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Definitions 25-4.00'!1 . 

Customer Billing for Local Exchange 

Telecommunications Companies 25.4.110 

·Local. logal Toll. or Toll Proyider 

Interexchan9e Carrier Selection 25-4.118 

PURPOSE AND EFFECT: The purpose of the proposed amendments is to 

incorporate local, local toll, and toll service provi~er change 

requirements and 47 C.F.R. 5564.1100 and 64.1150 that provide 

more strinQent chan9e requirements than that in the Commission's 

current rules. The proposed amendments also provide for qreater 

consumer protections. The effect of the proposed rule amendments 

is to reduce the possibility of •slammingn (the chanqe of the 

primary local, local toll, or toll provider of a customer without 

authorization). 

SUMMARY: The proposed rule amendments and the new rule place new 

requirements on the local exchanqe companies, the alternative 

-----~~ocal exchange companies, and the interexchanqe companies 

regardin9 the circums~ances under which chanqes may be made. The 

CMU----~proposed rule amendments and new rule apply to local, local t~ll 

CTR ---or ~intraLATA•, and toll service providers, each of who must be 
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preferred provider may only be made if at least on= of the 

following four actions has occurred: 

(1) The company has a signed letter of agency (LOA) that 

contains sufficient information to verify that the consumer is 

authorizing the change. The LOA must contain certain information. 

(2) The company has received a consumer-initiated call, has 

obtained the consumer's consent and specific information and has 

recorded the number to be changed. 

(3) An independent, unaffiliated firm has verified the 

consumer's request and obtained inform.tion by audio ~ecording. 

(4) The company has received a consumer's change request and 

responds by mailing an information package. 

A company may not combine the LOA with any inducement on the 

same document and prohibits checks sent by companies to consumers 

where endorsement by the customer is agreement to switch service. 

Inducements in writing or by telephone may not be misleading or 

deceptive. 

If a person is slammed, charges for the change and all 

charges billed on behalf of the unauthorized provider for the 

first 90 days must be credited to the consumer. After 90 days up 

to 12 months any changes will be rerated. Upon notification by 

the consumer, the company must have the consumer switched back to 

this original provider or the provider of his choice. 

Providers and billinq companies are required to give notice 

to the customer in the bill and by letter that his provider of a 



particular service has switched and that a PIC freeze is 

available. Provides for a billinq block option for customers. 

SUMMARY OF STATEMENT OF ESTIMATED REGULATORY COST: 

The providers who filed cost info~ation were primarily concerned 

with portions of the proposed rules that would make 1t difficult 

for them to standardize their marketinq and billinq procedures 

nationwide. Other propoaed requirements identified as 

particularly costly by the respondents were: audio recordinq of 

inbound telephone calla from consumers and inclusion of specific 

Florida lan9ua9e in inform.tional packaqea. 

It is apparent that companies who choose to operate in 

Florida will face sa.. additional costs to comply with the 

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

or rules in other states). However, these compliance ~osts should 

be weighed a9ainat the costa of the present situation, so vividly 

described by customers at the recent public workshops. 

Any person who wishes to provide information reqarding the 

statement of estimated re9ulatory costs, or to provide a proposal 

for a lower coat regulatory alternative must do so in writinq 

within 21 days of this notice. 

SPECIFIC AU~HORITY: 350.127(2) FS. 

LAW IMPLEMENTED: 350.113, 364.01, 364.02, 364.03, 364.04, 364.05, 

364.17, 364.19, 364.285, 364.32, 364.335, 364.337 FS. 

WRITTEN COMMENTS OR SUGGESTIONS ON THE PROPOSED RULE HAY BE 

SUBMITTED TO THE FPSC, DIVISION OF RECORDS AND REPORTING, WITHIN 



21 DAYS OF THE DATE OF THIS NOTICE FOR INCLUSION IN THE RECORD OF 

THE PROCEEDING. 

A HEARING WILL BE HELD AT THE TIME, DATE, AND PLACE SHOWN BELOW: 

TIME AND DATE: 9:30A.M., February 6, 1998 

PLACE: Room 148, Betty Easley Conference Center, 4075 Esplanade 

Way, Tallahassee, Florida. 

THE PERSON TO BE CONTACTED REGARDING THESE PROPOSED RULES ARE: 

Director ot Appeals, Florida Public Service Commission, 2540 

Shumard Oak Blvd., Tallahassee, Florida 32399-0862. 

THE FULL TEXT OF THESE PROPOSED RULES ARE: 

25-4.003 Definitions. 

For the purpose of Chapter 25-4, the fella~iR' definitions to the 

following torma apply: 

(1) "Access Line• or "Subscriber Line." The circuit or 

channel between the demarcation point at the customer's premises 

and the serving end or class 5 central office. 

f2l •alternotiyo Lggal £xghango Tclos;ogggunigatigpo Company 

(ALEC!.• Any telesgmmunigations cgmpany. aa defined in Section 

364,02fll, Flgrido Statute•. 

lll~ "Average Busy Season-Busy Hour Traffic." The average 

traffic volume tor the busy season busy hours. 

lil~ "Busy Hour.• The continuous one-hour period of the 

day during which the greatest volume of traffic is handled in the 

office. 

~+4+ "Busy Season." The calendar month or period of the 



year (preferably 30 days but not to exceed 60 days) during which 

the greatest volume of traffic is handled in the office. 

l§l~ "Call." An attempted telephone message. 

lll~ "Central Office." A location where there is an 

assembly of equipment that establishes the connections between 

subscriber access lines, trunks, switched access circuits, 

private line facilities, and special access facilities with the 

rest of the telephone network. 

lil~ "Commission." The Florida Public Service Commission. 

lll~ "Company,• "Telecommunications Company," •Telephone 

Company,• or •utility." These te~e may be used interchangeably 

herein and shall mean "telecommunications company" as defined in 

Section 364.02(12), Florida Statutes. 

~~ "Completed call." A call which has been switched 

through an established path so that two-way conversation or data 

transmission is possible. 

llll~ "Disconnect• or "Disconnection.• The dissociation 

or release of a circuit. In the case of a billable call, the end 

of the billable time for the call whether intentionally 

terminated or te~inated due to a service interruption. 

~~"Drop or Service Wire." The connecting link that 

extends from the local distribution service te~inal to the 

p~otector or telephone network interface device on the customer's 

premises. 

llll~ "Exchange." The entire telephone plant and 



facilities used in providing telephone service to subscribers 

located in an exchange area. An exchange may include more than 

one central office unit. 

llil~ "Exchange (Service) Area." The territory of a local 

exchange company lL£C) within which local telephone service is 

furnished at the exchange rates applicable within that area. 

llal~ "Extended Area Service." A type of telephone 

se~vice whereby subscribers of a given exchange or area may 

complete calls to, and receive messages from, one or more other 

exchanges or areas without toll charges, or complete c~lls to one 

or more other exchanges or areas without toll message charges. 

llil~ •Extension Station.• An additional station 

connected on the same circuit as the main station and subsidiary 

thereto. 

llllit6t "Foreign Exchange Service." A classification of~ 

furnished under tariff provisions whereby a subscriber may be 

provided telephone service from an exchanqe other than the one 

from which he would normally be served. 

llil~ "Intercept Service." A service arrangement provided 

by the telecommunications company whereby calls placed to an 

unequipped non-working, disconnected, or discontinued telephone 

number are intercepted by operator, recorder, or audio response 

computer and the calling party informed that the called telephone 

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



c~anged to another number, or that calls are received by another 

telephone. This service is also provided in certain central 

offices and switching centers to inform the calling party of 

conditions such as system blockages, inability of the system to 

complete a call as dialed, no such office code, and all circuits 

busy. 

llil~ •Interexchange Company fiXCl." Any 

telecommunications company, as defined in Section 364.02(12), 

Florida Statutes, which provides tclocgmmuoieatioos 

~elee~iea,,eR service between local calling areas as t~ose 

areas are described in the approved tariffs of individual ~ 

but is not ltmited to, MLDA' MMltiple &eeatieft 9ieee~ftt 

h~f~etate~e (M&~~ as defined in subsection ~ ~ of these 

definitions. 

~~ •rnter-office Call." A telephone call originating 

in one central office but terminating in another central office, 

both of which are in the same designated exchange area. 

lZll~ "Interstate Toll Message.• Those toll messages 

which do not originate and terminate within the same state. 

~~ •Intertoll Trunk." A line or circuit between two 

toll offices, two end offices, or between an end office and toll 

office, over which toll calls are passed. 

lZll~ •rntra-office Call." A telephone call originating 

and terminating within the same central office . 



~~"Intra-state Toll Message.• Those toll m~ssages 

which originate and terminate within the same state. 

Jlilfi+t "Invalid Number.• A number comprised of an 

unassiqned area code number or a non-working central office code 

(NXX) • 

l2.il. -+air •Large LEC." A .LEt leeal &ltehaPL,e 

~elee~u aRieaeiana •••;any certificated by the Commission prior 

to July l, 1995, that had in excess of 100,000 access lines in 

service on July 1, 1995. 

l2ll~ "Local Access and Transport Area (LATA)" or "Market 

Area.• A geographical area, which is loosely based on standard 

metropolitan statistical areas (SMSAs), within which a~ leeel 

enelrtaRta a JAflt)l may transport telecommunication signals. 

~~"Local Exchange Telecommunications Con?any (LEC)." 

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

florida Statutes. 

1291 •Lgsal Prgyidtr <LP).N AnY tologqmmunicatigno compapy 

proyidinq lggal telesgmmunigationo soryico. excluding eay 

telephone prpyidtrl and sell aqqrogatorl. 

llQL~ "Local Service Area" or "Local Callinq Area.• The 

area within which telephone service is furnished subscribers 

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

LF;C' a !seal enehaRIS •aleaaiNitani:eatiena ea1 p:an) 'a local service 

area may include one or more exchange areas or portions of 

exchan9e areas. 



tJl) ~Lgs•I Tgll Prgyidtr tLTPl • AnY tel•communicatigns 

sgmpaoy proyidinq intr•I•TJ pr intremerket area lpnq distance 

telecgmmuniseti~n• ••rxis•· 

llZl~ "Main Station.• The principal telephone associated 

with each service to which a telephone number is assiQ~ed and 

which is connected to the central office equipment by an 

individual or party line circuit or channel. 

llll~ "Heaaaqa.• A completed telephone call. 

ll!l~ "Mileaqe Charqe.• A tariff charge for circuits and 

channels connecting other services that are auxiliary ~o local 

exchange service such as off premises extensions, foreign 

exchange and foreign central office services, private line 

services, and tie linea. 

~+ii+ "Multiple Location Discount Aggregator (HLDA)." An 

entity that offers discounted long distance telecommunications 

servicea from an underlying ~ iR•eee•e~ant• ecn+any to 

unaffiliated entities. An entity is a HLDA if one or more of the 

following criteria applies: 

(a) It collects fees related to interexchange 

telecommunications services directly from subscribers, 

(b) It bills for interexchange telecommunications services 

in its own name, 

(c) It is responsible for an end user's unpaid interexchange 

telecommunications bill, or 

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



tariff of the underlying ~ iR~e~eMe~aftte ee•paft, to the 

cu•tomer's individual usage. 

llil~ "Normal Working Days." The normal working days for 

installation and construction shall be all days except Saturdays, 

sundays, and holiday•. The normal working days for re~air service 

shall be all days except Sundays and holidays. Holidays shall be 

the days which are observed by each individual telephone utility. 

llll~ "Optional Calling Plan.• An optional service 

furnished under tariff provisions which recognizes the need of 

some subscriber• for extended area calling without imposing the 

cost on the entire body of subscribers. 

llil~ •out of Service." The inability, as reported by the 

customer, to complete either incoming or outgoing calls over the 

subscriber's line. •out of Service• shall not include: 

(a) Service difficulties such as slow dial tone, circuits 

busy, or other network or switching capacity shortages; 

(b) Interruptions caused by a negligent or willful act of 

the subscriber; and 

(c) Situations in which a company suspends or terminates 

service because of nonpayment of bills, unlawful or improper use 

of facilities or service, or any other reason set forth in 

approved tariffs or Commis•ion rules. 

ll!l~ "Outside Plant." The telephone equipment and 

facilities installed on, along, or under streets, alleys, 

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



and subscribers' locations or between central offices of the same 

or different exchanves. 

lial~ "Pay Telephone Service Company.• Any 

telecolllrllunications company ~; a~hel! ~ttaft a Laeal &nehan,e 

Se•••n); whtatt provides pay telephone service as detined in 

Section 364.3375, Florida Statutes. 

