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Customer Billing for Local Exchange

Telecommunications Companies 25.4.110
Local, local Toll. or Toll Provider
Interexchange Carrier Selection 25-4.118

PURPOSE AND EFFECT: The purpose of the proposed amendments is to
incorporate local, local toll, and toll service provider change
requirements and 47 C.F.R. §§64.1100 and 64.1150 that provide
more stringent change requirements than that in the Commission’s
current rules. The proposed amendments also provide for greater
consumer protections. The effect of the proposed rule amendments
is to reduce the possibility of “slamming” (the change 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 exchange companies, the alternative
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preferred provider may only be made if at least onc 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 information 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 1s agreement to switch service.
Inducements in writing or by telephone may not be misleading or
deceptive.

If a person i1s 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 billing 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 billing block optioﬁ for customers.
SUMMARY OF STATEMENT OF ESTIMATED REGULATORY COST:

The providers who filed cost information were primarily concerned
with portions of the proposed rules that would make it diffjiculc
for them to standardize their marketing and billing procedures
nationwide. Other proposed requirements identified as
particularly costly by the respondents were: audio recording of
inbound telephone calls from consumers and inclusion of specific
Florida language in informational packages.

It is apparent that companies who choose to operate in
Florida will face some 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 costs should
be weighed against the costs of the present situation, so vividly
described by customers at the recent public workshops.

Any person wheo wishes to provide information regarding the
statement of estimated regulatory costs, or to provide a proposal
for a lower cost regulatory alternative must do so in writing
within 21 days of this notice.

SPECIFIC AUTHORITY: 350.127(2) FS.

LAW IMPLEMENTED: 350.113, 364.01, 364.02, 364.03, 364.04, 364.05,
364.17, 364,19, 364.28B5, 364.32, 364.335, 364.337 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 WILL BE HELD 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 ARE:
Director of 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 fellewing definitions tg the
following terms apply:

{1) "Rccess 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.

{2) "Alternative Local Exchange Telscommunications Company
{ALEC)." Apny telecommunications company. as defined in Section
364.02(1), Florjda Statutea,

13142+ "Average Busy Season-Busy Hour Traffic.” The average
traffic volume for the busy season busy hours.

14143 "Busy Hour." The continuous one-hour period of the

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

office.
{514 "Buuy'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.

{61459 "Call.” An attempted telephone message,

171464+ "Central Office.™ A location where there is an
assembly of equipment that establishes the connections between
subscriber accesas lines, trunks, switched acceas circuits,
private line facilities, and special access facilities with the
rest of the telephone network.

{8} "Commisasion.”™ The Florida Public Service Commission.

{9)+48) "Company,” "Telecommunications Company,"” "Telephone
Company,”™ or "Utility.” These terms may be used interchangeably
herein and shall mean "telecommunications company® as defined in
Section 364.02(12), Florida Statutes.

{10)€5+ "Completed call.” A call which has been switched
through an established path so that two-way conversation or data
transmission is possible.

{11)3¥84 "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 terminated due to a service interruption.

112) 433 "Drop or Service Wire." The connecting link that
extends from the local distribution service terminal to the
protector or telephone network interface device on the customer's
premises.

{13) 442y "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.

{14) 433+ "Exchange (Service) Area." The territory of a local
exchange company {LEC)} within which local telephone service is
furnished at the exchange rates applicable within that area.

11544 "Extended Area Service.” A type of telephone
service whereby subscribers of a given exchange cor area may
complete calls to, and receive measages 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.

{16) 45 "Extension Station.” An additional staticn
connected on the same circuit as the main station and subsidiary

thereto.

{12} 4+6% "Foreign Exchange Service.” A classification of LEC
teocal—enchenge—teoiccommunications—company exchange service
furnished under tariff provisions whereby a subscriber may be
provided telephone service from an exchange other than the one
from which he would normally be served.

{18143+ "Intercept Service."™ A service arrangement provided
by the telecommunications company whereby calls placed to an
unequipped non-working, disconnected, or discontinued telephcne
number are intercepted by operator, recorder, or audic response
computer and the calling party informed that the called telephone

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




changed 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.

{19%) 4484 "Interexchange Company (IXC)." Any
telecommunications company, as defined in Section 364.02(12),
Florida Statutes, which provides telecommunications
releconpunioation service between local calling areas as those
areas are described in the approved tariffs of individual LEC3S
teeal—enchange—compantes. 1XC ‘intererwchenge—Sompany® includes,
but is not limited to, MLDAS Mulitipie—heeation-Diseount
Aaggregateoreo—{iMbbA) as defined in subsection {35) 432} of these
definitions.

120} 4394 "Inter-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.

{21) 4269 "Interstate Toll Message."” Those toll messages
which do not originate and terminate within the same state.

22V 423 "Intertell 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.

{23)488% "Intra-office Call.™ A telephone call originating

and terminating within the same central office.




