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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

IN RE: Amendment of Rules 25-4.107, 
F.A.C., Information to customers; 
25 -4.110, F.A.C., Customer Billing; 
and 2 5-4.040, F.A . C., Telephone 
Di rectories; Dir ectory Assistance . 

DOCKET NO. 900829-TL 

ORDER NO. 24235 

ISSUED: 3 - 13-91 

NOTICE Of ADOPTION OF RULE AMENDMENTS 

NOTICE is hereby given that the Commission, pursuant to 
secti on 120.54, florida Statutes, has adopted the amendments to 
Rules 25-4.107, F . A.C . , 25-4. 110, F.A.C., and 25-4.040, F.A . C. , 
r e l a ting to informati on to customers, customer billing, and 
t e l ephone directories; directory assistance, without changes . 

I 

The rule amendments were filed with the Secretary of State on 
Ma rch 11, 1991, and will be effective on March 31, 1991. A copy of 
t he relevant portions of the certification filed wi th the Secretary I 
of State is attached to this Notice . 

This d ocket is closed upon issuance of this notice. 

By Direction of the Florida Public Service Commission, this 
J)th day of MARCH 199 1 • 
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CERTi fiCATION OF 

PUBLIC SERVICE COMMISSION ADMI NISTRATIVE RULES 

FILED WITH TilE 

DEPARTMENT OP STATE 

I do hereby certify: 

-· .. .., ' . .- -r -· 
:;.• ... ·. 

-. 

at ( l) The time limitations prescribed by paragraph 

120.54(11) (a), r.s. , have been complied with; and 

at (2) Ther e is no administrative determination unu~r 

!>ac tion 120.54(4) , r.s., pending on a ny rule covered bv this 

certi fication; and 

J:J./ (3 ) All ru l e s covered by this certification arc filed 

within the proscribed time limitation s of paragraph 120 . 54 (1 1) (b), 

r.s. They arc fil d not less than 28 days after the notice 

required by subsection 120.54(1), F. S ., a nd; 

a1 (a) And arc filed not more than 90 days after the 

notice ; or 

l_l (b) Arc filed no t more than 90 days after the notice not 

including days an admi ni s rativ e determination was pending ; or 

Lt (c) Arc filed with i n 21 d ays after t h e adjournment o f 

tho final public hearing on the rule ; or 

Ll (d) Ar filed within 21 days after t he date of receipt 

o f oll materia l authoriz d to be s ubmitted at the hear i ng ; or 

L.l ( ) Arc Hl d with i n 21 days after the date the 

transcript waa r ccivcd by this age ncy. 

Attached ro t he original and t wo copies of each rule covered 

by this certification. Tho rules a rc hereby adopted by the 

··n 
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undersigned agency by and upon t heir filing with the Department of 

State. 

Bule No. 
25-4.107 
24-4. 110 

25-4.040 

Spoci!ic 
Rulomaking 
Authority 

350 .127(2), P.S. 
350.127 , P . S. 

350.127(2), P.S . 

Law Doing Implemented, 
Interpreted or 
Made Soccitic 

364 .03 , 364.04 , P.S. 
364 . 17, 350.113, 364.03, 
364.04, 364 .05 , P. S. 
364. 03 , F.S. 

Under tho provis.ion of paragraph 120.54 (12) (a), P.S., t ho 

r uloo tak off ct 20 dayo from t ho date filed with the Department 

of State or a later date s set out below: 

Et'foctlvo: 
(caonth ) 

(S E ,_ L) 

pircctor. piyision of Records & Beportinq 
Titlo 

Number of Pages Certified 
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25-4. 107 I nfora tion to customers. 

(l) Ench company s hal l pro vid such information and 

ssistonce as is reasonable to assist any customer or applicant 

in obt ininq elephone service adequate to his communications 

n cds . At the time of ini ial contact, ach locnl exchange 

(•1PCO~m~l ~ ~ company shall advise tho person applying for 

or 1nquiring dboul residential or singlc_ line business service or 

he rate for the least oxp nsive one party basic local exchange 

t lephono service available to him unless he requests specific 

quip=cnt or services . Upon cystorner rcguept . t~he per son shall 

also be g1v~o into~ 

w~b.~r to cJll to receive information o n ths "No Sales 

Sol1citntion" listM\g of.fcred through t he pcpartment of 

Agricylt~r9 and Con s umer Scryiccs . Division of Consumer Services. 