Ill J 'Pei-•J lnaaeaneha::,a &elllf&n:t a • lhe ,ee ettllee:riJseel 

•all aeesiea fl&si••• fa1 a aMaaa1i~Sic 

(411 MPIC-Frtt!•·· Tbt suatgmtr authgrization to prohibit o 

chfnpo pf eny ••l•sted prpyidfr •• ••ere•••d go Form PS~/CAF 2 

l](X/98) I 

1421 •ergyider.• Any ttlosommunipatigno ppmp•ny proyidinq 

soryiso. txplydinq pay t•lephgne prgyidera tad gell ogqreqatoro 

li,o. lgc•l, lpgtl tgll. and tpll prgyidersl. 

lill+il+ "Service Objective.• A quality of service which is 

desirable to be achieved under normal conditions. 

liil~ •service Standard." A level of service which a 

telecommunications company, under normal conditions, is expected 

to meet in its certifica~ed territory as representative of 

adequate services • 

.LJ.ll-f+i+ "Small L£C." A~ leeal euehan11 

~eleeuamaRisa•teRa ee .. an) certificated by the Commission prior 

to July 1, 1995, which had fewer than 100,000 access lines in 

service on July l, 1995. 

lfil~ "Station.• A telephone instrument consistinq of a 



tfansmitter, receiver, and associated apparatus so connected as 

to permit sending or receiving telephone messages. 

l!ll~ ~subacriberR or RCustomer." These terms may be used 

interchangeably herein and shall mean any person, firm, 

partnership, corporation, municipality, cooperative organization, 

or governmental agency supplied with communication service by a 

telecommunications company. 

lJili+fr "Subscriber Line.~ See ~Access Line." 

liil~ •switching Center." Location at which telephone 

traffic, either local or toll, is switched or connected from one 

circuit or line to another. A local switching center may be 

comprised of •everal central office units. 

~~ •Toll Connecting Trunk." A trunk which connects a 

local central office with ita toll operating office. 

~~"Toll Message.• A completed telephone call between 

stations in different exchanges for which message toll charges 

are applicable. 

(52) •tgll Prgyider lTP).• AnY telecgmmunications comoany 

proyidinq interLaTA lgnq diatance telesgmmunications seryice. 

lill~ "Traffic Study." The process of recording usage 

measurements which can be translated into required quantities of 

equipment. 

~~ "Trouble Report." Any oral or written report from a 

subscriber or user of telephone service to the telephone company 

indicating improper function or defective conditions with respect 



to the operation of telephone facilities over which the telephone 

company has control. 

~~ •Trunk.• A communication channel between central 

office units or entities, or private branch exchanges. 

~~ •valid Number.• A number for a specific telephone 

te~inal in an assigned area code and working central office 

which is equipped to ring and connect a calling party to such 

ter.minal number. 

Specific Authority: 350.127(2) rs. 

Law Implemented: 364.01, 364.02, 364.32, 364.335, 364.337 FS. 

History: Revised 12/1/68, Amended 3/31/76, formerly 25-4.J3, 

Amended 2/23/87, 3/4/92, 12/21/93, 3/10/96 ________ _ 

25-4.110 Customer Billing for Local Exchange Telecommunication~ 

Compa~ies. 

(l) Each company shall issue bills monthly. Each bill shall 

show the delinquent date, set forth a clear listing of all 

charges due and payable, and contain the following statement: 

•written itemization of local billing available upon 

request." 

(a) Each ~ leeal eMehaR'e eeMpefty shall provide an 

itemized bill for local service: 

1. With the first bill rendered after local exchange service 

to a customer is initiated or changed; and 

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

(b) The annual itemized bill shall be accompanied by a bill 



stuffer which explains the itemization and advises the customer 

to verify the items and charges on the itemized bill. This bill 

stuffer shall be submitted to the Commission•s Division of 

Communications for prior approval. The itemized bill provided to 

residential customers and to business customers with less than 10 

access lines per service location shall be in easily understood 

lanquaqe. The itemized bill provided to business customers with 

10 or more access lines per service location may be stated in 

service order code, provided that it contains a statement that, 

upon request, an easily understood translation is available in 

written fo~ without charge. An itemized bill shall include, but 

not be limited to the following information, separately stated: 

1. Number and types of access lines; 

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

3. Touch tone service charges; 

4. Charges for custom calling features, separated by 

feature; 

5. Unlisted number charges; 

6. Local directory ~ssistance charges; 

7. Other tariff charges; and 

8. ot~er nontariffed, regulated charges contained in the 

bill. 

(c) Each bill rendered by 'a local exchange company shall: 

1. Separately state the following items: 

a. Any discount or penalty, if applicable; 



b. Past due balance; 

c. Unregulated charges, identified as unregulated; 

d. Long-distance charges, if included in the bill; 

e. Franchise fee, if applicable; and 

f. Taxes, as applicable on purchases of local and long 

distance service1 and 

2. Contain a statement that nonpayment of regulated charges 

may result in discontinuance of service and that the customer may 

contact the business office (at a stated number) to determine the 

amount of regulated chargee in the bill. 

(2) Each company shall make appropriate adjustments or 

refunds where the subscriber's service is interrupted by other 

than the subscriber's negligent or willful act, and remains out 

of order in excess of 24 hours after the subscriber notifies the 

company of the interruption. The refund to the subscriber shall 

be the pro rata part of the month's charge for the period of days 

and that portion of the service and facilities rendered useless 

or inoperative; 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. 

(3) (a) Bills shall not be considered delinquent prior to the 

expiration of 15 days from the date of mailing or delivery by the 

utility. However, the company may demand immediate payment under 



the following circumatances: 

1. Where service is terminated or abandoned; 

2. Where toll service is two times greater than the 

subscriber's averaqe usage as reflected on the monthly bills for 

the three months prior to the current bill, or, in the case of a 

new customer who haa been receiving service for less than four 

months, where the toll service is twice the estimated monthly 

toll service; or 

3. Where the company has reason to believe that a business 

subscriber is about to ~o out of business or that bankruptcy is 

imminent for that subscriber. 

(b) The demand for immediate payment shall be accompanied by 

a bill which itemizes the charges for which payment is demanded, 

or, if the demand is made orally, an itemized bill shall be 

mailed or delivered to the customer vithin three days after the 

demand is made • 

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

present a summarized bill which includes the customer's name and 

address and the total amount due. However, a customer may refuse 

to make payment until an itemized bill is presented. The company 

shall info~ the customer that he may refuse payment until an 

itemized bill is presented. 

(4) Each telephone company shall include a bill insert 

advising each subscriber of the directory closing date and of the 

subscriber's opportunity to correct any error or make chanqes 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 sh~ll 

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

telephone number, and surname of the subscriber. Iha s.eh notice 

shall be included in the billing cycle closest to 60 days 

preceding the directory closing date. 

(5) Annually, each telephone company shall include a bill 

insert advising each residential subscriber of the option to have 

the subscriber's name placed on the •No Sales Solicitation• list 

maintained by the Depart .. nt of Agriculture and Consumer 

Services, Division of Consumer Services, and the 800 number to 

contact to receive more information. 

(6) Where any undercharge in billing of a customer is the 

result of a company mistake, the company may not backbill in 

excess of 12 months. Nor may the company recover in a r~temaking 

proceeding, any loat revenue which inures to the company's 

detriment on account of this provision. 

(7) Franchise fees and municipal telecommunications taxes. 

(a) When a municipality charges a company any franchise fee, 

or municipal telecommunications tax authorized by Section 

166.231, Florida Statutes, the company may collect that fee only 

from its subscribers receiving service within that municipality. 

When a county charges a company any franchise fee, the company 

may collect that fee only from its subscribers receiving ~·rvice 



within that county. 

(b) A company may not incorporate any franchise fee or 

municipal telecommunications tax into its other rates for 

service. 

(c) This subsection shall not be construed as ;ranting a 

municipality or county the authority to charge a franchise fee or 

municipal telecommunications tax. This subsection only specifies 

the method of collection of a franchise fee, if a municipality or 

county, having authority to do so, charges a franchise fee or 

municipal telecommunications tax. 

(8)(a) When a company elects to add the Gross Receipts Tax 

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

bill, the company must first remove from the tariffed rates any 

embedded provisions for the Gross Receipts Tax. 

(b) If the tariffed rates in effect have a provision for 

gross receipts tax, the rates must be reduced by an ~mount equal 

to the gross receipts tax liability imposed by Chapter 203, 

Florida Statutes, thereby rendering the customer's bill 

unaffected by the election to add the Gross Receipts Tax as a 

separately stated tax. 

(c) This subsection shall not be construed as a mandate to 

elect to se~arately state the Gross Receipts Tax. This subsection 

only specifies the method of applying such an election. 

(d) All services sold to another telecommunications vendor, 

provided that the applicable rules of the Department of Revenue 



are satisfied, must be reduced by an amount equal to the gross 

receipts tax liability imposed by Chapter 203, Florida Statutes, 

unless those services have been adjusted by some other Commission 

action. 

(e) When a nonrate base regulated telecommu~ications company 

exercises the option of adding the gross receipts tax as a 

separately stated component on the customer's bill then that 

company must file a tariff indicating such. 

(9) Each ~ laeal eue)laftle •••pall} shall apply partial 

payment of an end user/customer bill first towards satisfying any 

unpaid regulated charges. The remaining portion of the payment, 

if any, shall be applied to nonregulated charges. 

f10l After January 1. 1999. All billo grodugod oha11 clearly 

and conapisueuply diopley tho fgllgwing infopmttic1 for cosh 

soryico billed in reqtrd tg oepb company claiming to be the 

suatomnr'• prtsublpribtd prgyidor fgr losol. lggtl toll. or toll 

seryipo; 

Cal Tht name gf the certificated company and its certificato 

number; 

<9l Typo gf aeryict proyidod. i.e .. !opal. lgcal toll. or 

toll; and 

(s;) A tpll-frtt s;uotomer aeryice numbtr. 

llll~ This section applies to ~ leeal euehan,e 

een:pani:ea aft8 i:Reeeauehan,a eaeeteee that provide transmission 

services or bill and collect on behalf of other Pa) Pe~ Sail 



providers ingludinq pay per gall prgyidoro. Pay Per Call services 

are defined as switched telecommunications services between 

locations within the State of Florida which permit communications 

between an end use customer and an information provider's proqram 

at a per call charqe to the end user/customer. Pay Per Call 

services include 976 services provided by the LEC•· laeel 

eneh&niJe eeuOfafliaa a1ul 900 services provided by IXCs. and other 

missellancou1 ghargee gn btbel f pf gthcr prgyidora iRtereneha•uJe 

earriera. 

(aJ Char;es for Pay Per Call end gther ••ryisoa. aarulee 

(988 a~ 97&1 shall be seqreqated from charqes for reqular long 

distance or local charqes by appearinq separately under a headinq 

that reads as follows: •Pay Per Call and gthcr (999 er 976J 

nonrequlated charqes~·T The followinq information shall be 

clearly and conspicuously disclosed on each section of the bill 

containinq Pay Per Call service (900 or 976) charqes: 

1. Nonpayment of Pay Per Call service (900 or 976) charqes 

will not result in disconnection of local service; 

2. End users/customers can obtain free blockinq of Pay Per 

Call service (900 or 976) from the ~ leeal enehsn1e ~elephurte 

eeR:~aPL~; 

3. End Uogrs/sy§tpmtr§ pan ghtain a free hilling block 

optign from the Lib to blgsk all Ghtrqen from a third porty. 

Bills sybmitted by third partie• with the suhopribtr'• LEC

spesific por§Onel idonti(isetipn o1gphor will yelidat• tho 



subscribers authgrizatign of the sbargoa and sueeraeda the 

billing blqck gptign, Tho subapribtr is reapgnsible for all such 

charqeg, 

~~ The local or toll-free number the end user/customer can 

call to dispute charges; 

~+r Iba .. ,.h 999 aa!'s:iee; .... name of the m ifl.e!'eneltaftl)e 

eaeeie1 providing 900 service: and 

~§T The Pay Per Call service (900 or 976) program name. 

(b) Pay Per Call Service (900 and 976) Billing. LECs end 

~ laeaal eueh&RI& en paaiea and in•etasaehaftiJS eal'!'ieEe who have 

a toriff or contractual relationship with a Pay Per Cal' (900 or 

976) provider shall not provide Pay Per Call transmission service 

or billing services, unless the provider does each of the 

following: 

1. Provides a preamble to the program which states the per 

minute and total minimum charges for the Pay Per Call service 

(900 and 976); child's parental notification requirement is 

announced on preambles for all programs where there is a 

potential for minors to be attracted to the program; child's 

parental notification requirement in any preamble to a program 

targeted to children must be in language easily understandable to 

children; and programs that do not exceed $3.00 in total charges 

may omit the preamble, exc~pt as provided in Section 

.illl +i-41+ (b) 3 • I 

2. Provides an 18-second billing grace period in which the 



end user/customer can disconnect the call without incurring ~ 

charge; from the time the call is answered at the Pay Per Call 

provider's premisea, the preamble message must be no longer than 

15 seconds. The program may allow an end user/customer to 

affirmatively bypaas a preamble; 

3. Provides on each program promotion targetec at children 

(defined aa younger than 18 years of age, clear and conspicuous 

notification, in language understandable to children, of the 

requirement to obtain parental permission before placing or 

continuing with the call. The parental consent notification shall 

appear prominently in all advertising and promotional materials, 

and in the program preamble. Children's programs shall not have 

rates in excess of $5.00 per call and shall not include the 

enticement of a gift or premium; 

4. Promotes its services without the use of 1n autodialer or 

broadcasting of tones that dial a Pay Per Call {900 and 976) 

number; 

5. Prominently discloses the additional cost per minute or 

per call for any other telephone number that an end user/customer 

is referred to either directly or indirectly; 

6. In all advertising and promotional materials, displays 

charges immediately above, below, or next to the Pay Per Call 

number, in type size that can be seen as clearly and 

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

television advertising charges, in Arabic numerals, must be shown 



on the screen for the same duration a1 the Pay Per Call number is 

shown, each time the Pay Per Call number is shown. Oral 

representations shall be equally as clear; 

7. Provides on Pay Per Call services that involve sales of 

products or merchandise clear preamble notification of the price 

that will be incurred if·the end user/customer stays on the line, 

and a local or toll free number for consumer complaints; and 

B. N .. ts internal standards established by the LEC or rxc 

the applicable tariff• or contractual aqreement between the LEC 

and the IXC1 or between the LEC/IXC and ~he Pay Per Call (900 or 

976) provider which when violated, would result in the 

termination of a transmis•ion or billinq arranqement. 