(24123 "Intra-state Toll Message."” Those toll messages
which originate and terminate within the same'state.

125) 484+ "Invalid Number." A number comprised of an
unassigned area code number or a non-working central office code
{NXX) .

J20) 4254 "Large LEC." A LEC Jeeceal—enchange
retecommunications—eenpany certificated by the Commission prior
to July 1, 1995, that had in excess of 100,000 access lines in
service on July 1, 1995,

122) 426} "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 LEC ieeal

enchange—company may transport telecommunication signals.
128) 483 "Local Exchange Telecommunications Corsany (LEC)."

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

providing local telecommunications service, excluding pay
telephone providers and call aggregatora.

{30) 4288+ "Local Service Area”™ or "Local Calling Area.” The
area within which telephone sexrvice is furnished subscribers

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

LEC’ s iecai—enehange—teivoommunioations—eompanyle local service

area may include one or more exchange areas or portions of

exchange areas,



{32)-6299 "Main Station.” The principal telephcone associated
with each service to which a telephone number is assigned and
which is connected to the central office equipment by an
individual or party line circuit or channel.

133) 4393 "Message." A completed telephone call.

{34) ¢34 "Mileage Charge.™ 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 lines.

{35)4389 "Multiple Location Discount Aggregator (MLDA)." An
entity that offers discounted long distance telecommunications
services from an underlying IXC énterexchenge—ecompany to
unaffiliated entities. An entity is a MLDA 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 applying the



tariff of the underlying JIXC interenchange—compeny to the
customer's individual usage.

{36)433)+ "Normal Working Days.” The normal working days for
installation and construction shall be all days except Saturdays,
Sundays, and holidays. The normal working days for repair service
shall be all days except Sundays and holidays. Holidays shall be
the days which are observed by each individual telephone utility.

131) 434+ "Optional Calling Plan.™ An optional service
furnished under tariff provisions which recognizes the need of
some subscribers for extended area calling without imposing the
cost on the entire body of subscribers.

138) 4389 "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
sarvice because of nonpayment of bills, unlawful or improper use
of facilities or service, or any other reason set forth in
approved tariffs or Commission rules.

{39136+ "Outside Plant.” The telephone equipment and
facilities installed on, along, or under streets, alleys,

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



and subscribers' locations or between central offices of the same
or different exchanges.

{40143+ "Pay Telephone Service Company."” Any
telecommunications company thatr—ether—thon—a—tbocal—Enchange
Gempanyr—wittoh provides pay telephone service as defined in
Section 364.3375, Florida Statutes.

(4314399 "Service Objective." A quality of service which is
desirable to bﬁ achieved under normal conditions.

(44} <484 "Service Standard.™ A level of service which a
telecommunications company, under normal conditions, is expected
to meet in its certificated territory as representative of
adequate services.

145) 44+ "Small LEC." A LEC jeeel—enxchange

relecommuricationo—compeny cartificated by the Commission prior
to July 1, 1995, which had fewer than 100,000 access lines in

service on July 1, 1995.

{46)+42+ "Station.” A telephone instrument consisting of a



transmitter, receiver, and associated apparatus so connected as
to permit sending or receiving telephone messages.

{41} 443 "Subscriber™ or "Customer." 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.

148} 4443 "Subscriber Line." See "Access Line.”

{49) 446+ "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 several central office units,

{50) 448+ "Toll Connecting Trunk.”™ A trunk which connects a
local central office with its toll operating office.

{S1) 4%+ "Toll Message." A completed telephone call between
stations in different exchanges for which message toll charges
are applicable.

4122) "Toll Bxovider (TP).” Any telecommunications company
providing interLATA long distance telecommunications gervice,

{53) 483+ "Traffic Study.” The process of recording usage
measurements which can be translated into required quantities of
eguipment.

{54)445+ "Trouble Report."” Any oral or written report from a
subscriber or user of tslephone 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.

159)4584 "Trunk.”™ A communication channel between central
office units or entities, or private branch exchanges.

156) 45 "Valid Number.”™ A number for a specific telephone
terminal in an assigned area code and working central office
which is equipped to ring and connect a calling party to such
terminal number.

Specific Authority: 350.127(2) FS.

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 Telecommunicationg
Compar.ies.

{1) 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 ltemization of local billing available upon
regquest."”

(a) Each LEC jeeei—exchange—ecompeny shall provide an
itemized bill for locallservice:

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 tc business customers with less than 10
access lines per service location shall be in easily understood
language. 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 form 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 assistance charges;

7. Other tariff charges; and

8. Other nontariffed, regulated charges contained in the
bill.

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

1. Separately state the following itema:

a. Any discount or penalty, if applicable;




b. Past due balance;

¢. Unregulated charges, identified as unregulated;

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

e. Franchise fees, if applicable; and

f. Taxes, as applicable on purchases of local and long
distance service; 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 charges 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 inoparative; 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 circumstances:

l. Where service is terminated or abandoned:

2. Where toll service is two times greater than the
subscriber's average usage as reflected on the monthly bills for
the three months prior te the current bill, or, in the case of a
new customer who has 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 go 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 delivordd to the customer within three days after the
demand is made.

