Rulemaking Specific Authority 350.127(2) FS. Law Implemented 364.025, 364-03:364-14; 364.15, 364.183,

364,185 FS. History-Revised 12-1-68, Amended 3-31-76, Formerly 25-4.66, Amended 3-10-96, 4-3-05, 4-3-

05

25-4.070 Customer Trouble Reports_for Basic Local Telecommunications Service.

(1) Each telecommunications company shall make all reasonable efforts to minimize the extent and

duration of trouble conditions that disrupt or affect basic local telecommunications customer-telephone service.

Trouble reports will be classified as to their severity on a setvice interruption (synonymous with out-of-service or
00S) 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.

(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 standardsebjestives, but not refunds for service
interruptionsOOS-cenditions.

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

(3) Service Standards-Objectives:

() Service Interruption: Restoration of interrupted service shall be scheduled to ensure insure at least 2095

percent shall be cleared within 24 hours of the report. -in-each-exchange that contains-atJeast 50,000-lines-and-will

(b) Service Affecting: Clearing of service affecting trouble reports shall be scheduled to engure insure at

least 9095 percent of such reports are cleared within 72 hours of the report, in-each-exchange-which-containsateast

(4e) If the customer requests that the service be restored on a particular day beyond the service standards

objectives-outlined in subsection (3)paragraphs{a)and (b) above, the trouble report shall be counted as having met



the service standards ebjeetive if the requested date is met.
(43) Priority shall be given to service interruptions that affect public health and safety that are reported to

and verified by the company and such service interruptions shall be corrected as promptly as possible on an

emergency basis.

(6) The service standards ebjeetives of this rule shall not apply to subsequent custormer reports; or {rot-to-be

confused-with-repeat-troublereports); emergency situations, such as unavoidable casualties where at least 10 percent

of an exchange is out of service.

(7) Reperting Criterdia—Fach company shall report pursuant to periedieallyreport-the-data-specifiedin Rule

25-4.0185, F.A.C., Periodic Reports, the performance of the company with respect to customer trouble reports.en

{8) This rule shall apply to basic local telecomimunications service only,

Rulemaking Specific Authority 350.127(2) FS. Law Implemented 364.01(4), 364:03; 364,15, 364317, 36418;
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 Time for Basic Local Telecommunications Service.

(1) Each tele.phone 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 eriteria under normal operating conditions:

(a) At least 90 percent of all calls directed to-repairservicesand 80-percent-ofall-calls to business and



repair offices for basic local telecommunications service shall be answered within 2030 seconds after the last digit

is dialed when no menu driven system is utilized.

(b) When a company utilizes a menu driven, automated, interactive answering system (referred to as the
system or as an Integrated Voice Response Unit (IVRU)), at least 95 percent of the calls offered shall be answered
within 3045 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 630 seconds of the message.

(c) For subscribers who either select the option of transferring to a live assistant,-or-deo-netinteract-with-the
system-for-twenty-seconds-the call shall be transferred by the system to a live attendant. At least 90 percent of the
calls shall be answered by the live attendant prepared to give immediate assistance within 9055 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.

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

(34) 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, «




{4) This rule shall apply to basic local telecommunications service only.
Rulemaking Spesifie Authority 350,127(2) FS. Law Implemented 364.01(4), 364.03; 364.386, 365.171 FS. History—
New 12-1-68, Amended 3-31-76, Formerly 25-4.73, Amended 11-24-92, 4-3-03, .
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.




(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 bill. This-billstuffer-shallbe




but not be limited to the following information, separately stated:

(a) Number and types of access lines;
(b) Charges for access to the system, by type of line;
{e)Touchtore-service-charpes;

(cd) Charges for each custom calling features;-separated-by-feature_ or package;

{de) Unlisted number charges;

(ef) Local directory assistance charges;

(fg) Other tariff charges; and

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

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

(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.8.; 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 wiliful act, and remains out of order in excess of 24 hours
after the subscriber notifies the company of the interruption, The refund to the subscriber shall be the pro rata part of
the mouth’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 fo; the time that the company stands ready to repair the
service and the subscriber does not provide access to the company for such restoration work. The refund may be
accomplished by a credit on a subsequent bill for telephone service.