(c) Pay Per Call (900 and 976) Blockinq. Each ~ leeal 

••ehaftte ~e.,aRy shall provide blockin9 where techn~cally 

feasible of Pay Per Call service (900 and 976), at the request of 

the end user/customer at no charqe. Each LEC or IXC leeal 

e•ehaftte ee.,afty er tft•ereNeheRfe earrier must implement a bill 

adjustment trackin9 system to aid its efforts in adjusting and 

sustaininq Pay Per Call char9ea. The LEC or IXC earrier will 

adjust the first bill containinq Pay Per Call char9es upon the 

end user's! customer's stated lack of knowledge that Pay Per Call 

service (900 and 976) has a char9e. 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 may agree 

to free blocking of Pay Per Call service (900 and 976). 

(d) Dispute resolution for Pay Per Call service (900 and 

976). Chargee for Pay Per Call service (900 and 976) shall be 

automatically adjusted upon complaint that: 

1. The end user/customer did not receive a price 

advertisement, the price of the call was misrepresented to the 

consumer, or the price advertisement received by the consumer was 

false, misleading, or deceptive; 

2. The end user/customer was misled, deceived, or confused 

by the Pay Per Call (900 or 976) advertisement; 

3. The Pay Per Call (900 or 976) program was incomplete, 

garbled, or of such quality as to render it inaudible or 

unintelligible, or the end user/customer was disconnected or cut 

ott from the service; 

4. The Pay Per Call (900 and/or 976) service provided 

out-of-date information; or 

5. The end user/customer terminated the call during the 

preamble described in 25-4.110Jlll++i+(b)2., but was charged for 

the Pay Per Call service (900 or 976). 

(e) If the end user/customer refuses to pay a disputed Pay 

Per Call service (900 or 976) charge which is subsequently 

determine~ by the LEC to be valid, the LEC or IXr. may implement 

Pay Per Call (900 and 976) blocking on that line. 

(f) Credit and Collection. LECe and rxc, heeal enehante 



eempaftiee ana iR~eeeMehaRIB eaeetera billinq Pay Per Call (900 

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

1. Collect or attempt to collect Pay Per Call service (900 

or 976) charqes which are beinq disputed or which have been 

removed from an end user's/customer's bill; or 

2. Report the end user/customer to a credit bureau or 

collection aqency solely for non-payment of Pay Per Call (900 or 

976) charqes. 

(q) LljCe tnd IXC• Deeal enehaRIB eaJ:paRiee aRB iK,el!eneftaru.P 

eaeetees billinq Pay Per Call service (900 and 976) charqes to 

end users/customers in Florida shall implement safequards to 

prevent the disconnection of phone service for non-payment of Pay 

Per Call (900 or 976) charqes. 

(121 The quptgmer mupt bo notifiod on hi1 firlt bill and 

annuolly thereafter th•t a PIC r,oezo ia aytilablo and may 

contact the proyidor to Obttip FQRM PSC/CAP 2 CXX/XXl. A copy pf 

FQRM PSCICAF 2 fXX/XX! 1 whish io incorpgrttod ipto this rule by 

rofcronge. mfV be gbttined frgm thO Cgmmipo·gn's piyision of 

Consymer Affairs. Existing gystgmer3 must be notified by January 

1. 1999. ond annually tbcretftcr that o PIC Free'' form i1 

ayailable tpd may ggptost tho proyidor tg obtain FORM PSC/CAF 2 

CXXIXXl I 

C13l Tho cuptqmer mutt be qiyep nptiSO on tho firpt or 

seggpd p•qc gf hip noxt bill ip pgn1picugu• bold fact type when 

his proyider gf lgsal 1 lggal toll. gr toll soryice has changed. 



Specific Authority: 350.127 FS. 

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

tt... 

History: New 12/1/68, Amended 3/31/76, 12/31/78, 1/17/79, 

7/28/81, 9/8/81, S/3/82, 11/21/82, 4/13/86, 10/30/86, 11/28/89, 

3/31/91, 11/11/91, 3/10/96....._ __ _ 

-25-4.118 Losal, Lpsal Tgll. or Tgll Proyidcr IR~eeeuehaft,e 

eaeeiee Selection. 

customer shall not be changed without the customer's 

authorization. A I&IC laeal enehan1e eellfSH) (laSS) shc...ll accept a 

proyider Pie change request• by telephone call or letter directly 

from its customerSL-QX? 

(2) A LEC shall eiee accept A Pie change requeste from a 

certificated LP or IXC illt!eeanehan,e eeqan) (IKSJ acting on 

behalf of the customer. A portific;atcd LP or rxc eee~:tt:i:eei IUS 

ehae ~ill ~a ~illiRI ewaes•eea iR iea name sh•ll .-y submit a Pre 

change request, aehae ~haft a etsee:smer il'lie:iaeea PIS ehan§e» 

Si!'eetle} ae t!hi!Stlfh ans•hae IllSp te a h&S only if it has first 

certified to the LEC that at least one of the following actions 

(a) the cgmpeny ~has a lotter gf agency lLQAl. as 

described in 13). SR kana a ~allae ee leeeer from the customer 

requesting tD& ~ change; 

(b) tho sgmpeny h«« rcsciyed a syatqmcr-initiaterl call, and 



has ght•inod the follgw1nq; 

1. The suatgmor'a gon1ant to record the regyested ghangg; 

2. An 1udig r•ggrdinq gf the information set forth in (J)a. 

throygh c.; ond 

3. A reggrdinq gf th1 originating telephone number on which 

the ergyidcr i• to bt gh•nqtd yia outgmotis number 

identifigatign. 'he ••=~emee tnt,ia~ee a eall ~~ an •~~ema~eS 899 

n.-ee a111l t:heewtk a aa.-aeRea el p•s::opt:ep ee~tli!'RIII e:t\e ettet:e:aer' a 

••~•eet:all shant•• ee 

(c) An indcptndtnt. unAtfilitttd firm bas yoritiod the 

customer's requested change by gbttininq the fgllgwinq; 

1. The gu•tqm=r'• cpn1ant tg rocprd the requpsbed change; 

2. An Audig rcggrdioq of tho infppmation stated in 

suhscgtign l3lt. thrguqh c. is verified through a qualified, 

independent firm which is unaffiliated with the company claiming 

the subocribor any IUS; or 

(d) Tho s;gmptnv the IJlS has received a cuatomer I 9 change 

e~e1!:SIIl&!' request.,_ '• el\ante his PIS and has responded Ji:t:hi:R 

1!:hree a.,. by mailing ef an informationAl package that shall 

inclyde tho fgllowing; i:neltuies a p:epai:ei1 ret:tiEnalsle peee:eara 

ana an adtli:e:tenal lt days haue past: lsefere 1!:he IUS sttlsiiLie:a Ute 

PIS eh•••• 'Is •tte •as: 'J'he itt:feemslti:en pseleate shet1l8 ee:rce:a!:PJ: arc) 

ircfseme1!:i:en r•••iea~ 8) Attie 2§ tall8t3)a 

1. A ngtiso th•t tho infopmotioo i3 being 300t to confirm 



that a tel•mtrkttor gbtoinod 1 su•tgmor's requcmt to change the 

customer'• tclosqgmanigatigno prgyidor; 

2, A doagriptign gf any tetml· ggnditioos. or charges that 

will be ingyrred; 

3. The D'mt· addrt§§· ADd tolophpne nymber of bpth tho 

custgmer ond the oglipitinq ggmpeny: 

4. A pgatstrd which the gy•tgmar can use tg cgnfirm a ghange 

roqyoat1 

5. A cloar atttomcot th•t the gystgmor's lgpal. local tgll. 

gr tgll prgyidor will bo sbonqtd to tho ogligitinq cgmpany only 

if tho puftTrr §ipno ond returns tho RPetgard gonfirmiog the 

change; and 

6. A OPtise that tho SYftpmcr mtY ggnttct by writing the 

conmi§§ipn'• piyitipn gf CMIIlM[ Affeiro 2540 Shumard Oak 

Boulcyord. Tollthltlto. Flgrido 32399-0850 gr calling. tgll-frae 

<TOp i Vgicol 1-800-342-3552 for gonoumer sgmplaintl, 

Tho 1pligitinq S9'DQADY sboll 3uhmit the shanga request tg 

the LP poly if it boa fir•t r•gciycd th• pontgard that must be 

signed by tbt su•tRI''· 

lll~ The ~ Balla~ •• le~••• submitted to the 

tft•eeesaehante company requestinq a prgyidor ¥+6 chanqe shall 

include1 ••• na• Be li.S•e~ ••• the followinq information (each 

shall be aeparately atated): 

..iA.l +,.. Customer'' billing name, pftene/aeeettft' Rtt&:&er ana 

address. and •osh t•lopbono number tg be changed; 



fbl Statement c;loarly identifying the certificated oamg of 

the eroyidcr 2, Su.any and the service to which the customer 

wishes to subscribe. whether pr opt it yoes the facilities of 

another c;om,pany; 

~~ Statement that the person requesting the change is 

authorized to request the i+6 change; 8fte 

fd) Statement that the SU•tgm•r•a pbango regyest will apply 

poly to tho number go tho roqyeat tnd thoro muat onlv be one 

proaubacribfd lgsal. got prosybacribod lpptl tgll. and poe 

pr•aub•sribed tqll prgyider Cpr eepb number; 

(e) Statement thtt the LEC mfY charge A fee fpr sacb 

prgyidtr shenptl 

ltl ~ Customer~ si;natur&T and a pt•tomont that the 

cuptmer'§ aiqnaturc gr ondpr•emtnt go tht dpsnmont will result 

in 3 cbenqc pf tho cystqmor's prqyidor. 

The pglipitinq S?'P'"V'I prgyidor chtnqo fee otatoment, as 

deogribod in fol abgyo. §htll be legible, printed in bgldface at 

lea3t as largo 'I any gthor text on the pogo. and logated 

dirogtly obqyo tho mignatyre line, 

Tho §Dlic;itinq cgmpany'a erpyidor chonge 3tatement. as 

deocribed in Cfl abgya. tboll bo loqiblo. printed in boldface at 

least •• lorqo •• any gthor text go tho geqe, and located 

directly below tho aiqn•ture line. 

re~aea• a PIS ehan;a ehall elearly l~en•tf) •he eer•ifiea•ea 



•d•e~ha!' •• Rel l!hat e01:•an) ttaea t:trle faeil!:~S:ea sf aRe•ttee 

eaJ!J!ie!!. The pate ef 'ke elaetuneRt eant:ai:ftiPlt the ettat:eJRee'a 

aitnat:•ee shall eanl!ain a a•at:ement: that: t:he e~steme!''a si,nae~ee 

•~ eneiel!ssasnt: an the elaewnsnt: t~~~ill zeabilt: in a eftanfJe sf t:he 

ettat:eMee' a lartl llialatu:a sees iee pea u iller ana euplain t:ftat: eftly 

eRe l&ftf 8ialahee aezz:iae tseeui~e:r IN) lse Seai9R&t:ecl , • the 

t:elepkeha R tee lialalll lhat lhe ewalaMee'a aeleat:ien will apply 

&RlJ le el\al n t•~• ana lttat: t:he eblat:a•ee'a leeal enehante 

ea .. any _, ekaete a fee •• at~~~ilek aaeui:ea p:reuicleeau Stteh 

at:ai!IRihl akall •• eleaely latillle aRfJ peiRt:ei!l in t)pe at: least: 

sa laete aa SR}I et:l\a~ t:ant en t:fts pafe: 

(fJ Tho rpp 1htll ngt bo gqmbinod with indupomonts of any 

kind gn tho ••• dosnunt, Tho If ... , ....... eiSSdiiSL\t: ie net: ~eei!l 

solely fee t:ke pt~epaae ef ea,tt:eat:int a PIS ehaftter t:fteR the 

document as a whole must not be misleading or deceptive. For 

purposes of this rule, the terms "misleading or deceptive" mean 

that, because of the style, format or content of the document ~ 

oral •tatomonte, it would not be readily apparent to the person 

signing the document or prgyidinq oral authoriJotipn that the 

purpose of the signature gr tho ortl authpri;otion was to 

authorize a prgyidor ~ change, or it would be unclear to the 

customer who the new laftt clte~anee aaeuiea provider would be; 

that the customer's selection would apply only to the number 

listed and there could only be one provider for that number; or 



that the customer 1 s Lf leeal eneftaR,e ean•&R) might charge a tee 

to switch service providers. If any part of the U26 elaetlllleR'- is 

written in a language other than English, then it ~he eleewmeR~ 

must contain all relevant information in ~ ~he a .. e language. 