(c) If the company cannot present an itemized bill, it may
present a summarized bill 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 inform the customer that he may refuse payment until an
itemized bill is presentead.

(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 changes as



the subscriber deems necessary in advance of the closing date.

It shall also state that at no additiocnal charge and upon the
request of any residential subscriber, the exchange company shall
list an additional first name or initial under the same address,
telephone number, and surname of the subscriber. Ihe Swelh 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 Departmant 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
proceading, any lost 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 searvice



within that county.

(b} A company may not incorporate any frénchise fee or
municipal telecommunications tax into its other rates for
service,

(c) This subsection shall not be construed as granting 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 musat 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 amount egqual
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 separately 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 telecommunications 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.

(3) Each LEC ‘eeel—enchange—eompeny 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.

10) After January 1. 1998, all bills produced shall clearly
and conspicuously diasplay the following informaticn for each

{11}436) This section applies to LECa Feeei—enchange

conparico—and-interenchange—eoarriers that provide transmission
services or bill and cellect on behalf of gther fey—PRer—Gail




providers including pay per call providers. 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 program
at a per call charge to the end user/customer. Pay Per Call
services include 976 services provided by the LECs, ‘eecel
exchange—conmpanies—and 900 services provided by JXCs, and other
miscellapneous charges on bahalf of other providers ineerenxchenge
carpiers,

(a) Charges for Pay Per Call and other services., eesviee
+586—er—076) shall be segregated from charges for regular long
distance or local charges by appearing separately under a heading
that reads as follows: "Pay Per Call and other +5680—er—5763
nonregulated charges. "+ The following information shall be
clearly and conspicuously disclosed on each section of the bill
containing Pay Per Call service (900 or 976) charges:

1. Nonpayment of Pay Per Call service (900 or 976) charges
will pot result in disconnection of local service;

2. End users/qustomars can obtain frees blocking of Pay Per
Call service (900 or 976) from the LEC ‘eeai—exchange—telephone

company;




subscribers authorization of the chaxges and supersede the
killing block option. The subscriber is responsible for all such
charges,

4.3+ The local or toll-free number the end user/customer can
call to dispute charges;

2.4r Ihe wWith—500—servieer—the name of the [XC imtevenchange
ecarrier providing 900 service: and

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

(b) Pay Per Call Service (900 and 976) Billing. LECa and
1XCs beeal—enechenge—oconpanies—and—interenchango—caretesrs who have
a tariff 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, except as provided in Section

{11}-+384-{b)3.;
2. Provides an 1B-second billing grace period in which the



end user/customer can disconnect the call without incurring a
charge; from the time the call is answered at the Pay Per Call
provider's premises, the preamble message must be no longer than
15 seconds. The program may allow an end user/customer to
affirmatively bypass a preamble;

3. Provides on each program promotion targeted at children
(defined as younger than 18 vears of age} clear and conspicuous
notification, in language understandable to children, of the
requirement to obtain parental psrmission beforQ 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 in 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;

€. 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
conaspicuously 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 as the Pay Per Call number is
shown, each time the Pay Per Call number is sﬁown. QOral
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 teoll free number for consumer complaints; and

8. Mests internal standards established by the LEC or IXC
Fecel—enchange—conpeny—or—the—interenchenge—eaerier as defined in
the applicable tariffs or contractual agreement between the LEC
and the IXC; or betwean the LEC/IXC and “he Pay Per Call (900 or
976) provider which when violated, would result in the
termination of a transmiasion or billing arrangement.

(c) Pay Per Call (900 and 976) Blocking. Each LEC ieeat
exehenge—sompany shall provide blocking where technically
feasible of Pay Per Call service (900 and 976), at the request of
the end user/customer at no charge. Each LEC or IXC jeeai
enehange company—eor—interenchenge—carrier must implement a bill
adjustment tracking system to aid its efforts in adjusting and
sustaining Pay Per Call charges. The LEC or IXC earrier will
adjust the first bill containing Pay Per Call charges upon the
end user's/ customer's stated lack of knowledge that Pay Per Call
service (900 and 976) has a charge. A second adjustment will be
made if necessary. to reflect calls billed in the following month

which were placed prior to the Pay Per Call service inquiry. At



the time the charge is removed, the end user/customer may agree
to free blocking of Pay Per Call service (900 and 976).

{(d) Dispute resolution for Pay Per Call service (900 and
976). Charges for Pay Per Call service (900 and 976} shall be
automatically adjusted upon complaint that:

l. The end user/customer did not receive a price
advertisement, the price of the call was misrepresented tco 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
off 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 25-4.110{1])<4¥+68+(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
determined by the LEC to be valid, the LEC or IXC may implement
Pay Per Call (500 and 976) blocking on that line.