(7)¢a) Bills shall not be considered delinquent prior to the expiration of 15 days from the date of mailing or

delivery by the company.

(8) Each telephone company shall include a bill insert or bill message advising each 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 lst 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 of Agriculture and Consumer Services, Division of Consumer Services, and the 800 number to contact
to receive more information,

{10) Where any undercharge in billing of a customer is the result of a company mistake, the company may

not backbill in excess of 12 months. 2




(113} Each LEC shall apply partial payment of an end uset/customer bill first towards satisfying any unpaid

regulated charges. The remaining portion of the payment, if any, shall be applied to nonregulated charges.







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 (200 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-asree-to free blocking of

Pay Per Call service (900 and 976).




(136) Companies that bill for local service must provide notification with the customer’s first bill or via
letter, and annually thereafter that a PC-Freeze is available at no charge. Existing customers must be notified

annually that a PC-Freeze is available at no charge. Notification shall conform to the requirements of Rule 25-

(148) 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;

3. A customer’s presubscribed intral. ATA 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.

(159)(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:

a. Billing party or its affiliates;

b. A governmental agency;

¢. A customer’s presubscribed intralLATA or interLATA interexchange carrier; and

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

a. Collect calls;

b. Third party calls;

¢. Customer dialed calls; and

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

(b) Customers must be notified of this right by billing parties annunally and at each time a customer notifies
a bilting 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,



(16) In addition to the requirements listed in subsections (1) through (15) above, a local provider shall meet
the requirements as preseribed by the Federal Communications Commission in Title 47, Code of Federal

Regulations, Part 64, Sections 64.2400 and 64.2401, Truth-in-Billing Requiremnents for Common Carriers, revised as

of October 1, 2007, which are incorporated into this rule by reference.

Rulemaking Spesific Authority 350.127, 364.604(5) FS. Law Implemented 350.113, 364-03; 364.04, 364:85;

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, .



CERTIFICATION OF
MATERIALS INCORPORATED BY REFERENCE
IN RULE FILED WITH THE DEPARTMENT OF STATE
Pursuant to Rule 18-1.005, Florida Administrative Code, I do hereby certify that the attached are true and
correct copies of the following materials incorporated by reference in Rule 25-4.0185. Under the provisions of

subparagraph 120.54(3)(e)(6), F.S., the attached materials take effect 20 days from the date filed with the

Department of State, or a later date as specified in the rule.

! (it

ANN COLE
Commission Clerk

Form PSC/SSC 28 (X/XX)

Number of Pages Certified
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RULE 25-4.0185, F.A.C.
Fil =

PERIODIC REPORTS .

SO K 1100 SIS
ENGINEERING DATA REQUIREMENTS 0o
S RN I S U
SCHEDULE TITLE SRAALISIE A
SUBMISSION
Large LECs/Small LECs
2 Completed New Basic Local Telecommunications 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 Quarterly/Semiannually

FORM PSC/SSC 28 (X/XX)




NAME OF COMPANY (a)

SCHEDULE 2 (Rule 25-4.066)

QUARTER ENDING (b)

RULE 25-4.0185, F.A.C.

COMPLETED NEW BASIC LOCAL TELECOMMUNICATIONS SERVICE ORDERS

Exchange Total Delayed Total Percent Standard
Size Orders | for Const. | Complete | Complete Met
<=3Days | <=3 Days | Yesor No
) 2) 3) 4 &) (6)

Enter the name of the company in line a.
Enter the ending period of the report (such as March 31, 2004) in line b.

1))

2)
3)
4)
5)
6)

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 total number of basic local telecommunications service order requests received during the quarter.

Enter the number of orders being held for new construction.
Enter the total number of orders completed within 3 days including appointments.
Enter the percentage of service orders completed within 3 days (column 4 divided by column 2 minus column 3).
Enter Y if at least 90% were completed or N if the rule was not met.