(e) If a PIS ekan•• e•••ea" eea•l"a fee• ei'-hee a e•s'-emee 

ifti":i:a"ea eall ae a ••••••• ueei:fiatl lsJ an i:RtlepeneleR'- "hiell 

3a aBeue shall Be 

eBtainell fees ~he e•a•e• eea 

(5) A R'A'P'Stiye prgyidtr mu•t hoyt rccciycd tba aiqncd LOA 

before initiating the sbonqe. 

(§) LO'• apd aydig rosprdioqa aball ~ Balle•s ee :e""•ea 

~ be maintained by the proyidor i*6 for a period of one year. 

lll~ Customer requests for other services, such as travel 

card service, do not constitute a proyidtr change iR PIS. 

l!L~ Charges for unauthorized proyidor ¥i6 changes and All 

charges billed go bfbalf gf the uneythprizcd prgyidor fgr the 

first 90 deya or firat tbroo billing cycloa. whigb eyer is 

longer. hithee •••1• ••"••• i:f SR)» euee "he eaeea ef "he 

prefeezeel es:J4Sit) shall be credited to the customer by the 

cgmpanv i*6 responsible for the error within 45 days of 

notification. After the firtt 90 dey3 uP tg 12 mpnth3. charges 

oyer tho ratoo gf tho preforred ggmpony yill be credited to the 

custgmer by the gomp•ny roopgnoiblc for the errgr within 45 days 

of ngtifisatign. Upon notice from the customer of an unauthorized 

prgyider PI& change, the LEC shall change the customer back ~ 



~fte ••ie~ IK&, or 1Q another cgmpany of the customer's choice. 

The change must be made within 24 hours excepting Saturday, 

Sunday~ and holidays, in which case the change shall be made by 

the end of the next business day. In ~he eaae whe!'e ~he ettatsaae!' 

eliaptt~ea ~he .,&lle• ae le••••» the IllS appea•i:n, en 'he 

lsalls,/lbe,se will lie eeepena:Usle :fee an:w eh••••• inett!'!'&el ~s 

ehan,e ~he PIS af •hs •~••••••• 

lil~ The somnsny i*& shall provide the following 

disclosures when soliciting a change in service from a customer: 

(a) Identification of· the ;pmpany i*&; 

(b) That the purpose of ~ visit or call is to solicit a 

change of the prgyidor ~ of the customer; 

(c) That the prgyidtr aball opt PIS ean ns• be changed 

unless the customer authorizes the change; and 

(d) all Aft} aeleli•iaaal information as referenced in Rule 

25-24. 490ill-+4+. 

llOl poring tolem•rkotinq and verifigotign. ng misleading gr 

degeptiye rcft,ongoo oball bo mad• while §plicitinq for 

subscrihcro. 

<lll pu,ing talcmarkotinq and yerificatign. the custgmer 

must be infprmod that a PIC r,oozo is available, 

C12) Ppgp gomnletipn of the yc,ifigatipn prgcess gytlined in 

tbia aogtipo. tbt prpyidor myot fOOd I ltttor DQtifyiog the 

custgmgr that it yill be proyidinq his stryigo. 

<131 A prgyide' mytt p'oyido tho gystgmor o tORY of tho 



aythorization it rclieo upgn for tho 1witgh within 15 days of 

request. 

<14) Eagh ggmptny shall prgyidc a liye gperator tg anawcr 

ingominq galls 24 bpuro 1 dav. 1 dtvs a wcok 1 gr shall resord end 

user sgmpltints. A gqmhinetipn gf liyt gperotqro and reggrdero 

may be used. If I rtpprdtr is usfd. tbt pgmptny §hall attempt to 

QOOtagt OIQh pgmpltipAQt QQ lett£ tbtp tho Dt¥t hY§iDIII day 

fgllowinq tho dttt gf rtgprdinq. A minimum gf 95 porsent gf all 

call att•mpte ehell be QR19ltttd tg 1 pqmpepy'• tgll-free 

customer aoryigo nt=ter. Station huaieo will pgt be ggunted 'I 

competed galle. The t•;m •eneM'r• •• ueed ip thit ouboegtign 

meao3 mprt than ID tpkppyledqmtpt that tbt guatpmnr il WAiting QQ 

the line. It §hall mt•nt tho prgyider io rotdy tg render 

assistanpc gr tssopt the infgrmatigp "'S'I'''V tg prqgesa the 

call. 

Specific Authority: 3SO.l27(2) FS. 

Law Implemented: 364.01, 364.19, 364.28S FS. 

History: New 3/4/92, Amended S/31/9S~------

NAME OF PERSON ORIGINATING PROPOSED RULES: Rick Hoses 

NAME OF SUPERVISOR OR PERSONS WHO APPROVED THE PROPOSED RULES: 

Florida Public Service Commission. 

DATE PROPOSED RULES APPROVED: December 16, 1997 

DATE NOTICE OF PROPOSED RULE DEVELOPMENT PUBLISHED IN FAW: 

Volume 23, Number.38, September 19, 1997 

If any person decides to appeal any decision o! the Commission 



. 
' 

with respect to any matter considered at the rulemakin9 hearing, 

a record of the hearing is necessary. The appellant must ensure 

that a verbatim record, including testimony and evidence forming 

the basis of the appeal is made. The Commission usually makes a 

verbatim record of rulemaking hearings. 

Any person requiring some accommodation at thi~ hearing because 

of a physical impairment should call the Division of Records and 

Reporting at (850) 413-6770 at least five calendar days prior to 

the hearing. If you are hearing or speech impaired, please 

contact the Florida Public Service Commission using the Florida 

Relay Service, which can be reached at: 1-800-955-8771 (TOO). 
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FLORIDA PUBLIC SERVICE COMMISSION 

DOCKET NO. 970882-TI 

RULE TITLE: 
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Customer Relations; Rules Incorporated 25-24.485 

PURPOSE AND EFFECT: To require interexchanqe companies (IXCsl and 

alternative local exchanqe companies (ALECs) to abide by the 

rules relatinq to the chanqe of a customer's local, local toll, 

or toll service providers. The effect is to eliminate or reduce 

the incidences of unauthorized chanqes of these providers as the 

telecommunications markets qrov more competitive. 

SUMMARY: The new rule and amendments require IXC's and ALEC's to 

abide by the rules relatinq to customer billinq and local, local 

toll, and toll provider selection. 

SUMMARY OF STATEMENT OF ESTIMATED REGULATORY COST: 

The providers who filed coat information were primarily concerned 

with portions of the proposed rules that would make it difficult 

for them to standardize their marketinq and billinq procedures 

nationwide. Other proposed requirements identified as 

particularly costly by the respondents were: audio recording of 

inbound telephone calla from consumers and inclusion of specific 

Florida lanquaqe in informational packages. 

It is apparent that companies who choose to operate in 

l:'lorida will face. some additional costs to comply vith the 

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

.-, 



or rules in other states). However, these compliance cv~ts should 

be wei9hed a9ainst the costs of the present situation, so vividly 

described by cu•tomers at the recent public workshops. 

Any person who wishes to provide information re9ardin9 the 

statement of estimated re9ulatory costs, or to provide a proposal 

for a lover cost regulatory alternative must do so in writin9 

within 21 days of this notice. 

SPECIFIC AUTHORITY: 350.127(2), 364.337(2) FS. 

LAW IMPLEMENTED: 364.03, 364.14, 364.15, 364.19, 364.337, 

364.227 (2) FS. 

WRITTEN COMMENTS OR SUGGESTIONS ON THE PROPOSED RULE MAY BE 

SUBMITTED TO THE FPSC, DIVISION OF RECORDS AND REPORTING, WITHIN 

21 DAYS OF THE DATE OF THIS NOTICE FOR INCLUSION IN THE RECORD OF 

THE PROCEEDING. 

A HEARING WitL BE HEtD AT THE TIME, DATE, AND PLACE SHOWN BELOW: 

TIME AND DATE: 9:30 A.M., February 6, 1998 

PLACE: Room 148, Betty Easley Conference Center, 4075 Esplanade 

Way, Tallahassee, Florida. 

THE PERSON TO BE CONTACTED REGARDING THESE PROPOSED RULES A~~: 

Director of Appeals, Florida Public Service Commission, 2540 

Shumard Oak Blvd., Tallahassee, Florida 32399-0862. 

THE FULL TEXT OF THESE PROPOSED RULES ARE: 

25-24.845 Ccstomer Relationst Rules Incorporated. 

The follgwinq rules are Jnsgrporated herein by reference and 

apply to ALECs. In tho fgllowinq rule. the acronwm 'LEC' should 

., 



be omitted gr into;prcted '' 'ALEC', 

Sestion 

25-4,110 

24-4.118 

Tit;lo 

Cuptgmcr Rilling 

Lpgal~ Lggal 7011. gr 

Tgll P;oyidcr Sol•stign 

Portign• Applisoble 

Subsestions ( 10 l . q 1) I 

fl2l. and (131 

Specific Autho;itv; 350.12712! and 364~337<2>~ FS. 

Law Implemented; 364.337t2lFS. 

Historv; Now 

25-24.490 Customer Relations; Rules Incorporated. 

(1) The tollowinq rules are incorporated herein by reference 

and apply to IXCp, int!eeenehaRge e&LL4SRieas IR t!he !el!.ewift9 

e~lear t!ha waee 'laaal' ahe~l8 ~e e•it!ka~ ae iRt!aepeeke8 as 

'kell'r sa ~hey shall appl) eal) ea iaeeeeMehante SR~ net! leeal 

eaeuiee, 

Section 

25-4.110 

25-4.111 

25-4.112 

25-4.113 

Title 

Cuatgm•; Rilling 

Customer Complaint 

and Service Requests 

Portion• -

Applicable 

Suhsectigns <101. 

quI <121. and (131 

All exsept 

Subsection (2) 

Termination of Service All HeRe 

by Customer 

Refusal or Discontinuance 

ot Service by Company All HeRe 



25-4.114 Refunds 

25-4.117 BOO Service 

25-4.118 L9cel. Lpcal Toll. gr 

Toll Prgyidlr 

Selection 

(2) An 1IC iR•eee•e~aate ea.peftJ may require a deposit as a 

condition of service and may collect advance payments for more 

than one month of service if it maintains on file with the 

Commission a bond coverinq its current balance of deposits and 

advance paym.nts {for more than one month's service). A company 

may apply to the Commission for a waiver of the bond requirement 

by demonstrating that it possesses the financial resources and 

income to provide assurance of continued operation under its 

certificate over the lonq term. 

(3) Upon request, each company shall provide verbally or in 

writinq to any person inquiring about the company's service: 

(a) any nonrecurrinq charge, 

(b) any monthly service charge or minimum usage charge, 
' • (c) company deposi~ practices, 

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

(e) ~ statement of when charging for a call begins and ends, 

and 

(f) a stat~nt of billing adjustment practices for wrong 

numbers or incorrect bills. 



In addition, the above information shall be included in t~· first 

bill, or in a separate mailing no later than the first bill, to 

all new customers and to all customers presubscribing on or after 

the effective date of this rule, and in any information shset or 

brochure distributed by the company for the purpose of providing 

information about the company's services. The above information 

shall be clearly expressed in simple words, sentences and 

paragraphs. It must avoid unnecessarily long, complicated or 

obscure phrases or acronyms. 

Specific Authority: 3SO.l27(2l FS. 

Law Implemented: 364.03, 364.14, 364.1S, 364 19. 364.337 FS. 

History: New 2/23/87, Amended 10/31/89, 3/5/90, 3/4/~2, 3/13/96£--

NAME OF PERSON ORIGINATING PROPOSED RULES: Rick Moses 

NAME OF SUPERVISOR OR PERSONS WHO APPROVED THE PROPOSED RULES: 

Florida Public Service Commission. 

DATE PROPOSED RULES APPROVED: December 16, 1997 

DATE NOTICE OF PROPOSED RULE DEVELOPMENT PUBLISHED IN FAW: 

Volume 23, Number 38, September 19, 1997 

If any person decides to appeal any decision of the Commission 

with respect to any matter considered at the rulemaking hearing, 

a record of the hearing is necessary. The appellant must ensure 

that a verbatim record, including testimony and evidence forming 

the basis of the appeal is made. The Commission usually makes a 

verbatim record of rulemaking hearings. 