(f) Credit and Collection. LECS and IXCs heeail—enchange



compantes and—interenchange—ecerréers billing Pay Per Call (900

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

1. Collect or attempt to collect Pay Per Call service {900
or 976) charges which are being 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 agency solely for non-payment of Pay Per Call (500 or
976) charges.

(g) LECs and IXCs beeel—enchangeo—conpanico—and—interenchange
earsrters billing Pay Per Call service (900 and 976} charges to
end users/customers in Florida shall implement safeguards to
prevent the disconnection of phone service for non-payment of Pay

Per Call (900 or 976) charges.

112) The customer muat be pnotified op his £irst bill and



Specific Authority: 350.127 FS.

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

History: New 12/1/68, Amended 3/31/76, 12/31/78, 1/17/79,
7/28/81, 9/8/81, S5/3/82, 11/21/82, 4/13/86, 10/30/86, 11/28/89,
3/31/91, 11/11/91, 3/10/9%6. .

25-4.118 Local, Leocal Toll., or Toll Provider imeeresxchenge
cereteor Selection.

(1) The provider primaty—intesenchange—company—RIc) of a
customer shall not be changed without the customer's
authorization. A LEC iecai-—-exchange—company—thBEG6)> shull accept 3
provider #§¥8 change requeste by telephone call or letter directly
from its customers; oOrr

{(2) A LEC shall eise accept a 86 change requeste from a
certificated LP or IXC interenchange—company—tIKE)- acting on
behalf of the customer. A cartificated LP or IXC eereified—ING
shat—witi—be—billing—oustonero—in—ito—mame 3hall may submit a £¥E€
change requesty—other—than—a—custoner—initiated—pPic—ohanger
directiy-or—through—anether—iNG—te—a—b86 only if it has first
certified to the LEC that at least one of the following actions
has occurred prier—to—the—PIG—ehange—requent:

(a) the gompany ¥46 has a latter of agency (LOA), as
described in (3), en—hend—a—baiieot—or—letter from the customer
requesting the suweh change;

(b) the company has received a customer-initjated call, and



{c) Ap_independent. unaffiliated f£irm has verified the
customer's requested change by gbtaining the following:

1. The customer’s congsent £o record the requesied change:
and

2. An Audi i ¢ the inf I | |
subsection (3)a. through e, is verified through a qualified,
independent firm which is unaffiliated with the company claiming
the subscriber ewy—iN6; or

(d) The company ¢he—INE has received a gustomer's change
custemes request, te—change—iris-—PES and has responded within
+hree—dayes by mailing of an informationg] package that shall



sigped by the customer.

{3)4e)> The LOA beilet—er—ieteer submitted to the
interenchonge company requesating a provider 886 change shall
includer—isut—not—be—timited—tor the following information (each

shall be separately stated):
{a} 3 Customer’s billing name, phonefaccount—mumber—and
address, _and each telephone pumber to be changed:



B S ] 1y id {fyi l £ | E
the provider 2r—Cempeny and the service to which the customer
wishes to subscribe, whether or not it uses the facilities of
another company:

{c)d+ Statement that the person requesting the change is
authorized to request the #¥6 change; and

1d) Statemant that the cuatomer's change reguest will apply
enly to the pumbexr on the request and there must only be one
fresubscribed local, ong presubscribad local toll, and ons
presubscribed toll provider for each numbexr;

{e) Statemant that the LEC may charge a fee for cach

provider change:
Jf] 4 Customer’s signaturer_and a _statement that 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 gof
oral statemsnts, 1t would not be readily apparent to the person
signing the document or providing oral authorization that the
purpose of the signature gr the oral authorization was to
authorize a provider ##6 change, or it wouid be unclear to the
customer who the new jeng—dietance—serviee 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's LP ieeal—enchenge—cempany might charge a fee
to switch service providers. If any part of the LOA decumene is

written in a language other than English, then it the—deocumens

must contain all relevant information in gach ¢he—seme language.
+e—tf—a—PIG-ohange—request—resulto—from—ecither—a—customer

i ; 3 i Sbodi ind : icmed

d6) LOAs and audio recordings shall <¢ Bellete—or—ettere
wiid be maintained by the provider #%6 for a period of one year.

J1)-+4 Customer requests for other services, such as travel
card service, do not constitute a provider change +m—P¥G.