FORM PSC/SSC 28 (X/XX)



NAME OF COMPANY (a)

SCHEDULE 3 (Rule 25-4.066)

SUMMARY OF HELD APPLICATIONS

RULE 25-4.0185,F.A.C.

MONTH (b}
Right-of- Company Company
way or Construction | Required Company | Subscriber Over 60
Exchange Permits OSP COE Other Action 31-60 Days Days
(1) (2) 3) (4) (3) (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 of orders waiting on right-of-way or permits.
3) Enter the total number of orders held for OSP construction.
4) Enter the total number of orders held for central office equipment.
5) Enter the total number of orders 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 of orders aged 31-60 days.
8) Enter the total orders aged over 60 days.

FORM PSC/SSC 28 (X/XX)




NAME OF COMPANY (a) RULE 25-4.0185, F.A.C.

SCHEDULE 8 ACCESS LINE DATA

QUARTER AND YEAR (b)

Pay Total
Retail Lines Resale Lines UNE-P Phones Lines

Exchange | Total | Res Bus Total Res Bus Total Res Bus
(1) @ | G (4) (5) (6) (7 @) &) (10) (11) (12)

Enter the name of the company in line a.
Enter the quarter and year 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.

) 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 of business 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)




NAME OF COMPANY (=)

SCHEDULE 11(Rule 25-4.070)

REPAIR SERVICE-TROUBLE REPORTS

RULE 25-4.0185, F.A.C.

QUARTER ENDING (b)
Cleared | % Cleared Rule Cleared | % Cleared Rule
Total Total Out of Within 24 | Within 24 | Satisfied Service Within 72 | Within 72 | Satisfied
Exchange Reports Exempt Service Hours Hours (Y orN) | Affecting Hours Hours (Y orN)
¢y ) (3) (4) (5 (6) (7) (8) 9 (10) an

Enter the name of the company in line a.
Enter the ending period of the report (such as March 31, 2004) in line b.

1)

2)

3)

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 total of all trouble reports received during the quarter in column 2.

Note: Ifitis 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.

Enter the total number of exempted reports 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.

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.

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.

Enter the percent of OOS troubles cleared within 24 hours in column 6 (column 5 divided by column 4).

Enter a “Y” if at least 90% were completed or an “N” if not in column 7.

Enter the total number of Service Affecting (SA) trouble reports in column 8.

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.

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

Enter a Y™ if at least 90% were completed or an “N” if not in column 11.

FORM PSC/SSC 28 (X/XX)



NAME OF COMPANY (a) RULE 25-4.0185, F.A.C.

SCHEDULE 15 (Rule 25-4.073) ANSWER TIME

QUARTER ENDING (b)

Answered Percent Std. Met
Categories Attempts w/in Std. Answered Yes or No
wiin Std.

(1) @) ) @

Automated
Answer w/in 30
Sec (IVRL)
Answered by
Attendant w/in
90 Sec (No

IVRU)
Answered by
Attendant w/in
90 Sec (IVRL)

Enter the name of the company in line a.
Enter the ending period of the report (such as March 31, 2004) in line b.

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 "Y" for Yes or "N" for No in column 4.

FORM PSC/SSC 28 (X/XX)




CERTIFICATION OF
MATERIALS INCORPORATED BY REFERENCE
IN RULE FILED WITH THE DEPARTMENT OF STATE
Pursuant to Rule 18-1.005, Florida Administrative Code, 1 do hereby certify that the attached are true and
correct copies of the following materials incorporated by reference in Rule 25-4.110. Under the provisions of
subparagraph 120.54(3)(e}(6), F.S., the attached materials take effect 20 days from the date filed with the
Department of State, or a later date as specified in the rule,
Code of Federal Regulations — 47 C.F.R. Sec. 64-2400 and 64.2401
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ANN COLE
Commission Clerk

Number of Pages Certified




47 C.F.R. Sec. 64.2400 and 64.2401, rev. as of October 1, 2007,
incorporated by reference into Rule 25-4.083
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Parts 40 to 69
Revised as of Ocrober 1, 2007

Telecommunication




Federal Communications Commission

affillate. or an entity that publishes di-
rectories on the carrier's behalf.