Any person requiring same accommodation at this hearinq because 

of a physical impairment should call the Division of Records and 

Reporting at (850) 413-6770 at least five calendar days prior to 

the hearing. If you are hearing or speech impaired, please 

contact the Florida Public Service Commission usinq the Florida 

Relay Service, which can be reached at: 1-800-955-8771 (TOO). 

~ ., 



1 25-24.490 Cuatomer Relatione; Rulea Incorporated. 

2 (1) The following rulea are incorporated herein by reference 

3 and apply to rp;e, '••••••••....._• aau1JaB6aau 

6 Portiona ~ 

7 Section 

8 2S-t.110 

9 

10 25-4.111 

11 

12 25-4.112 

13 

14 25-4.113 

15 

16 25-4.114 

17 25-4.117 

18 25-4.118 

19 

20 

21 

Title 

r lillioo 

Cuatomer Collplaint 

and Service Requeata 

TaZ'IIination of service 

by Cuatomer 

Applicable 

'"h'•stigne (10) . 

(11), (12) a apd (13) 

All 'iiS'Pt 

sub .. ction (2) 

w-

Refuaal or Diacontinuance 

of Service by Company 

Refunda 

aoo service 

'cs•l. 'cc•l Tpll. or 

Tpll Proyider 

Selection 

w
w
w
w-

22 (2) An 1IC '••••-•a-.11 a paR) may require a deposit aa a 

23 condition of Hrvice and IIAY collect advance payment• for more than 

24 one month of aervice if it maintain• on file with the Commiaaion a 

25 bond covering ita currant balance of depoaita and advance payment• 
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1 (for more than one month'a aarvice). A company may apply to the 

2 Commiaaion for a waiver of the bond requirement by demonstrating 

3 that it poaaeaaea the financial reaourcee and income to provide 

4 aaeuranca of continued operation under ita certificate over the 

5 long tera. 

6 (3) qpon ~at, each company ahall provide verbally or in 

7 writing to any per.on inquiring about the company• a aervice: 

8 (a) any nonrecurring c'harge, 

9 (b) any -tbly eervice charge or miniftiUm uaage charge, 

10 (c) cc J$any depoait practicea, 

11 (d) any chargee applicable to call attempta not ana-red, 

12 (e) a atat ... nt of when charging for a call begina and ends, 
• 

13 and 

14 (f) • .tete..ut of billing adju•t-nt practice• for wrong 

15 numbera or incorrect billa. 

16 In addition, the above information ahall be included in the first 

17 bill, or in a eeperate mailing no later than the firat bill. to all 

18 new cuatomara and to all cuatomera preeubacribing on or after the 

19 effective date of thia rule, and in any information aheet or 

20 brochure di•tributed by the company for the purpoee of providing 

21 information about the company•a aervicea. The above information 

22 shall be clearly expreaaed in aimple worda, aentencea and 

23 paragrapha. It IIIUat avoid unnacaaaarily long, complicated or 

24 obscure phraaea or acronym&. 

25 Specific Authority 350.127(2) P.S. 
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1 Law Implemented 364.03, 364.14, 364.15, 364.19. 364.337 F.S. 

2 History: New 2/23/87, Amended 10/31/89, 3/5/90, 3/4/92, 3/13/96~ 

3 

4 

5 25-24.845 Customer RelatiOftB; Rules Incorporated. 

6 The fgllgwipq rulee •rt inSQrpgreted herein by reference and 

7 apply t.p er,m,. Ip fbe fQllpdns rule, the 'SrpftlCII 'LIC' ehpuld bo 

8 pmitttd QE ip&erprttf4 II 11IIC1 , 

9 Sec;t.ion Tit,le Pgrtigne Applicable 

10 25-4.110 Cult? pr lillipq '"bntstiPDe flO!, flll. 

11 (12), end fll) 

12 24-4,111 Ipstl, rCS'l TQll, gr 611 

13 1Pll rrpyisler leleqt.igp 

14 Specific Aut.bprity; 350.127(2) egd 3§4.337(2). f,S, 

15 Law Implcmontedr 3§4 337(2!, 

16 History; New 

17 

18 

19 

20 

21 

22 

23 

24 

25 
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1 25-4.003 Definitions. 

2 For the purpose of Chapter 25-4, the lslls~•ftl definitions to tbe 

3 follqwipq ''Emf apply: 

4 (1) •Access Line• or •subscriber Line. • The circuit or 

5 channel bet .. en the demarcation point at the customer's premises 

6 and the serving end or class 5 central office. 

7 (2) •Alttrpetiu Lgsal B¥ghenqo Ttlts;gppunigatigna Cgmpany 

8 lALIC) , • apy tolos •piqatiqpe SP'R'DY, 11 defined in Sostign 

9 3§4.02(1). llpride ltetutoe. 

10 ill~ •Average 8\18)' Season-Busy Hour Traffic. • The average 

11 traffic volua. for the busy season busy hours. 

12 ill~ "lluay Hour. • The continuous one-hour period of the day 

13 during which the greatest volUIIIS of traffic is handlea in the 

14 office. 

15 .m~ "BU8Y Season. • The calendar month or period of the 

16 year (preferably 30 days but not to exceed 60 days) during which 

17 the greatest volume of traffic is handled in the office. 

18 lil~ •call.• An attempted telephone message . 

19 .lll~ •central Office. • A location where there is an 

20 assembly of equipment that establishes the connections between 

21 subscriber acce•• linea, trunks, switched accesa circuits, private 

22 line facilities, and special access facilities with the rest of the 

23 telephone network. 

24 iil~ 'Commission.• The Florida Public Service Commission. 

25 l2l~ •company,• •Telecommunications Company,• "Telephone 
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1 Company,• or •utility.• These terms may be used interchangeably 

2 herein and shall mean •telecommunications company• aa defined in 

3 Section 364.02(12), Florida Statutes . 

4 • UJU:*+- "Completed call. • A call which has been switched 

5 through an established path so that two-way conversation or data 

6 transmission ia poaaible. 

7 ..U.U.~ "Diac:onnact• or "Disconnection. • The diasociation or 

8 release of a circuit. In the case of a billable call, the snd of 

9 the billable ti .. far the call whether intantionally terminated or 

10 terminated due to a service interruption. 

11 J.Ul:+wo+- "Drop or Service Wire. • The connecting link that 

12 extenda frooa the local diatribution service terminal to the 

13 protector or telephone network interface device on th~ customer's 

14 premises . 

15 .J.l.ll~ •Exchange. • The entire telephone plant and 

16 facilities ueed in providing telephone service to subscribers 

17 located in an exchange area. An exchange may inclua.o more than one 

18 central office unit. 

19 .ilil.~ "Exchange (Service) Area. • The territory of a local 

20 exchange company IL&Cl within which local telephone service is 

21 furnished at the exchange rates applicable within that area. 

22 .J..lll~ ·Ext~ Area service. • A type of telephone ~ervice 

23 whereby subscribers of a given exchange or area may complete calls 

24 to, and reeeive •sAges from, one or more other exchanges or areas 

25 without toll charges, or complete calla to one or more other 
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1 exchanges or areas without toll message charges. 

2 .J.li.J.:~ "l!xtSDBion Station. • An additional station connected 

3 on the same circuit aa the main station and subsidiary thereto. 

4 .J.lll~ "Foreign Exchange service.• A classification of~ 

5 leaal 1111b •• ••1••• aiaa•i••• •••••It) exchange service 

6 furnished under tariff provisions whereby a subscriber may be 

7 provided tell'pb - Hrvice from an exchange other than the one from 

8 which he would normally be served. 

9 .J.lll.~ "Intercept service. • A service arrangement provided 

10 by the telae: unicetiona CCIIIIp&llY whereby calla placed to an 

11 unequipped non-working, disconnected, or discontinued telephone 

12 number ere intercepted by operator, recorder, or audio response 

13 computer and the calling party informed that the callea telephone 

14 number ia not in service, baa been disconnected, discontinued, or 

15 changed to another number, or that calla are received by another 

16 telephone. This service ia also provided in certain central 

17 off1cea and switching centers to inform the cahing party of 

18 conditione such aa system blockages, inability of the system to 

19 complete a call aa dialed, no such office code, and all circuits 

20 busy. 

21 .. WHK+- •Interexchange Company fiXCl . • Any 

22 teleconanunicationa company, aa defined in Section 364.02 (12), 

23 Florida Statutea, which provides tolccgmmunicatigna 

24 ~elaaaiiiiUBiaa•iall: service between local calling areaa as those 

25 areas are described in the approved tariffs of individual ~ 
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1 laaal Bllllb •1• 111 u•i••· 1E 'I~~:••••••ahaR!e 98111(1&11:)' includes. 

3 fMZP'I aa defined in aub .. ction Jl1l +ta+ of theae definitiona. 

4 ~~ "Inter-office Cell. • A telephone call originating in 

5 one central office but terminating in another central office, both 

6 of which are in tbe .... deaignated exchange area. 

7 ..La.l.J.. ~ • Interetate Toll Meaaage. • Thoae toll messages which 

8 do not originate and terminate within the aame atate. 

9 ,Ull~ "Intartoll Trunk. • A line or circuit between two 

10 toll officea, two end officea, or between an end office and toll 

11 office, over which toll calla are paaaed. 

12 ~~ •Intra-office Call.• A telephone call originating 

13 and terminating within tbe aame cantral office . 

14 .iall-+H+- "Intra-atate Toll Meaaage. • Those toll messages 

15 which originate and terminate within the aame atate. 

16 ,Ull~ "Invalid Number. • A number comprised of an 

17 unassigned area code number or a non-working centr~l office code 

18 (NXX) • 

20 ee:paa, certificated by the COmmiaeion prior to July 1, 1995, that 

21 had in exceaa of 100,000 acceaa linea in service on July 1, 1995. 

22 .J..2.1l.~ "Local A:ceaa and Tranaport Area !LATA)' or 'Market 

23 Area. • A geographical area, which ia looaely baaed on atandard 

24 metropolitan atatiatical araaa (SMSAa), within which a~ leeal 

25 e11aha•1• IIIIRitl may tr&n8port telecoanunication aign&la. 
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1 .iall...fil'l+- •t.ocal Exchange TelecoiiiiiiUnicationa Company (LEC) . • 

2 Any telecommunication• company. as defined in Section 364.02(6), 

3 Florida Statutaa. 

4 (29) •Lgsal Prgyidor (LP) ,• Any ttlesgmmynisatiQDI sompany 

5 prgyidiPP lmrl tele rpic;at;iooe Mxxis;a. t¥SlwHna pay telephQnc 

6 providtrt epd sell 'SPT'9P'iQrt, 

7 .UAl.~ •t.ocal service Area" or •t.ocal Calling Area. • The 

8 area within which telephone aarvice ia furniahed aubacribers under 

9 a apecific achedule of ratea and without toll chargee. A L£C's 

10 ~leeeeea~l~••••••~,~~~~·~•••~l~aMI .. III.a•'aaaaea,iaeeaea~aMM~PM•••~,~··• local service area may 

11 includa one or .ora exchange araaa or portion• of exchange areas. 

12 (311 •Tcsal Tell Prpyider (LTPI ,• Apy telcsgmmunisatigne 

13 '9P'RMY prqyid'" iatrerap qr ipttJMrket area long di1tance 

14 teleqgmmupiqetigne eeryise 

15 ~+ae+ "Main Station.• The principal telephone associated 

16 with each aervice to which a telephone number ia aaaigned and which 

17 is connected to the central office equipment by an individual or 

18 party line circuit or channel. 

19 llll~ "Maaaage.• A completed telephone call. 

20 ilil~ "Mileage Charge.• A tariff charge for circuits and 

21 channels connecting other services that are auxiliary to local 

22 exchange aarvica auch aa off premiaea extensions, foreign exchange 

23 and foreign central office aervicaa, private line services, and tie 

24 linea. 

25 ,Uli~ "Multiple Location Discount Aggregator (MLDA). • An 
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1 entity that offera discounted long diBtance telecommunications 

2 aervicea from an underlying at i:R•e• eltehe:R!Ie as t¥AR) to 

3 unaffiliated entities. An entity is a MLDA if one or more of the 

4 following criteria applies: 

5 (a) It collacta ralated to interexchange 

6 telecoaaunicationa services directly from subscribers, 

7 (b) It billa for interexchange telecommunications services in 

8 ita own naM, 

9 (c) It ia responsible for an end uaer•a unpaid interexchange 

10 teleCOBBUAicationa bill, or 

11 (d) A cuat-r•a bill cannot be determinad by applying the 

12 tariff of the UDder lying 1IC i:•••• auahaii!S eo: ¥8ft) to the 

13 cuatomer•a iadividual usage. 