In any discussion of enhanced or optional s~rviccs, each serv ice 

~h~l l b i dentified s pecifically, and the price of each serv ice 

shall be g1ven. Such person s hall also be informed of the 

dVailabili y of and rates for local measured service, if offered 

in his xchangc. J&cal exchange tclccommuo1catioos ;ompanj~ 

shall ~ubm1t copies of the ADforrnation provided to customer 

r.~nt~tiycs to the piyision of cornmunic~tions for 

n.r i or a PlU' QYll.L. .... 
:.:::: 

~ .J. 

( 2) Al the carl icst time practicable, the company st}~).l · J 

-, 
•• 

r • - . . ,, 
provi~c to that customer tho billing c ycle and approximat~ - da~~ ,.. f. ·.-.. 

fl • ; 

·~::; 
he may expect to receive his monthly billing. 

\ I~ ·, 
,... •. J ,. , 

COOINC: Words underlined arc additions; words in 
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1 Law Implemented: J64.0J, 364.04, F.s. 

2 His tory: New 7/6/79, Amond d 11/30, 86, 11/28/89 
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25-4.110 Customer Billing. 

(l) Eac h company shall isauc bills monthly. Eac h b i ll 

shal l show tho delinquent dote, oct forth a clear lis ing of all 

c ha rgco due and payable, and not later than December 1, 1982 , 

contain tho following statement: "Written iTtcmizatio n o f local 

billi ng a vailable upon reques t." 

(a) Dy July 1, 1987, ~each l ocal exchange company shall 

provide an it~aized bill for local service: 

1. With t he first bill rendered after l ocal exchdnge 

service to a customer is initia e d or c hanged ; and 

2. to ev ry customer a~ least once each t welve 

montho . 

(b) Th e a nnua l itemized bill s hall be accompanied by a bill 

s~u t or which explains the itcmizati~n and advises the c ustomer 

~o verify tho items and c harges o n t he itemized bill . Th is b ill 

ijtutr~r g hall be SUbmitted t o the pivision of Communications for 

ecior approval. The itemized bill provided to residential 

cus omer s nd to business customers Wlth less than 10 access 

lines p r service locat i on shall be in easi ly understood 

language. The ite mized bill provided to business customers with 

JO or more access lines per service l oca tion may be s tated in 

~· crv1ce order c ode, provided that it conta i ns a s tateme nt t hat , 

upon request , an easi ly underst ood trans lation is availa ble in 

written f o rm without c hilrge. An itemized bill ohall include, bu 

no t be l imited to tho fo llowi ng intormation, separately s t a ed: 

CODIUC: Words underlined nrc additions; words i n 
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1. n Humber and types ot access lines~ 

2 . ~ehargos ~ of access to the system , by type of 

line; 

3. zone char~cs ; 

~.8 touch tone service c harges; 

2 · 9 charges for c ustom calling features , scpara~~d by 

f e ature; 

unlisted number cha~ges; 

local directory assistance c harges ;-&nd 

~ other nonta riffcd. regulated c harges con tained in 

the bill. 

(c) By-July 1, 1987, Eeach bill rendered by a local 

exchange company s hall: 

1. separately s tate the following items: 

a . any discount or penalty, if applicaLlc , 

b. past due balance , 

c . non-Ca~ unregulated charges , ide n tified p~ 

unregulated . 

1. long- distance charges , if included in the bill, 

e. franc hise fcc , if applicable, 
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taxes as applicable on purchases of l ocal and long 

distance service ; and 

2 . contain a statement t hat nonpayme n t of regulated 

charges may result in discontinuance of service 

and that the customer may contact the busines s 

of(ice (at a stated number) to determine the 

a~ount of regulated charges in the bill. 