(b A telecommunications carrier
must maintain, for at least one year
after the carrier provides subscriber
list information for directory pub-
lishing purposes to itself. an affiliate,
or an entity that publishes directories
on the carrier's behalf, records of any
of its rateg, terms, and conditions for
providing that subscriber list informa-
tion which are not set forth in a writ-
ten contract.

(c) Except to the extent specified in
paragraph (d), a carrier shall make the
contracts and records described in
paragraphs (a) and (b) available, upon
request, to the Commission and to any
directory puhlisher that requests those
contracts and records for the purpose
of publishing a directory.

(d) A carrier need not dizsclose to a di-
rectory publisher pursuant to para-
graph {c) portions of requested con-
tracts that are whelly unrelated to the
rates, terms, or conditions under which
the carrier provides subscriber list in-
formation to itself, an affiliate, or an
entity that publishes directories on the
carrier’s behalf.

(e) A carrier may subject its disclo-
sure of subscriber list information con-
tracts or records to a directory pub-
lisher pursuant to paragraph (c) to a
confidentiality agreement that limits
access Lo and use of the infermation to
the purpose of determining the rates,
terms. and conditions under which the
carrier provides subscriber list infor-
mation to itself, an affiliate, or an en-
tity that publishes directories on the
carrier’s behalf.

[28 FR 13239, Dec. 5. 1963, as amended at 6%
FR 62816, Cot. 28, 2001]

%64.2345 Primary advertising classi-
fication.

A primary advertising classification
is assigned at the time of the establish-
ment of telephone exchange service if
the carrier that provides telephone ex-
change service assigns the classifica-
tion or if a tariff or State requirement
obligates the carrier to provide yvellow
pages listings as part of telephone ex-
change service to businesses.

§64.2401

Subpart  Y—Truth-in-Billing  Re-
quirements for Common Car-
riers

Sourck: 84 FR 34497 June 25. 1999, unless
otherwise noted.

$64.2400 Purpose and scope.

{a) The purpose of these rules is to
reduce slamming and other &ele-
communications fraud by setting
standards for bhills for telecommuni-
cations service. These rules are also in-
tended to aid customers in under-
standing their telecommunications
bills, and to provide them with the
tools they need to make informed
choices in the market for tele-
communications service.

() These rules shall apply to all tele-
communications common carriers, ex-
cept that §64.2401(a)(2) and 64.2401{c)
shall not apply to providers of Com-
mercial Mobile Radio Service as de-
fined in §20.9 of this chapter, or to
other providers of mobile service as de-
fined in §20.7 of this chapter, unless the
Commission determines otherwise in a
further rulemaking.

(cy Preemptive effect of rules. The re-
guirements contained in this subpart
are not intended to preempt the adop-
tion or enfercement of consistent
truth-in-billing requirements by the
states.

[64 FR 34497, June 25, 1999; 64 FR 56177, Qct.
18, 1889: 65 FR 36637, June 9, 2000, as amended
at 656 'R 43258, July 13, 2000; 69 FR 34950, June
23, 2004; 70 FR 29983, May 25, 2005]

§$64.2401 Truth-in-Billing
ments.

(a) Bill organization. Telephone hills
shall be clearly organized, and must
comply with the following require-
ments:

(1) The name of the service provider
associated with each charge must he
clearly and conspicuously identified on
the telephone bill.

(2) Where chareges for two or more
carriers appear on the same telephone
bill, the charges must be separated by
service provider,

(1) The telephone bill must clearly
and conspicuously identify any change

Require-
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§64.2500

in service provider, including identi-
fication of charges from any new serv-
ice provider. For purpose of this sub-
paragraph ‘“new service provider™
means a service provider that did not
bill the subscriber for service during
the service provider’s last billing cvele.
This definition shall include only pro-
viders that have continuing relation-
ships with the subscriber that will re-
sult in periodic charges on the sub-
scriber’s bill, unless the service is sab-
sequently canceled.