14 llil~ "Normal Working Daya.• The normal working days for 

15 installation and construction ahall be all days except Saturdays, 

16 Sundays, and bolidaya. The normal working daya for repair service 

17 shall be all daya except Sundays and bolidaya. Holiaays shall be 

18 the daya which are observed by each individual telephone utility. 

J.l.ll.~ •Optional Calling Plan. • An optional service 

20 furnished under tariff proviaiona which recognizes the need of some 

21 subscribers for extended area calling without imposing the coat on 

22 the entire body of aubacribera. 

23 J..lll.~ •out of Barvice. • The inability, aa reported by the 

24 customer, to complete either incoming or outgoing calla over the 

25 subscriber'& line. •out of Service• ahall not include: 
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1 (a} Service cliffieultie11 such as alow dial tone, .::ireuits 

2 busy, or other .network or switching capacity shortages; 

3 (b) Interruptiona eau.ecl by a negligent or willful act of the 

4 subscriber; and 

5 (e) Situation• in which a company suepende or terminates 

6 service beeauae of nonpayment of billa, unlawful or improper uee of 

7 facilities or aervies, or any other reaaon eet forth in approved 

8 tariffe or Commiaaion rulea. 

9 .Ll1l. +i6+- "Out aida Plant. • The telephone equipment and 

10 faeilitiea inatallecl on, along, or unclar atreeta, alleys, highways, 

11 or on private righta-of-way between the central office and 

12 aubeeribera• locations or between central offieee of the same or 

13 different exehangea. 

14 "Pay Telephone service Company. • Any 

16 eo • ...., , ""'•h prcwiclea pay telephone service aa defined in Section 

17 364.3375, Florida Statutea. 

18 

19 ISPI iee p•auij&l' 1&1' A &Wiaal'i .. &l'u 

20 (41) •PIC-Froozt.• The £Y1tpmcr autbprizatign to prohibit a 

21 change gf any eelostod prgyider •• cmrcaatd on Fgrm PSC/C!f 2 

22 l](X/28) 

23 (42) •Prgyidor.• My tol•S"'DUDisat.igne cgmpany proyidinq 

24 aervipc, oxsludiM aey t:olepbopo prgyidtre and sa 1 aqqreqators 

25 (i.e. lgsal. lgsal tqll, •nd tgll prgvidere), 
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1 lill~ •service Objective.• A quality of service which is 

2 desirable to be achieved under normal conditions. 

3 .i.i.lJ.. +toe+ •service Standard. • A level of service which a 

4 telecommunicatio~ company, under normal conditio~. ia expected to 

5 meet in ita certificated territory as representative of adequate 

6 services. 

7 .li5.l.+H+ •s..ll LBC. • A l.lk laeal Jnalwlll• •eleeel uuni:ea•ielle 

8 e ¥•111' certificated by the Coonniadon prior to July 1, 1995, which 

9 had f ... r thaD 100,000 access linea in service on July 1, 1995. 

10 liil~ •station.• A telephone instrument consisting of a 

11 tra"•itter, receiver, and U80Ciated apparatua eo connected as to 

12 perait sending or receiving telephone messages. 

13 .iill.~ •••beM"iber• or •cuat,..r. • These terms may be uaed 

14 interchangeably bexein and shall mean any person, firm, 

15 partnership, corporation, aunicipality, cooperative organization, 

16 or governmental agency supplied with communication service by a 

17 telecommunications caapany. 

18 .ail.~ •sut..cribar Line. • See •Access Line. • 

19 li.il.+M+ •switching Center. • Location at which telephone 

20 traffic, either local or toll, is switched or connected from one 

21 circuit or line to another. A local switching center may be 

22 comprised of several central office units. 

23 ~+M+ "Toll COnnecting Trunk.• A trunk which connects a 

24 local central office with ita toll operating office. 

25 lill~ •Toll Message.• A completed telephone call between 
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1 stations in different exchanges for which message toll charges are 

2 applicable. 

3 (52) •Toll Proyidtr (TP) .• Any telesommunisatigna cgmpanv 

4 prpyidinq inttrLATA lppq dietapso tclesgmmunicatigns soryige. 

5 ~+te+- "Traffic Study. • The proceaa of recording uaage 

6 measurements which can be translated into required quantities of 

7 equipment. 

8 ~~ •Trouble Report.• Any oral or written report from a 

9 subacriber or uaer of telephone aervice to the telephone company 

10 indicating imp~r function or defective conditions with reapect 

11 to the operation of telephone facilitiea over which the telephone 

12 company haa control. 

13 ~~ •Trunk. • A cOIIIIIIWlication channel bet-en central 

14 office unita or entitiea, or private branch exchanges. 

15 J.ail.~ •valid Humber. • A number for a specific telephone 

16 terminal in an aaaigned area code and working central office which 

17 is equipped to ring and connect a calling party to such terminal 

18 number. 

19 Specific Authority: 350.127(2) F.S. 

20 Law Implemented: 364.01, 364.02, 364.32, 364.335, 364.337 F.S. 

21 History: Revised 12/1/68, Amended 3/31/76, formerly 25-4.03, 

22 Amended 2/23/87, 3/4/92, 12/21/93, 3/10/96._ ____ __ 

23 

24 25-4.110 CUetonoer Billing for Local Exchange Teleconanunicationa 

25 Companies. 
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1 (1) Each company shall issue billa monthly. Each bill shall 

2 show the delinquent date, set forth a clear listing of all charges 

3 due and payable, and contain the following statement: 

4 •written itemization of local billing available upon request.• 

5 (a) Bach I.E luel ••••'-1• u • ..,, shall provide an itemized 

6 bill for local aervice: 

7 1. With the first bill rendered after local ~xchange service 

8 to a cuata.er is initiated or changed; and 

9 2. To every customer at least once each twelve months. 

10 (bl The annual itemized bill shall be accompanied by a bill 

11 atuffer whicb explains the itemization and advisee the customer to 

12 verify the it... and chargee on the itemized bill. This bill 

13 atuffei shall be submitted to the Commission's o.vision of 

14 communications for prior approval. The itemized bill provided to 

15 residential customers and to business customers with leas than 10 

16 access lines per service location shall be in easily understood 

17 language. The itemized bill provided to buainaaa cusl3mera with 10 

18 or more access linss per Hrvice location may be stated in service 

19 order code, provided that it contains a statement that, upon 

20 request, an easily understood translation is available in written 

21 form without charge. An itemized bill shall include, but not be 

22 limited to the following information, separately stated: 

23 1. Number and types of access linea; 

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

25 3. Touch tona service charges; 
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1 4. Chargee for euator. calling featurea, separated by feature; 

2 5. Unliated number chargee; 

3 6. Local directory aaaiatance charges; 

4 7. Other tariff chargee; and 

5 a. Other nontariffed, regulated chargee contained in the bill. 

6 (c) Each bill rendered by a local exchange company shall: 

7 1. Separately atate the following itema: 

a a. Any diacount or penalty, if applicable; 

9 b. Paat due balance; 

10 c. Unregulated chargee, identified aa unregulated; 

11 d. Long-diatance chargee, if included in the bill; 

12 e. Franchiae faa, if applicable; and 

13 f. Taxea, aa applicable on purchaaea of local and long 

14 diatance aervice; and 

15 2. Contain a atatement that nonpayment of regulated charges 

16 may result in diacontinuance of aervice and that the customer may 

17 contact the buaineaa office (at a atated number) to aetermine the 

1a amount of regulated chargee in the bill. 

19 (2) Each company ahall make appropriate adjuatmenta or refunds 

20 where the aubacriber' a aervice ia interrupted by other than the 

21 subscriber'• negligent or willful act, and remain• out of order in 

22 excess of 24 houra after the aubacriber notifiea the company of the 

23 interruption. The refund to the aubacriber ahall be the pro rata 

24 part of the month'• charge for the period of daya and that portion 

25 of the aervice and facilitiea rendared uaeleaa or inoperative; 
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1 except that the refund ahall not be applicable for the time that 

2 the company et~nda reedy to repair the service and the subscriber 

3 does not provide acceae to the company for auch reatoration work. 

4 The refund uy be acc:c~q>liehed by a credit on a subsequent bill for 

5 telephone service. 

6 (3) (a) Bille shall not be considered delinquent prior to the 

7 expiration of 15 deya fram the data of mailing or delivery by the 

8 utility. However, the coapany .ay demand immediate payment under 

9 the following cireu.tancaa: 

10 1. Where aervica ie terminated or abandoned; 

11 2. Where toll earvice 18 t- ti-• greater than the 

lZ subscriber's average uaaga ae reflected on the monthly billa for 

13 the three montha prior to the current bill, or, in the ca•e of a 

14 new cuatOIMr wbo haa been receiving service for lese than four 

15 montha, where the toll aervice ia twice the eatimated monthly toll 

16 service; or 

17 3. Where the company hae"reaeon to believe thAt a business 

18 subscriber ie about to go out of bueinaea or that bankruptcy ie 

19 imminent for that subscriber. 

20 (b) The demand for immediate payment shall be accompanied by 

21 a bill which itemizea the chargee for which payment is demanded, 

22 or, if the demand ie made orally, an itemized bill shall be mailed 

23 or delivered to the customer within three days after the demand is 

24 made. 

25 (c) If the company cannot present an itemized bill, it may 
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1 present a summarized bill which includes the customer's name and 

2 address and the total amount due. However, a customer may refuse 

3 to make payment until an itemized bill is presented. The company 

4 shall inform the customer that he may refuse payment until an 

5 itemized bill is presented. 

6 (4) Each telephone company shall include a bill insert 

7 advising each subscriber of the directory closing date and of the 

8 subscriber's opportunity to correct any error or make changes as 

9 the subscriber ~ .... necessary in advance of the closing date. It 

10 shall al.a state that at no additional charge and upon the request 

11 of any residential subscriber, the exchange company shall list an 

12 additional first DaBS or initial under the same addreaa, telephone 

13 number, and surname of the subscriber. :rmt - not1ce ahall be 

14 included in tbe billing cycle clos .. t to 60 days preceding the 

15 directory closing date. 

16 (5) Annually, each telephone company shall include a bill 

17 insert advising each residential subscriber of the option to have 

18 the subscriber's name placed on the "No Sales Solicitation• list 

19 maintained by the Department of Agriculture and Consumer Services, 

20 Division of COnsumer Services, and the 800 number to contact to 

21 receive more information. 

22 (6) Where any undercharge in billing of a customer is the 

23 result of a company mistake, the company may not backbill in excess 

24 of 12 montba. Nor may the company recover in a ratemaking 

25 proceeding, any lost revenue which inures to the company's 
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1 detriment on account of thia proviaion. 

2 (7) Franehiae feea and municipal telecommunications taxes. 

3 (a) When a municipality chargee a company any franchise fee, 

4 or municipal teleco:suunieatione tax authorized by Section 166.231, 

5 Florida Statutee, the company may collect that fee only from ita 

6 aubeeribel"a neeiving eeniee within that municipality. When a 

7 county ehargea • company any franehiee fee, the e~y may collect 

8 that fee only from ita aubaeribera receiving service within that 

II county. 

10 (b) A company may not incorporate any franehiH fee or 

11 municipal tel.e•cco. .. •uleationa tax into ita other rate• for service. 

12 (e) Thia aubaeetion ehall not be eonetrued aa granting a 

13 municipality or county the authority to charge a frar.~hiee fee or 

14 municipal telecommunication• tax. Thia aubeeetion only specifies 

15 the method of collection of a franehiee fee, if a municipality or 

16 county, having authority to do ao, chargee a franchise fee or 

17 municipal telecommunication• tax. 

18 (8) (a) When a company elects to add the Groee Receipt• Tax 

19 onto the euetomer•e bill aa a separately etated component of that 

20 bill, the company muet firet remove from the tariffed rates any 

21 embedded provieiona for the Groea Receipt• Tax. 

22 (b) If the tariffed ratee in effect have a provieion for gross 

23 receipt• tax, the ratee muet be reduced by an amount equal to the 

24 groaa reeeipte tax liability imposed by Chapter 203, Florida 

25 Statutee, thereby rendering the euetomer•e bill unaffected by the 

CODING: Worde underlined are additiona; warda in 
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1 election to add the GroaL Receipta Tax as a separately atated tax. 

2 (c) Thia aubaection ahall not be construed as a mandate to 

3 elect to aeparately state the Groaa Receipts Tax. Thia subsection 

4 only apecifiea the method of applying auch an election. 

5 (d) All aarvicea aold to another telecommunications vendor, 

6 provided that the applicable rulea of the Department of Revenue are 

7 satisfied, muat be reduced by an amount equal to the groaa receipts 

8 tax liability i111p0aed by Chapter 203, Florida seatutea, unless 

9 those aervicea have been adjuated by aome other Commission action. 

10 (e) When a nonrate baae regulated telecommunication• company 

11 exercises the option of adding the gross receipts tax aa a 

12 separately atatad component on the customer• s bill than that 

13 company muat fila a tariff indicating such. 