{8)+5) Charges for unauthorized provider P¥8 changes and all

charges billaed on behalf of the unauthorized provider for the
first 90 days or first three billing cycles, which ever is
longer, higher—usege—roateor—if-anyr—over—the—retes—of—the
preforred—eempany shall be credited to the customer by the
company #%6 responsible for the error within 45 days of
notification. After the first 90 davs up to 12 months. charges
over the rates of the preferred company will be credited to the
customex Dy the company responsible for the erxor within 45 dava

of notification, Upon notice from the customer of an unauthorized

provider P¥8-change, the LEC shall change the customer back ee



she—prior=E%Ee, or L0 another company 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 busineas day. In—the—ecose—where—the—austomer
y me—baiiot teet he—EKE , l
pollotitoetor—witi—be—responsibie—for—any—cherges—incurred—te

erenge—the—bic—of—the—customerr
{9) 46+ The coppany ¥%6 shall provide the following

disclosures when soliciting a change in service from a customer:

{(a) Identification of the gompany I#G:

(b} That the purpose of the visit or call is to solicit a
change of the provider ##6 of the customer:;

{c) That the provider ahall not A¥6—een—net be changed
unless the customer authorizes the change; and

(d) All Any—eadditieonal information as referenced in Rule
25-24.490{3) 444

{10) Duxing telemarketing and verification. no misleading or
deceptive references shall be made while soliciting for
subgcribers,



Specific Authority: 350.127(2) FS.

Law Implemented: 364.01, 364.19, 364.285 FS.

History: New 3/4/92, Amended 5/31/95, .

NAME OF PERSON ORIGINATING PROPOSED RULES: Rick Moses

NAME QF 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 FANW:
Volume 23, Number. 38, September 19, 1997

If any person decides to appeal any decision of the Commission



with raspect 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 perscon requiring some accommodation at this 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. 1f 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 (TDD).



FLORIDA PUBLIC SERVICE COMMISSION

. - 1‘
DOCKET NO. 970882-TI SRR
.- o~

RULE TITLE: RULE NO.: ‘“fq —
Customer Relations; Rules Incorporated 25-24.49%0 .;ii
Customer Relations; Rules Incorporated 25-24.485 :
PURPOSE AND EFFECT: To require interexchange companies (IXCs) and
alternative local exchange companies (ALECs) to abide by the
rules relating to the change of a customer’s local, local toll,
or toll service providers. The effect is to eliminate or reduce
the incidences of unauthorized changes of these providers as the
telecommunications markets grow more competitive.
SUMMARY: The new rule and amendments require IXC’s and ALEC’s to
abide by the rules relating tc customer billing and local, local
toll, and toll provider selection.
SUMMARY OF STATEMENT OF ESTIMATED REGULATORY COST:
The providers who filed cost information were primarily concerned
with portions of the proposed rules that would make it difficult
for them to standardize their marketing and billing procedures
nationwide. Other proposed requirements identified as
particularly costly by the respondents were: audio recording of
inbound telephone calls from consumers and inélusion of specific
Florida language in informational packages.

It is apparent that companies who choose to operate in
Florida will face some 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 ccats should
be weighed against the costs of the present sjituation, sc vividly
described by customers at the recent public workshops.

Any person who wishes to provide information regarding the
statement of estimated regulatory costs, or to provide a proposal
for a lower cost regulatory alternative must do so in writing
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 WILL BE HELD AT THE TIME, DATE, AND PLACE SHOWN BELOW:
TIME AND DATE: 9:30 A.M., February €, 1998

PLACE: Room 148, Betty Easley Conference Center, 4075 Esplanade
Way, Tallahasasse, Florida.

THE PERSON TO BE CONTACTED REGARDING THESE PROPOSED RULES ARE:
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 Customer Relations; Rules Incorporated.

Ihe following xules are ingorporated herein by reference and




Secgion Litle Portions Applicable
23-4.110 Customer Billing Subsections (10), (11},
112}, _and (13)

24-4.118 Local, Logal Toll, or all

Toll Provider Selection
specific Authority: 350,127(2) and 364.337(2), FS.
Law Implementeds: 364.337 (21FS,
Histoxyv: New -

25-24.490 Customer Relations; Rules Incorporated.

(1) The feollowing rules are incorporated herein by reference

and apply to JXCa, interenchenge—companiesr—in-the—following
rltesr—ethe—word—ilooati—shouwid—be—omitted—or—interpreted—as
Apoltiy—as—they—ohall—appiy—onty—teo—interonshange—and—not—iecal
Serypieer

Porticns met

Section Title Applicable
25-4.110 = Customer Billing = Subsections (10},
1), (12), and (13)
25-4,111 Customer Complaint All except
and Service Requests Subsection (2)

25-4.112 Termination of Service All Nene
by Customer
25-4.113 Refusal or Discontinuance

of Service by Company All Nene



25-4.114 Refunds All Nenme

25-4.117 800 Service All Nene
25-4.118 Local. Local Toll, or All Nene
Toll Provider
SR e e e el AT e
Selection

{(2) An JXC éinterexchange—company 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 covering its current balance of deposits and
advance paymsnts (for more than one month's service). A company
may apply to the Commisaion 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 long term.