(b} Descriptions  of billed charges.
Charges contained on telephone bills
must be accompanied by a brief, clear,
non-misleading, plain language de-
scription of the service or services ven-
dered. The description must be suffi-
ciently clear in presentation and spe-
cific enough in content. so that cus-
tomers can accurately assess that the
services for which they are billed cor-
respond to these that they have re-
guested and received, and that the
costs assessed for those services con-
form to their understanding of the
price charged.

ey “‘Deniable’” and “'Non-Deniabie”
Charges. Where a bill contains charges
for basic local service, in addition to
other charges. the bill must distinguish
between charges for which non-pay-
ment will result in disconnection of
basic, local service, and charges for
which non-payment will not result in
such disconnection. The carrier rmust
explain this distinction to the cus-
tomer, and must clearly and conspicu-
cusly identify on the bill those charges
for which non-payment will not result
in disconnection of basic, local service.
Carriers may also elect to devise other
methods of informing consumers on the
bill that they may contest charges
prior to payment.

(d) Clear and conspicuous disclosure of
inquiry contacts. Telephone bills must
contain clear and conspicuous discle-
sure of any information that the sub-
seriber may need Lo make inquiries
about, or contest, charges on the bill.
Common carriers must prominently
display on each bill a toll-free number
or numbers by which subscribers may
inquire or dispute any charges on the
bill. A carrier may list a toll-free num-
ber for a billing agent. clearinghouse.
or other third party. provided such

47 CFR Ch. | (10-1-07 Edition)

party possesses sufficient information
to answer questions concerning the
subscriber’s account and is fully au-
thorized to resolve the consumer's
complaints on the carrier’s behalf.
Where the subscriber does not receive a
paper copy of his or her telephone bill,
but instead accesses that bill only by e-
mall or internet, the carrier may com-
ply with this requirement by providing
on the hill an e-mail or web site ad-
dress. Hach ecarrier must make a busi-
ness address available upon reguest
from a consuiner.

(e} Dejinition of clear and conspicuous.
For purposes of this section, "“clear and
conspicunous’ means notice that would
be apparent to the reasonable con-
SUIMEr.

NOTE TO §64.2901: The following provisions.
for which compliance would have heen re-
quired as of April 1, 2000, have been stayved
until such time as the amendments to
§64.2402(a), (d), and {e) hecome effective (fol-
lowing their approval by the Office of Man-
agement and Budget and the publication by
the Commission of a document in the FED-
ERAL REGISTER announcing the effective date
of these amended rules) and will be
superceded by the amended rules: (1) That
portion of §64.2401(a)}2) that requires that
each carrier's ‘“‘telephone bill must provide
clear and conspicuons notification of any
change in service provider, including notifi-
cation to the customer that a new provider
has begun providing service,”’ (%)
§64.2401(a3(2)(i1), and (3) §064.240%{).

{64 FR 34497, June 25, 1999, as amended at 65
FR 43258, July 13, 2000]

Subpart Z——Prohibition on Exclu-
sive Telecommunications
Caontracts

SOURCE: 66 FR 2324, Jan. 11, 2001, unless
otherwise noted.

§64.2500 Prohibited agreements.

N¢ common carrier shall enter into
any contract. written or oral, that
would in any way restrict the right of
any commercial multiunif. premises
owner, or any agent or representative
thereof, to permit any other common
carrier to access and serve commercial
tenants on that premises.

§64.2501 Scope of limitation.

For the purposes of this subpart. a
multiunit. premises is any contiguous
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Rules 25-4.0185, 25-4.066, 25-4.070,
25-4.073, and 25-4.110
Docket No. 080641-TP

SUMMARY OF RULES

Rule 25-4.0185 is amended to make required technical changes to Division names and-form numbers, to
delete reference to Schedule 16, to specify that Schedules 2, 3, 11, and 15 apply to basic residential service only, and
to delete instructions concerning Schedules 19. Form PSC/SSC 28 is incorporated by reference into Rule 25-4.0185,
and has been amended consistent with the amendments to Rules 25-4.066, 25-4.070, and 25-4.073.