14 (9) Bach Ills: haal a11sb 1• .. ., • .., shall apply partial 

15 payment of an end uaar/customer bill first towarda satisfying any 

16 unpaid regulated chargee. The remaining portion of the payment, if 

17 any, shall be applied to nonregulated chargee. 

18 (10) After Jlpy•ry 1 1 1991 1 all bill• pQOducod •hall clearly 

19 and qonmiqupuelv dieplay t,ho follgwinq infgrmatign for each 

20 ltrviqc billed ip regard tg cash cgmpany claiming to be the 

21 guatgmcr'• pre•ubesribed prgyidcr for lgcal. lgqal tgll. or toll 

22 servic;c; 

23 (a) Tho n•me pf the gortifiqetod cgmpeny and itl certificate 

24 number: 

25 (b) type gf eervige pmyidfd, i.e., lgsal. lgcal tgll, gr 
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••...,•1• ••••l'h type are deletiona from exiating law. 

- 15 -



1 toll; and 

2 (c) A toll-free qyetgmer ttryipe number, 

3 llll-+M+ Thia aection a~liea to USC. laaal enrhML!Ie as parti:ee 

4 a111l i:ft,ei'SIIBhMI• ••••'••• that provide tranamiaaion aervicea or 

5 bill and collect on behalf of gthcr Pal Pel' &all providers 

6 including pay por pell prgyider•. Pay Per C.ll aervicea are defined 

7 as switched telecommunications aervicea between location• within 

8 the State of Florida wbich permit communications bet.een an end uae 

9 customer and an information providar'a p~ram at a per call charge 

10 to the end uaer/cuatomer. Pay Per call aervicea include 976 

11 aervicea provided by the 11
Cr, laaal ••••-..•• •••••..,'•• ••• 900 

12 services provided by txs;e, erut pther miesellepegue chfrgce gn 

13 behalf of gthcr prgyidere ia•a•alllhM:!IS a&~l'i£11'6. 

14 (a) Chargea for Pay Per call epd other aeryisoe, ae1uiae (998 

15 e~ 97G) shall be aagzegated f~ chargea for regular long distance 

16 or local charges by appearing separately under a heading that reads 

17 as follows: •Pay Per C.ll epd gtber (gaa el' gq~) nonre~lated 

18 charges.,~,"T Tha following information shall be clearly and 

19 conspicuously diacloaed on each section of the bill containing Pay 

20 Per. Call service (900 or 976) charges: 

21 1. Nonpayment of Pay Per Call service (900 or 976) charges 

22 will not result in disconnection of local service; 

23 2. End usera/cuatomera can obtain free blocking of Pay Per 

24 Call service (900 or 976) from tlw LIC leaal ••••hanle •ele,h:eae 

25 8'511 J8ft!f; 

OOUING: Words underlined are additions; worda in 
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1 3. lpd UMrt/SUftcwr• can obt;ain a free billing block option 

2 from the LIC tq blpc;k all charge• from a third party. J4illa 

3 subgtitted by third partite with thl •ub•criblr' 1 LIC-apecific 

4 peragnal ideptificatigp guphtr will yalidlt• tbo •ub•cribera 

5 authgrizat.igp gf C,he ebtme• epd auptqedt tho billina black 

6 optigp. 'l1MI en'W£rlber it rt1P9Miblt fgr all auch cbaraea. 

1 1.~ Tbe local or toll-free number the end uaer/cuatomer can 

10 ••••••• providing tOO .. rvice; and 

11 .L.~ The Pay Per Call aervice (tOO or 976) program name. 

12 (b) Pay Per call S.rvice (tOO and 976) Billing. LIC1 ep4 IXCs 

13 :r.eeal •••11•• .. 12 ••••• ••• •••e•eMMRfl ea .. ie•• who have a 

14 tariff or cont,ractual relatiOJWhi.p with a Pay .Per Call (900 or 976) 

15 provider aball not provide Pay Per CAll tran8mi11ion 1ervice or 

16 billing aervicea, unleaa the provider doea each of the following: 

17 1. Provide• a preamble to the program which 1tate1 the per 

18 minute and total lliniaua chargee for the Pay Per Call 1ervice (900 

19 and 976); child'• parental notification requirement ia announced on 

20 preamble• for all progr ... where there it a potential for minor• to 

21 be attracted to the program; child'• parental notification 

22 requirement in any prea.ble to a program targeted to children mu1t 

23 be in lll1g'Uilge ... ily ~retandable to children; and progr11111 that 

24 do not exceed $3.00 in total charge• may omit the prtamble, except 

25 as provided in Section llll~(b)J.; 

CODIIIG: Word• underlined are addition•; word• in 
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1 2. Providea an 18 -aecond billing grace period in which the end 

2 uaer/cuatomer can diaconnact the call without incurring a charge; 

3 from the time tha call ia anawered at tha Pay Per Call provider's 

4 premiaea, the praambla meaaage muat be no longer than 15 seconds. 

5 The progza. may allow an and uaer/cuatomer to affirmatively bypaas 

6 a preambla1 

7 3. Providaa on aach program proeotion target@d at children 

a (defined aa rm~_,.r tban 11 y.an of agal claar and conapicuoua 

9 notification, in language underatandable to children, of the 

10 requir-t to obtain parental paraiaaion before placing or 

11 continuing with tba call. The parental conaent notification ahall 

12 appear prominently in all advertiaing and promotional materiala, 

13 and in tha progr- preamble. Children'• programa ahall not have 

14 ratea in excaaa of $5.00 per call and ahall not includ@ the 

15 enticement of a gift or premium; 

16 4. Promotaa ita aervicaa without tha uae of an autodialer or 

17 broadcaating of tonea that dial a Pay Per Call ( 900 and 97b i 

18 number; 

19 5. Prominently diacloaea the additional coat per minute or per 

20 call for any othar telephone number that an end uaer/cuatomer ia 

21 referred to aithar directly or indirectly; 

22 6. In all advertiaing and promotional materials, .:!aplays 

23 chargee 1= diataly abova, below, or next to the Pay Per Call 

24 number, in type aize that can be aeen •• clearly and conapicuoualy 

25 at a glance •• tbe Pay Per Cell nuaober. Broadcaat televiaion 

CODIIICII Worda underlined are additiona; word• in 
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1 adverttaing chargee, in Arabic numerala, muat be ahown on the 

2 screen for the aa• clurat.ion aa the Pay Per Call numbe.: is shown, 

3 each time tbe Pay Per Call number ia shown. Oral represent.ations 

4 shall be equally aa clear; 

5 7. Provide• on Pay Per Call aarvicea that involve sales of 

6 product• or Mrchanc:liae clear preamble notification of the price 

7 that will be incurred if the and uMr/cuatomer ataya on the line, 

8 and a local or toll free number for conaumer complaints; and 

9 e. Meeta internal atandard8 aatabliahad by the LIC or IXC 

11 the applicable tariff• or contractual agreement between the LEe and 

12 the IXC1 or bat ... n tbe LIC/IXC and the Pay Par Call (900 or 976) 

13 provider wbicb wban violated, would reault in the termination of a 

14 tran8aiaaion or billing arrangement. 

15 (c) Pay Per Call (900 and 976) Blocking. Each ~ leeal 

16 eMe~a a1 .. -.y ahall provide blocking where technically feasible 

17 of Pay Per CAll aervice (900 and 976), at the request of the end 

18 u.er/cuatcner at no charge. Bach LIC or IXC leeal e•e~e ••IIlii•~ 

19 e• ••••••••h••J• .... ,e• must implement a bill adjuatment tracking 

20 ayat .. to aid ita efforta in adjuating and auataining Pay Per Call 

21 chargee . The LIC or IXC ••••'e• will adjuat the first bill 

22 containing Pay Per Call charge• upon the end uaer' a/ customer's 

23 stated laclc of knowledge that Pay Per call service (900 and 976) 

24 haa a charge. A aecond adjuatment will be made if neceaaary to 

25 reflect calla billed in the following month which were placed prior 

CODIIIO: Word.a underlined are additiona; word• in •• ... •• ••••Ill type are dele tiona from exiat ing law. 

- 19 -

·-



•' 

1 to the Pay Per Call aervice inquiry. At the time the charge is 

2 removed, the end Wler/cuatomer may agree to free blocking of Pay 

3 Per call Hrvi.ce (900 and 976). 

4 (d) Diapute reaolution for Pay Per call service (900 and 976) . 

5 Charge e for· Pay Per call aervice C 900 and 976) ahall be 

6 automatically adjuated upon complaint that: 

7 1. The end uaer/cuatomer did not receive a price 

8 advertia~t, tbe price of the call waa miarepreaented to the 

9 conaumer, or the price advertiaement received by the conaumer was 

1 o fal .. , llialeading, or deeept i ve ; 

11 ~ . The end uaer/cuatoaer waa mialed, deceived, or confused by 

12 the Pay Per call (tOO or 976) advertia ... nt; 

13 3. Tba Pay Per Call (900 or 976) program waa incomplete, 

l4 garbled, or of auch quality aa to render it inaud·ible or 

15 unintelligible, or the end uaer/cuato.er waa diaconnected or cut 

16 off from the aervice; 

17 4 . The Pay Per call (900 and/or 976) service provided 

18 out-of-date infoi'IIAtio.n ; or 

19 5. The end uaer/euatomer . terminated the call during the 

20 preamble deacribed in 25-4.110llll~(b)2., but waa charged for 

21 the Pay Per Call aervice (900 or 976). 

22 (e) If tbe end ueer/cuatomer refuaea to pay a diaputed Pay Per 

23 Call aervice (900 or 976) charge which ia aubaequently determined 

24 by the LBC to be valid, the LBC or IXC may implement Pay Per Call 

25 (900 and 976) blockiag on that line . 

CODI.a: lforcla underli.n•d are addition•; word• in 
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1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

(f) Credit and Collect ion. LICe and IXCe laeeal e•l!lhatt!'e 

• ' ... ,.. .... , .... uaw-la ..... , .... billing Pay Per Call (900 and 

976) chargee to en end uaer/cuato•ner in Florida shall not: 

1. COllect or attempt to collect Pay Per Call aarvice (900 or 

976) chargee which are being dillputed or which have been removed 

from en end u.er'a/cuetom.r•a bill; or 

2. Report the end uaer /cuatom.r to a credit bureau or 

collection agency eolely for non-payment of Pay Per Call (900 or 

976) chargee. 

(g) Tr'C' epd tp;e ..... a. IUihMII& ...... , .. .... .............. , . .... , ... billtag Pay Par call aarvica (900 and 976) chargee to end 

uaera/cuatOMra iD Florida ahall i!llpl-nt aafaguarda to prevent 

the diaconnaction of phone aarvica for non-payment of Pay Per Call 

(900 or 97&) chargee. 

(12) The SUit.M'r wac. be ngtffied on hie firet bill and 

1gnua;J.~ tblr.a~tiE Cblt I RIC EUIII il av•il.lblll IDd mav s:iQDti't 

tho prgvicler CA MteiQ pow pgctcap 2 <glp! I A sgpy pf FOBM 

PSCIC'' 2 'P'P' I 

wh'sh ie 'nserpprat.•d into this rule bv 

rofcrcnge. •v be pbtaiped frgm tho COBBieeion'e pivi•ion of 

cqpey•r Nf•'re, l!ietipg su•tnm=r• mu•t bt nptificd by January 

1. 1111. ,,. tppnelly thlgaftor that a PIC frcozc fgrm is 

ayailebl• ewl MY SMt•st. the proyidflr t.g pbtain mpM esctcap 2 

<glp;l a 

C1l) ,. suet r mnet be qivep DAtiqt gn tho firat or aesgnd 

51 I Sill 9' bil u•Kt l:lii.J. iD s:iQDIJaieuoul Dszld ,.,t t~l 31rdii:O bil 
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1 proyidor gf lm•l, lesal tgll. gr tgll etrviqo bat pbanqcd, 

2 Specific Autbo~ity: 350.127 F.S. 

3 Law Implemented: 364.17, 350.113, 364.03, 364.04, 364.05. 364 19. 

4 .E...L 

5 History: New 12/1/68, Amended 3/31/76, 12/31/78, 1/17/79, 

6 7/28/81, 9/8/81, 5/3/82, 11/21/82, 4/13/86, 10/30/86, 11/28/89, 

7 3/31/91, 11/11/91, 3/10/96..._ __ _ 

8 

9 25-4 .118 Igel. 'CG'l TQll. pr Tpll Prpyi4fr Ill.&I&II•MRIB &H'Wie• 

10 Selection. 

11 (1) Tbe prpy1der ••'-~ '•••••••• .... • •• •••> (Pi&t of a 

12 customer shall not be changed without the customer's authorization. 