(2) Each c ompany shall make appropriate adjustments or 

refunds where the s ubscribers ' s service is i nterrupted by other 

than the subscriber ' s negl ige nt or willful act, and remains out 

of order in excess or twenty-four (24) hours after the subsc riber 

notifies the company of tho i nterruption . The r efund to the 

s ubscriber shall be tho pro rat11e part of the month ' s charge for 

the period of days a nd that portion of the service and facilities 

r e ndered useless or ~noporative; excep~ that the refund shall no t 

be applicable for t he time t hat the company stands ready to 

repair the service and t h e s ubscriber does not prov ide access to 

the company Co r s uch restor ation work. Th~ refund may be 

accomplished by a c redit on a subsequent bill for elcphone 

s e rvice. 

( J ) (a) Bills shall not be considered delinquent prio r to 

the expiratio n or fifteen (15) days from the date of mailing or 

dolivery by the utility. However , the company may d e mand 

immediate payment under the following circumstances: 

1. Whore service is terminated or abandoned. 
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Where toll service is two (2) times greater than 

the subscriber ' s a verage usage as reflected on tho 

monthl y b illa for tho three (J) mo nths prior to 

ho c urrent b i ll or , in tho caso of a new customer 

who haa been r calving service for less than four 

(4) months, where the toll service is twice the 

oatimatcd mon t h ly toll acrvice. 

(b) Tho demand for immediate payment a hall be 

9 accompan1cd by a bill which i t emizes the charges for which 

10 p ym n~ ia demanded or , if the demand ia made orally, an iLc mtzcd 

11 bill shall be ma~led or delivered to tho custom r wi t h in three 

12 (J) d~ys after the demand is made. 

13 (c) If tho company cannot p reaont an itemized bill, i~ 

14 may pr sont a uummarized bill which includes the customer ' s name 

15 •nd addreaa and tho total amount duo. Howe ver, a c u s tomer may 

16 refuse to make payment until a n itemized bill ia presented. The 

17 comp ny ahall inform the cuatomor that he ma y refuse payment 

18 unttl an i emiz d bill ia prcaentcd. 

19 (4} ~ch te lephone company ahall include a bill insert 

20 ~dvininq each aubccrtbcr of t he directory closing uatc and the 

21 subscrlbcr'a opportunity to correct any error or make such 

22 chanqoo aa th aubscr1bcr deems neceasary i n advance of the 

25 c l):.s 
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o~ ~~ It s hal l also state that at no additional c harge a nd upnn 

h request of any re~idcntial oubscr ibcr, the exc ha nge company 

nh 11 list an additional fi r o t name or initial under the same 

addreso, telephone number and s urname of the subscriber. Such 

notice ohall be included in t he billing c yc l e c l osest to sixty 

(GO) days preceding the dir ectory c l osing date. 

121. Annyally . eac h telephone company s hall include a bifl 

~~Qing cncb rc5idential sybscriber of the option to have 

bin/her nome placed on the "No Sales Solicitation~ l ist 

maiotain~d by the pepartrnent of Agriculture and Consume r 

Sgrv icg:; . pi v is ion of com;umcr Seryices . and the 800 number t-...Q 

cont•1Ct to rccci vc more i nformation. 

(iS) Where any undercharge i n billing of a c us tomer i s the 

raoul o L a company miotake, the company may not backbi ll in 

cxccsc o L t welve month~ . Nor may the compa ny recover i n a 

rat:omnking proceeding a ny lost revenue wh ich inures to the 

comp ny' s detriment on account of this provision. 

(1 6) franchise fcc:J i!nd mYni~iPi!l t~l~cQmmuo~i~ti2ns ta2_<~s . 

(a) When .) municipality chargcn a company any fra nchi:;c 

r oc . or rnuniclpol tclccQmmuociatiQns t ax aythQri ~ed by Sect ion 

~~.23 1 f .S , the company may collect that fcc only from its 

oubDcribcr c r eceiving oc rvicc within t ha t municipality . Whe n d 

county c harges a company any franchice fee , the compa ny may 

coll ct hot fee only from its s ubscribers receiv ing service 

within that county. 

CODING: Words underli ned arc additions; words in 
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(b) A company may not incorporate any franchise fee ~ 

2 ~oicipol tolocqmmyoicatioop tax i nto it~ other rates tor 

J G rvic . 