Rule 25-4.066 is amended to apply to basic residential service only, to replace the term “filed tariff” and
“tariff” with the term “schedules” or “schedule,” to delete certain requirements concerning facilities® design,
reporting requirement language, and customer notice, and to amend companies’ reporting method from exchange
based to access line based.

Rule 25-4.070, is amended to apply to basic residential service only, to identify service restoration
requirements as “service standards,” to require clearing of 90% interrupted service and service affecting trouble
reports within the required time period, to delete unnecessary provisions, to change the reporting method from
exchange based to rural and urban access line based, and to delete requirements concerning repeat trouble.

Rule 25-4.073 is amended to apply to basic residential service only, to change answer time requirements,
including amending the rule to require 90 percent of calls to business and repair offices to be answered within 90
seconds, to require calls offered using IVRU to be answered within 30 seconds of last digit dialed, to give the option
of transferring to a live attendant within the first 60 seconds of the message, to require the live attendant to give
assistance within 90 seconds of transfer, to delete use of answering time studies, and to delete reference to a
reporting form.

Rule 25-4.110 is amended to require local providers to comply with FCC Truth-in-Billing Requirements, to

delete rule provisions duplicative of statute or federal requirements or which are obsolete or cor}u'h,ry to Fecent
<3

=g

statutory changes.

SUMMARY OF HEARINGS ON THE RULES

A hearing was held on August 18, 2009, at which the Commissien considered written cg};mments_,snbmttt@di

by incumbent local exchange companies on the rules. The Commission voted to make s@i%chat;g%s tdﬁé
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proposed rules based on those written comments. The changes appeared in the September 4, 2009 edition of the
Florida Administrative Weekly.
FACTS AND CIRCUMSTANCES JUSTIFYING THE RULES

Rule 25-4.0185 is amended to make required technical changes for accuracy. The requirement to file
Schedule 16 is deleted as unnecessary, The rule is amended to state that Schedules 2, 3, 11, and 15 apply to basic
residential service only, consistent with the amendments to Rules 25-4.066, 25-4.070, and 25-4.083. Form
PSC/SSC 28 is amended consistent with the amendments to Rules 25-4.066, 25-4.070, and 25-4.073. These changes
comport with the regulatory streamlining focus of this rulemaking.

Rule 25-4.066 is amended to apply to basic residential service only and to replace the term “filed tariff” and
“tariff” with the term “schedules or “schedule,” which is consistent with statutory changes to Chapter 364, F.S. The
rule is amended to delete requirements concerning facilities’ design because these standards and conditions are
required to be in schedules. The rule is amended to delete as unnecessary the requirement for a company to leave
notice if unable to gain admittance to a customer’s premises. Amending the rule to change the reporting method
from exchange based to access line based gives companies more flexibility in dispatching outside technicians, The
rule is amended to delete reporting requirement language duplicative of form instructions. These changes comport
with the regulatory streamlining focus of this rulemaking.

Rule 25-4.070 is amended to apply to basic residential service only which is consistent with statutory
changes to Chapter 364, F.S. Amending the rule to change the reporting method from exchange based to access line
based gives companies more flexibility in dispatching outside technicians. Characterizing service restoration
requirements as service standards is consistent with Commission practice. Repeat trouble requirements are deleted
as unnecessary. These changes comport with the regulatory streamlining focus of this rulemaking.

Rule 25-4.073, is amended to apply to basic residential service only, which is consistent with statutory
changes to Chapter 364, F.S. Increasing answer time requirements is intended to allow companies flexibility in
managing their call centers, could result in cost savings to companies, and allows acceptable amounts of time to

callers. The rule requirement that subscribers not using IVRU be transferred to a live attendant withii\i@ seconds is
I
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deleted as obsolete. Answering time studies are deleted as unnecessary and duplicative of other cj_gta‘f_fsubn@ed to
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Rule 25-4.110 is amended to require local providers to comply with FCC Truth-in-Billing Requirements, to
delete rule provisions duplicative of statute or federal requirements or which are obsolete. The rule was amended to
delete the requirement that the bill insert or bill message be submitted to the Commission, consistent with recent

statutory changes. ‘These changes comport with the regulatory streamlining focus of this rulemaking.