{3) Upon request, each company shall provide verbally or in
writing to any person inquiring about the company's service:

(a) any nonrecurring charge,

(b) any monthly service charge or minimum usage charge, x

(c}) company deposi~ practices, .

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

(e) 2 statement of when charging for a call begins and ends,
and

{f) a statement of billing adjustment practices for wrdhg

numbers or incorrect bills.



In addition, the above information shall be included in the 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 sh=et 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: 350.127(2) FS.

Law Implemented: 364.03, 364.14, 364.15, 364,19, 364.337 FS.
History: New 2/23/87, Amended 10/31/89, 3/5/90, 3/4/%2, 3/13/9%6, _
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 15, 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.
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Any person requiring some accommodation at this hearing because
of a physical impairment should call the Divi#ion 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 (TODD).
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25-24.49%0 Customer Relations; Rules Incorporated.

(1) The following rules ars incorporated herein by reference
and apply to JXCg, interenchange—ecompanies—Iin—the—foiiowing
mitesr—ehe—vord—leosali—showld-he-onittod-or-interpreted—as—tolltr
ao—they—shali—appiy-—onlty—to—interenchange—and-net—iosal—sorviger

Portions nee

Section Title Applicable
25-4.110 Customar Billing Subssctions (10),
{22). _(12). and {13)

25-4.111 Customer Complaint All sxcept

and Service Requests Subsection (2)
25-4.112 Termination of Service All ¥None

by Customer’
25-4.113 Refusal or Discontinuance

of Service by Company All Newne
25-4.114 Refunds All Nene
25-4.117 800 Service All ¥Nene
25-4.118 Lecal, local Toll. ox All Nene

Toll Provider

Enterenchange Garrier

Selection

(2) An lXIC inbevenchenge-cowpany 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 Commiseion a

bond covering its current balance of deposits and advance payments
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(for more than one month’'s service). A company may apply to the
Commission for a walver of the bond requirement by demonstrating
that it possesses the financial rescurces and income to provide
assurance of continued operation under its certificate over the
long term,

{3} Upon request, each company shall provide verbally or in
writing to any person inquiring about the company’'s service:

{a) any nonrecurring charge,

(b) any monthly service charge or minimum usage charge,

{c) company deposit practices,

{d) any charges applicable to call attempts not answered,

(e) a statement of when charging for a call begine and ends,
and '

(f}) a statement of billing adjustment practices for wrong
numbers or incorrect bills.
In addition, the above information shall be included in the 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 sheet 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 esimple words, sentences and
paragraphs. It must avoid unnecessarily long, complicated or
obscure phrases or acronyms.

Specific Authority 350.127(2) P.S.
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Law Implemented 364.03, 364.14, 364.15, 364,19, 364.337 F.S.
History: New 2/23/87, Amended 10/31/89, 3/5/90, 3/4/92, 3/13/96,

25-24.845 Customer Relations; Rules Incorporated.

omitted or interpreted as ‘ALEC’.

Section Titla Poxtions Applicable

25-4.110 9 Quatomsr Billing Subsections (10}, (11),
{12). and (13)

24-4.118 Local, Local Toll, ox  All

Toll Providar Selection

Specific Authoxity: 2350.3127(2) and 3164.337(2), P.S.

Law Implementead: 2364.337(23).

History: New
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25-4.003 Definitions.
For the purpose of Chapter 25-4, the fellewing definitions £o the
followipng terme 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.

{2) “Altsxnativa Local Exchange Telecommunications Company
{ALEC)." Any telecommunications company. as defined in Section
364.02Q1). Florida Statutes.

J{3)433 "Average Busy Season-Busy Hour Traffic.® The average
traffic volume for the busy season busy hours.

{4)43) "Busy Hour." The continuous one-hour period of the day
during which the greatest volume of traffic is handled in the
office.

{8)44+ "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 ie handled in the office.

{6)+45)+ "Call.* An attempted telephone message.

{7)46)> “"Central Office." A location where there is an
agsembly of equipment that establishes the connections between
subscriber access lines, trunks, switched access circuits, private
line facilities, and special accese facilities with the rest of the
telephone network.

{8) 4% "Commission.” The Florida Public Service Commiasion.

{9)48+ "Company, " "Telecommunications Company," "Telephone
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Company, " or "Utility.” These terms may be used interchangeably
herein and shall mean "telecommunications company® as defined in
Section 364.02(12), Florida Statutes.

{10}49)> “"Completed call.” A call which has been switched
through an established path so that two-way conversation or data
transmission is possible.

{11)4346)> "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 intentiocnally terminated or
terminated due to a service interruption.

{12) 4¥i} "Drop or Service Wire." The connecting link that
extends from the local distribution service terminal to the

protector or telephbne network interface device on the customer’s

premises.

{13)4%) *Exchange." The entire telephone plant and
facilities used in providing telephone service to subscribers
located in an exchange area. An exchange may incluae more than one
central office unit.