5 

6 

1 

8 

sub! ti~ ·me-o~e~~~r 

sE~-<t1~~t!~r-~he-eMpi ~n-o ~rs fro~tt-the-ef eet:-We 

do 

+dt This subsection s hall not be construed as granting a 

9 municipality or county the authority to c harge a franchise fe~ ~ 

10 ~c1pal tglccommunicationo tax. This s ubsectio n only specifies 

11 the method of collection of a franchise fee if a mun icipality or 

12 county, having a u hority to do so, c harges a franchise fee-2£ 

1) muoicipol tqlccomrnuoications tax. 

(l~) (a) When a company elects to add the Gross Receipts 

15 Tax onto the customer ' s bill as a separately stated component of 

16 tha bill, tho company must first remove from the tariffed rates 

17 any embedded provisions for the Gross Receipts Tax . 

18 (b) I! tho tariffed rates i n effect have a provision 

19 for gro~s receipts tax , the rates must be reduced by a n amount 

20 equal to tho gross receipts tax liability ~mposed by Chapter 20J, 

21 Florida Sta utos , thereby r e ndering the customer ' s bill 

22 uncf!octcd by he election to add the Cross Receipts Tax as a 

2J s parately stated tax. 

24 (c) This s ubsection s hall not bo cons trued as a 

25 mand to to elect to separately state t he Gross Receipts Tax. 
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This subGection only spocitiea the method of applying such a n 

election . 

(d) All cervices oold to another telecommunications 

v ndor , provid d that tho applicable rules of the Department of 

R venue arc oot io!icd, must be reduced by an amount equal to the 

gross receipts tax liability imposed y Chapter 20) , Florida 

S dtu t ea , unless those services have been adjusted by some other 

Commission act1on. 

( ) Wh n a nonrate base regulated telecommunicn tions 

company cxercia s the option of adding the gross receipts tax a s 

a separately s tated component o n the customer ' s bill then tha t 

comp a ny must file a tariff 1ndicating s uch. No corresponding 

rate reduction is r e quired for nonratc base regulated telephone 

compani o. 

Spnc ific Authority: )50 .1 27 , P.S. 

Law lmpl man ad: 364.17, 350 . 113 , 364.03, 364.04 , 36~.05 , F.S. 

His ory: N w 1 2 /l/68, Amended 3/31/78 , 42/31/78, J /18/81 , 

5 /)/82 , 11/21/82, 4/13/86 , 10/30/86, 11/28/89 . 
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25-4. 040 Te l ephone Directories ; Directory Ans i s tance . 

(1) Each l2£u1 exchange telecommunications ~\one 

3 company s ha ll normally publ i s h updated telephone directpr i es 

~ once very 12 mo n h n a nd s hall publinh update d directories at 

5 1 ast o nce every 15 mon ths . The directories nhall norma l ly 

6 alphabe ically list the name, dddress, and t elephone number of 

7 all nubncribarn loca ed in the exchange(n) c ontained in the 

8 directory except the telephone numbers for publ ic telephones or a 

9 name , address, number/address unl isted or unpublis h ed at the 

10 oubncribor'n request. A description of the local (toll free) 

11 calli ng scope shall be promi nently displayed at the beg1nning of 

12 each alphabetical section i n a directory . At no add itional 

1J charge and upon tho request of any residential nubscriber, t h e 

14 exchange company s hall list an add1tional first name or initial 

15 under tho same addr ess, telephone number and s urname of the 

16 subscriber. Tho exchange company s hall place the f irst names or 

17 ini t ia l s in the order requested by the s ubscr i ber. 

18 ( 2 ) Each s ubscriber served by a d irector y s hall be 

19 furnished o ne copy o t that directory for each access line . 