13 A J.1k ~lii&MaNaail.._••>••ll'l&.....,a•IIIIO,.Ma,,--<IHWiio114SIH-) ahall accept & provider PK 

14 change nqu8ate by telephone call or letter directly from ita 

15 customers~ 

16 (2) A LBC shall elee accept a PIS change requests from a 

17 certificated LP w xxc; '••••enrhelll& 1 ;ra) (IJE&I acting on behalf 

18 of the CU8ta.er. A ge£tifigated LP or IXC ••••ilka~ IKS •ha• will 

19 tloooeo-llo•i:i:llel,i:eBI!I~BIIOIIBOOI'aMJa•aaaaa>--ii:HBI-''••••>-~••• ehell _,. aubmit a Pi& change 

21 lhBa~!h ahaa 1181 •• a .. a only if it baa firtt certified to the 

22 LEC that at least one of the following actions baa occurred pais• 

23 ea •he PI& a' J8 ••.-•••= 
24 (a) the •py HQ baa a letter pf IFIII"SV UQtl. 11 deasrihnd 

25 in tll. •• > 1 a ~ella• aw 1••••• from the cuatomer requeating the 

CODIIIG• lforda underlined are additions; words in 
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1 -a change; 

2 (b) t;ho s SPY bet res•iyed I su•tomer-initiattd sal1, and 

3 baa gbtaiped tbt fpllqwing: 

4 1 a '1'hl SUit r' 1 oogeept tg roqgrd the rcquoatcd sbanec; 

5 2. Ap •ud'A regp;dipq pf the inCprmftign eot fprth in (l)a, 

6 through I, 1 tnd 

7 l I A reser4iM pf the grigipt!pipq telephooe number on whigh 

8 the prgyjde• ie tp M Mens 1 yie eut;=•tis ""mher idontifis;ation. 

9 aM: •••• r •• '-'•'•••• a eall •• - ••••••• 188 llttMer •111• 

10 •••••~ • ••ww•••• •• ••• •••• ••••' ... ••• ••••••••·• ••tu••••• 
11 ab RIBS a• 

12 (c) ap ':1 p1'Qt, ypeCfiliete4 firm be• yorified the 

13 cuetomer'e requeeted. cbange by Mteipt• the following; 

14 1. The SUit r' I G"'"Dt tp qc;grd the [fqutlttd change: and 

15 2. lp lndjp mcordjm of !pM ipfprmftiPD ltlttd in •ubtcct.ion 

16 tlla thrgugh 1. ie verified through a qualified, independent firm 

17 which ie unaffiliated with the sgmeeny qlaimine thlt •ub•sribcr _..,. 

18 -ii!El; or 

(d) The G'PP'DY •• IKQ baa received a cuatgmcr' • change 

21 ~ by mailing .. an informational package that •bell include the 

22 fgllgwins; 

23 adtt•irnDl &I ta,• haua •••• ~••••• •he IKS .... ,,. aha PIS ehan!e 

25 ··~···· ~, IMle a& lulli(3J I 

CODING: Warda underlined are addition•; word• in 
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1 1. A pgt,ist tbet, thf infoggetiop ie bcina acnt tg cmfirm that 

2 I tcl ... £ktter qhttiQid I puttpmtr1 1 [CQHCit to cbapqc the 

3 su•tqmor'e tol•samm'n's•tigne prgyidor; 

4 2. A doesript.iPD gf apy tome, sgnditiona. or charge• that 

5 will bo 'nsvrredr 

6 3, The P'"· eddpee, eM telopMpc number gf bgtb tho 

7 suatggpr •pd the tpliqiting OP'QIPYi 

8 f. A ppptst£4 whish the quetpmnr SID Ull to sgnfi;m I pbange 

9 roquoet' 

10 5 A qlgr Fft gt tbtt the S!UI' r'e lgsal. lgsel tgll, or 

11 toll pzmr:lde• tdll 1M ghtppgj te tbe Fliqitine CCP?'DY poly if tho 

12 suetqmer etgpe •nd JWturpe the pg•ts•rd qppfirmipq the shegge; and 

13 §. A pptise !;bet t;he suet pr MY sgnt,ast, by writ;inq tho 

14 c tieeipp' 1 piyitiM gf COD'""' Affaire 25t0 Sbuprd Oak 

15 Bouleyar4. Tallebeeete, Plpri4t l23?1-Q15Q or palling. tgll-frec 

16 ltpp i ygipe) 1-IOQ-342-3552 fpr sapen•r CfSltipta 

17 Tbt eqliqit1pg ~ ·py ehell euhnit tho qhtpr"'c rcquc•t tg the 

18 LP gply if it be• firet rtqtiyed the pg1tpard that muet bo eiqned 

19 by the quttqger, 

22 

23 

24 

25 

li•i••• .. , tbe foll-ing info.,..tion (each abell be separately 

atated) : 

.J..&J.. w-r CU.tomer'• billiw -· ••••)••··-· ........ 1! 

addreaa. IDd llliib '•"..,hsm• on•'-~: tg bll SbiDSUidi 

CODIIIO: llorda underlined are aclditiona; worda in 
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1 (b) Stat nt sleerly isieptffyfnq the sttrtifisatftd M'" gf the 

2 prpyi4cr ilo ;a 4 r , mid the eervice to which the cuetomer wiehee to 

3 aubacribe. whether or DPt it uy• the faqilit.ice gf angthcr 

4 c;ompapy; 

5 ,1itl.i-r Stat-nt that the pereon requeeting the change iB 

6 authorized to requeet the PI& change; eftt 

7 (d) •r•rs nt thet the su•tgmer'e shepge rtqutlt will apply 

8 poly tp the m·nbr• AD t;he reqyeet •nd t;bere aa•t poly bt QDI 

9 pro1uhegr1 bed lQStl . on• praaubeqribed lpc;al toll 1 and one 

11 (o) aw pt; fh•C, $be lr'C Mlf Sharpe I ftl fpr tesb prpyidcr 

12 ph•pqe: 

13 .1fl +r CU.ta.er.!.a aigaatur... ewl a atato•pt that the 

14 guet r'e ei9Mtyre er MtrMM"' PP the "nrY"Dii will rcault in 

r'e prgyi4tr. 

16 The eeliqic,tw SMP'PV'' prpyisfer qheg• fco etatomcnt., at 

17 dc•sr'bed ip (e) •hpy=. •hell bt legible. priptod in bg1dfacc at 

18 leaet •• large .. eny ether toxt en the R'P'· egd lgsated dircstly 

19 abpy• the aigp•ture line, 

20 , 'Pliqittp ·nv'• prqyider sbenec atatomont. •• 
21 dceqribpd ip (f) •hpyp. •bell bt logiblt. printod in boldfapc at 

22 lg•t M legm M egy other tgt gn thl paga. and lopatcd directly 

23 bolgw the •'sn•ture line. 

24 UaJ 8'taa-, •'•••• •••tt•••• ~, ••- al •d''•h • ... •••••• ••" 
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1 aeleea .. ,••••••• •••••~ •• •hieh ••• ae1uiee ia ~eiRI ehaa1e• 1 

3 'file '&]8 II aM .. I nt ll .. alailll ••• ••••••••·• al!ft••••• ehall 

5 ••• iaa I ' will ••••1• ia a aMBit al •he ••••••••' a 18111 

8 ........ -·· 

9 .._.. ahe •••••••·• laaal ••••> ge a£ SIP) _, ehalf& a lee •• 

11 ... ,.,.... , •• ,. •• 1•••• •• l•••• •• ...., ••••• ···~· 811 ••• 

12 ••••• 

13 (t) ,. 'P' ebell ppt, be cmtttned with indt'N!Mllt• of any kind 

14 op tbt !!" "nn 

15 fa• •Be ,..,aae al ••~M•••l•l a PI& a> FJI» ahaa •he document aa a 

16 whole muat not be mialaading or deceptive. For purpoaes of this 

17 rule, the terma •miale•dtng or deceptive• IIIINIIl that, becauae of the 

18 style, format or content of the document gr oral etatomont•, it 

20 preyidinq gql IUthpri•atiPD that the purpose of the signature gx 

21 the oral autbprilatigp waa to authorize a prgyider p;Q change, or 

22 it would be unclear to the cuatamer who the new leaf lllia•anee 

23 aert:i:ee proviCS.r would be; that the cuatomer'a aelection would 

24 apply only to the number liated and there could only be one 

25 provider for that number; or that tbe cuatomer' a Ll: leeal ••ehalt!e 
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1 eeMpaftl) might charge a fee to switch service providers. If any 

2 part of the ~,g& ••n•••• ia written in a language other than 

3 Engliah, then J.r.. •alllle-• .. -•-•••• muat contain all relevant information 

4 in ~ 'he an 1 language. 

5 

7 •he iata ... •••• ••• Ia••• '• (J) (a)la 

8 l1e• ••• •~••••••• 

9 ( 5) A pmepeqtiye prgyider muet. btu reseiud the signed zpa 

10 bo£oro 'n'''•t'ne the sh'DP'· 

11 (§) rp•• ap4 end1g reserdipqe ebell ........ lallaaa •• laaael'a 

12 ""* be -intained by the prpyidlr - for a period of one year. 

13 l2l~ Cuatomer requeata for other aervicea, auch aa travel 

14 card aervi~e, do not ~onatitute a prpyider ~hange '• PIS. 

15 lil.-+1+- Charge• for unauthorized prgyicicr He changee and All 

16 sharge• billed en bebelf gf the pMutbpri•ed proyidor for the first 

17 9Q dave gr firtt tbrn hilliM £YS1AI · yhicl\ tM!X ia lgngor, hi!h!ll 

18 ~•••• ...... , •• ~' auaw aha ••••• al aha ••••••••• ••-.••) ahall 

19 be credited to the cuatomer by the company - reeponaible for the 

20 error within tS daya of notification. A£tor tho fir•t ?O days yp 

21 tp 12 mqptbe. ghergpe QYIE the rate! pf the preferred ggmpany will 

22 be grcdited tg tho s;uet r by tho sgmpepy rowpgn•ihlc for the 

23 eqgr witbip fS deyl gf ngtifisation. Upon notice from the 

24 cuetomer of an unauthorized proyi4tr PI& change, the LEC shall 

25 change the C\18tcaer back •• •he ••••• Ia&, or .r.g another sgmpany of 
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1 the cuatomer•a choice. The change muat be made within 24 hours 

2 excepting Saturday, SUnday~ and holidays, in which case the ch~nge 

3 shall be made by the end of the next busineee day . 

7 ..W.~ Tba .11Siaiii?IIIDYI1C 1M ahall provide the following diacloauree 

8 when soliciting a change in aervice from a cuetomer: 

9 (a) Identification of the cnmn•ny w.i; 

10 (b) That tha purpoee of J;.hll vieit or call ie to solicit a 

11 change of the prpyi4er .NQ of tbe cu•tomer; 

12 (c) That tbe prqyi4tr eball not PI& BMl ••• be changed unless 

13 the cuatomer .authorhee the change; and 

14 (d) W AIISI aM"b•l information ae referenced in Rule 

15 25s24.490lll~o 

16 (10) puripq tol•merk•tipq epd yorifigation, no mielcadinq or 

17 desoptivo roforeps•• •ball bt made while eglisitins for 

18 •ub•c;ribore, 

19 (11) Purim telMtrketing end DrifisatiPD, tho syetomer mu•t 

20 be infgrmod that a PIC Froese ie eyeilablo, 

21 (12) pPpp CO'Pletigp gf the yorifisatign prgccat outlined in 

22 tbia !ec;tim. the prgyider wet 11nd a lottor ngtifyinq tho 

23 cuatqmor that it yill bt prgyidipg hi• eeryipe, 

24 (13) A prgyider wet prgyidt tht guet.QMr a copy of the 

25 authgri1ttion it reliea upon fgr the ewitpb within 15 dav- of 
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1 requc•t, 

2 (lt) laqb ct=?'"V •hall proyide a liyc geeratgr tg •n•wcr 

3 insgmipg salle 2t hqure a dey, 7 day• a week, or •ball resgrd end 

" Ullr nmleipte, A zrtiatien gf liya zz=retgre and rcu;ordtra JOIV 

5 bl U!ld If a rtsordtr ie ugd. tbt sgmpanv ehfll attempt tg 

6 pgptast ttph a lt#peptg PA ltttr t;hep tho DIJt buliMII day 

7 fgllpwiM tbe Mt• pf nmrdins. A mipimym of 95 porpcnt gf all 

8 sall att tgt •bell be C9'Pllttd tp I snmnepy'e toll-fret puetgmcr 

9 eerviqt =mber. lt;et;igp bu•'•• will DQt bt sgunttd •• 09'P'tcd 

10 salle. 

11 then ap •stnmt·t ftt thet the suet;pzpr il yeitiM Oft tho liDO, 

12 It •bell ll'nt the prpyi4tr ie [lady tp repder eeeietapqo gr essept 

13 the infprmetiqp QIGIIIAry tp prgseee the qell 

14 Specific Autbority 350.127(2) r.s. 
15 Law Implemented 364.01, 364.19, 364.285 P.S. 

16 Hhtory: ·- 3/4/92, -nded 5/31/95,.._ __ _ 

17 

18 

19 

20 

21 

22 

23 

24 

25 
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