{14} 439} "Exchange (Service) Area." The territory of a local

exchange company (LEC) within which local telephone service is
furnished at the exchange rates applicable within that area.
{15)-4i43- "Extended Area Service." A type of telephone mervice
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 calls to one or more other
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exchanges or areas without toll message charges.

{16)4¥6+ "Extension Station." An additicnal statjon connected
on the same circuit as the main station and subsidiary thereto.

{17)436) °Foreign BExchange Service."” A classification of LEC
ooal—onohange—-telecommunications—eonmpany exchange service
furnished under tariff provisions whereby a subscriber may be
provided telephone sexrvice from an exchange other thai the one from
which he would normally be served.

118)43% "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 callea telephone
number is not in service, has been disconnected, discontinued, or
changed 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 caliing 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.

119) €83 *Interexchange Company AIXC)." Any
telecommunications company, as defined in Section 364.02(12),
Florida Statutes, which provides telecommunications
seoconmunioation service between local calling areas as those
areas are described in the approved tariffs of individual LECs

CODING: Words underlined are additions; words in
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teosai—enchange—sompanies. JXC iinterenchange—Company: includes,
but is not limited to, MLDAS WMWuitipie—lbocation—bDiscount—Agercgateore
+MEBA- as defined in subsection (35] 493> of these definitions.

120) 4399 "Inter-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.

{21) 426} "Interstate Toll Message." Those toll messages which
do not originate and terminate within the same state.

(22) 42843 "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 passad.

123)4@¥ "Intra-office Call.” A telephone call originating
and terminating within the same central office.

{24]}493) "Intra-state Toll Message." Those toll messages
which originate and terminate within the same state.

{25)4@44 "Invalid Number." A number comprised of an
unassigned area code number or a non-working central office code
(NXX) .

{26) 436} "Large LEC." A LEC ileeei—enchange—teiecomnmunieations
eompany certificated by the Commission prior to July 1, 1995, that
had in excess of 100,000 access lines in service on July 1, 1995.

127) 426} "Local Azcess and Transport Area (LATA)" or "Market
Area." A geographical area, which is loosely based on standard
metropolitan statistical areas (SMSAs), within which a LEC deeat
onohange—oonpany may transport telecommunication signals.
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{28)48%+ "Local Exchange Telecommunications Company (LEC).*

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

{29) “Local Provider (LP).” Any telecommunicationsk company
providing local telscommunications ssrxvice, sxcluding pay telephone
providers and call agQragators.

{30} 438> "Local Service Area" or "Local Calling Area." The
area within which telsphone service is furnished subscribers under
a specific schedule of rates and without toll charges. A LEC'S
iooni—eu-hlngl-‘oioc.uuun&o.ﬁion.—oel!OHT*. local service area may
include ons or more exchange areas or portions of exchange areas.

{31) “Local Toll Provider (LIP),* Any telecommunications
sompany providing intzalATA or intramarket arxea long distance
telacompunications serxvice,

{32)438) "Main Station." The principal telephone associated
with each service tc which a telephone number is assigned and which
is connected to the central office equipment by an individual or
party line circuit or channel.

{33)430) "Message.” A completed telephone call.

{34) 433} "Mileage Charge.” A tariff charge for circuits and
channels connecting other services that are auxiliary to local
exchange service such as off premises extensions, foreign exchange
and foreign central office services, private line services, and tle

lines.

{35) 43 "Multiple Location Discount Aggregator (MLDA)." An
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entity that offers discounted long distance telecommunications
services from an underlying JXC interexchange—eompany to
unaffiliated entities. An entity is a MLDA if one or more of the
following criteria applies:

(a) It collects fens 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 applying the
tariff of the underlying IXC énbevenehenge—eompany to the
customer’s individual usage.

136) 439+ "Normal Working Daye.* The normal working days for
installation and construction shall be all days except Saturdays,
Sundays, and holidays. The normal working days for repair service
shall be all days except Sundays and holidays. Holiaays shall be
the days which are observed by each individual telephone utility.

371434+ "Optional Calling Plan." An optional aservice
furnished undsr tariff provisions which recognizes the need of some
subscribers for extended arsa calling without imposing the cost on
the entire body of subscribers.

{38)-635% "Out of Service.” The inability, as reported by the
customer, to complete either incoming or outgoing calls over the

subscriber’'e line. *“Out of Service® shall not include:
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(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
facilitiens or service, or any other reason set forth in approved
tariffe or Commission rules.

{39) 436> “"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
subacribers’ locations or between central offices of the same or
different exchanges.

140) 60 *Pay Telephone Service Company. * Any
telecommunications company Lhatr—ether—ethen—o—bocat—Bnchange
Sompany,—whieh provides pay telephone service as defined in Section
364 .3375, Florida Statutes.
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{43) 439 "Service Objective." A quality of service which is
desirable to be achieved under normal conditions.