2 0 Subject to availabi li y , addi t ional direc t ories s ha 1 be provided 

21 by the l ocal exchange tclec orn''l!'DJcgtions company , wh ich may 

22 c harge a reasonable Coo therefor. Wi thin JO days after the 

23 effective date of th is ru le each e xc hange company s hall file with 

2 4 tho Commission a tar1Cf octtin~ forth t h o fcc , if a ny , a nd t h e 

25 cond i t iona under whic h it will apply. Copies of each d irectory 
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ohall b furnished to the Bureau of Scryicc Eyaluation 

eomftt<.Mt!ri-on. When e xpanded cal ling scopes arc i nvolved, a s with 

Extended Area Serv ice , each s ubscriber s hall be provided with 

dir ctory li~tingo for all publis hed telephone numbers within he 

local serv1ce area . 

( J ) (a) The name of the local exchange telecommunications 

~epnon company , the indiv i dual excha ngeo included i n the 

directory and the month/year of isoua nce ohall appear on the 

front cover ot each directory. 

(b) The following i nformation ohall be listed on the 

inside of the front cover ot the directory : 

1. Em~rgency calling i ns tructions and numbers incluc ing 

thooc of the police, fire departments and ambulance services used 

by local government in case of emergenc y; 

2 . " 911 " i notruc tiono for excha nge::> with " 91 1 " emergency 

service. 

(c) The following notice ohall be cons picuous ly listed 

on the ir.nide front cover or f ir::;t page of the d irectory: 

FLORIDA PUDLIC SERVICE COMMISSION INQUIRIES 

CUSTOMERS OF UTILITIES /\NO COMPANIES RECULJI.TED DY 1'11E COMM I SSION 

WHO HAVE FIRST CONTACTED SUCH A FIRM CONCERNING A PRODLEM , AND 

ARE NOT SA'riSf"IED BY THE CORRECTIVE ACTIOU TAKEN MAY CONTACT : 

TilE FLORIDA PUDLIC SERVICE COMMISSION 

Office of Conoumer Affairs 

101 East Caines Street 
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Tallahassee, Plorida J2liiOT-8153 

Phone Toll Prec l-800-J42-l552 

(4) The following information shall appear in the front 

4 page~ of the directory, preceding subscrib r li~tings, along with 

5 an index whore there arc four (4) or more pages of s uch 

6 i nfonna ion: 

7 (a) Dir ectio ns Cor the u~e of local exchange and long 

8 distance telephone s ervices and calls to repair a nd directory 

9 assistance services. 

10 (b) Applic ation and amount of directory assistance charges 

11 conta i ned in company tariffs. 

12 

13 

(c) Applicat i on ~nd amount of c harges for line busy 

verification, emergency interrupt and maintenance/repair 

14 S OrVl.COS. 

15 (d) The loc tion o f telephone company public business 

16 officoG loc-ated in t .he area(s) contained in tho directory. 

17 (e) Identification of c ustome r paymen t locations and an 

18 explanation of discontinuance of service procedure~ for local 

19 service . 

20 (f) Po licy on customer owned equipment and inside wiring. 

21 (g) Po li c y on the rec ording of telephone convt rsations . 

22 (h) Policy on harassing calls and sales solicitations 

23 generated by illegal automatic dialing equipment . 

24 

25 

(i) Policy on various v iolations of law ar ising from t ho 

illegal u~e of telephone equipment and service. 
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(j) A conoplcuous notice of the availability 21 rote9 , arw 

through tho florida Oepartmgot of Agriculture and Conkumer 

( ~) O~rec~ory assistance operators s hall maintain records 

o 1 ~ 11 tel phon numbers (except for non-published te lephone 

numbers) in th• area for which they have the responsibility of 

furnishing s rvic . All new or changed listings shall be 

prov i ded to ir ctory asoistance operators within forty-e~ght 

(48) hour s aft r connection of service , excluding Sdturdays, 

Sundays and holidays. 

( 6) In the event of a n error in the listed number of any 

s ubscrib r, each local exchange tel ecommunications company shall 

in ercept all cal l s to the listed number for the period of time 

required ·o comply with Rule 25-4.074, p~ovided the listed number 

is not in s~rvico. In the e vent of an error or omission in the 

nam list i ng ot ~ customer, the customer ' s correct name and 

telephone number s hall be lialed in the dirrctory ass iotance and 

intrrcept records and the correct number furnished the calling 

Pt rty upon r qu o or i ntercept ion. 

(7) Wh n s ubscriber will establish a residence or 

bus1noss s hortly after the close of s ubsc ribe r lis ting records 

but preceding publication , tho ~ exchange t e lecommunicati o ns 

company ~hall , upon requcs , establish and lis t serv ice at the 

COOINC: Wo rdc underlined arc additions; words in 
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l r cques cd new addrcos and immediat ely place the service o n 

2 &uopens ion. Service connection and other appropriate local 

3 se rvice charge~ s hall bo due a nd payable, i ndepende nt of whether 

4 serv1ce is later rcotorcd. 

5 (8) When scheduled additions or changes in plant, records 

6 or operaLions will require a large gr oup of numbe r c hanges , the 

7 ear l iest possible notice s hall be g i ven to affec ted customers , 

8 regardless of the time of the change relative to the directory 

9 i ssua nce c ycle . 

lO (9) The local exch~nge telecommunications company s hall not 

11 c hange a oubscribcr ' o telephone number without good cause and at 

12 l e c t thirty (30) days prior notice to the affected s ubscr iber . 

1 J Specif ic Aut hority: 350 . 127(2) , F . S. 

14 Law Impl emented: 364.03 , F. S . 

15 liistory: New 12 /l/68, Amended 3/31/76 , 1/ 4 f78, 12/10/84, 

16 t orrncrly 25-4 .40, Amended 11/28/89. 

17 
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1\RY Of RULE 

Ru l eo 25-4.107 
25-4 . 110 
25-4. 040 

Docke t No. 900829-TL 

25-4. 040, F .. c. , Telephone Director ies , i~ being 

revioed to del ete t he sections that provide for a d i r ector y listing 

Cor ~no sales solicitation" listing, and add sect ions that provide 

for t ho availability of a li~t offered by t he Div ision of Cons umer 

Services o f the Dep rtment or Agriculture a nd Cons umer Services . 

Rul 25-4 .107, F. A.C . , Information to CUstomers is being r~vised to 

require thilt LECs prov ide information about t he NSS list to 

customers, 8nd also to submit copies of a l l i nformation givun to 

customer s i n t ho initial contact to t he Commission' s Division of 

Communications for prior approval . 

Rule 25-4 .110, F.A.C., Customer Dilling is being revised to 
;,· 

require t t>c LECc to i nc l ude annual bill inserts about the N!l~ ' list. 
~. ::.:: 

Further changes to t he rult> pertain to f r anchise fees , insi5fe wii='C , :·] 
~- -:;'lJ 

C..'•' -- ., 
and c us t omer promices equipment . ,. ,.... - ..... !"""•. 

S1.1HMARX Of !lfARTNGS ON TlfE RULE 

- \ :h. 

r..: '1: ...... :: 
!='·~ ~~ 

n 

~ ' .. .- .. 
1'\• 

.' -
On February 20 , 1991 , a Reques t Cot llearing wa s filed on 

behalf of St. Joseph Telephone & Telegraph Compa ny , Gulf Telephone 

Compnny, t he Florida Telephone Compa ny , I nc . , and Indiantown 

Telephon Systems , I nc. However, tha t r equest was s ubs eque ntly 

withdra wn e n Fe bruary 21 , 1991, a nd no heari ng wa s held. 

f ACTS AtlP CIRCVMSTANCES JUSTIFXWG THE RULE 

S ctions 364 .3382 a nd 501.059 , Florida Stat utes , were revised 

383., 
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during tho 1990 legislative session, with the ne w provisions 

becoming effective October 1, 1990. The proposed c hanges to Rules 

25-4.040 , 25-4.107 , and 25-4. 110, F.A.C. , implement the ne w 

telecommunications polic ies of the .Legis lature and the CollllDission 

resulting from these sta tutory revi sions and other customer bill ing 

procedural change~. 

Specifically, the rule revi sions will impose new restrictions 

and requ irements on talcphono solici t ors and c ha nge the method by 

which consumers arc pro acted from unwanted telephone 

s olicitations , and require other mi nor c hanges to custome r bills 

and inforoation that is given to custome r s. 

I 

I 

I 
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