{44) 4403 “Service Standard." A level of sgervice which a
telecommunications company, under normal conditiona, is expected to
meet in its certificated territory as representative of adequate
gervices.

{45) 444} "Small LEC." A LEC leecal—enshange—telecommunieations
eompany certificated by the Commission prior to July 1, 1995, which
had fewer than 100,000 access lines in service on July 1, 1995.

{46)44d) °*Station." A telephone instrument consisting of a
transmitter, receiver, and associated apparatus so connected as to
permit sending or recsaiving telephone messages.

{47) 4433 *"Subscriber® or "Customar."” These terms may be used
interchangeably heiein and shall mean any person, firm,
partnership, corporation, municipality, cooperative organization,
or governmental agency supplied with communication service by a
telecommunications company.

{48) 444} "Subscriber Line."™ See "Access Line."

{49) 445> "Switching Center.”™ Location at which telephone
traffic, either local or toll, is switched or connected from one
clrcuit or line tc another. A local switching center may be
comprised of several central office unitse.

{50446+ "Toll Connacting Trunk." A trunk which connects a
local central office with its toll operating office.

{51} 443} "Toll Message." A completed telephone call between
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stations in different exchanges for which message toll charges are
applicable.

{52) “Toll Provider (TP).~ Any telecommunications company
eproviding interLATA long distance telecommunications gervice.

{53)448+ “Traffic Study.* The process of recording usage
measurements which can be translated into required quantities of
equipment.

J54)48) "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.

{85)4503 "Trunk." A communication channel between central
office units or entities, or private branch exchanges.

{56)4Fi) "Valid Number." A number for a specific telephone
terminal in an assigned area code and working central office which
ia equipped to ring and connect a calling party to such terminal
number .

Specific Authority: 350.127(2) F.S.

Law Implemeanted: 364.01, 364.02, 364.32, 364.335, 364.337 F.S.
History: Revised 12/1/68, Amended 3/31/76, formerly 25-4.03,
Amended 2/23/87, 3/4/92, 12/21/93, 3/10/96, .

25-4.110 Customer Billing for Local Exchange Telecommunicationg

Companies.
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(1) Each company shall issue bills monthly. Each bill shall
show the delinguent 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) Bach LEC deeai-exnchange—company shall provide an itemized
bill for local service:

1. With the first bill rendered after local exchange service
to a customar is initiated or changed; and

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

(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 kill
stuffer shall be submitted to the Commission’s D.vision 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
language. The itemized bill provided to busineas 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
form 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. Chargea for access to the system, by type of line;

3. Touch tone service charges:;
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4. Charges for custom calling features, separated by feature;

5. Unlisted number charges;

6. Local directory assistance charges;

7. Other tariff charges; and

8. Other nontariffed, requlated 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 service; and

2. chtain 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 aetermine the
amount of regulated charges in the bill.

(2) Each company shall make appropriate adjustments or refunds
where the subscriber’s service is interrupted by other than the
subacriber'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;
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except that the refund shall not be applicable for the time that
the company ltgndl 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 deys from the date of mailing or delivery by the
utility. However, the company may demand immediate payment under
the following circumstances:

1. Where service is terminated or abandoned;

2. Where toll service is two times greater cthan the
subscriber’'s average usage as reflected on the monthly bills for
the three months pfior to the current bill, or, in the case of a
new customer who has been receiving service for leas than four
months, where the toll service is twice the esstimated monthly toll
service; or

3. Where the company has reason to believe that a business
subscriber is about to go 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 within three days after the demand is

made .

(c) If the company cannot present an itemized bill, it may
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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 inform 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 changes as
the subscriber desms necessary in advance of the closing date. It
shall also state that at no additional charge and upon the request
of any residential -ubccriﬁer, the exchange company shall list an
additional first name or initial under the same address, telephone
number, and surname of the subscriber. Thas Sweh notice shall be
included in the billing cycle closest to 60 days preceding the
directory closing deste.

(S) Annually, each telephone company shall inclilude 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 Department of Agriculture and Consumer Services,
Division of Consumer Services, and the 800 number to contact to
receive more information.

{6) wWhere 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 ratemaking

proceeding, any lost revenue which inures to the company’'s
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detriment on account of this provision.

(7) Franchise fees and municipal telecommuuications taxes.

(a) When a municipality charges a company any franchise fee,
or municipal telecommunications tax authorized by Section 166.231,
Florida Statutas, the company may collect that fee only from its
subscribers receiving service within that municipality. When a
county charges a company any franchisa fee, the company may collect
that fee only from its subscribers receiving service 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 granting 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 races 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 amount equal to the
gross receipts tax liability imposed by Chapter 203, Florida
Statutes, thereby rendering the customer’s bill unaffected by the
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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 separately state the Grosa Receipts Tax. This subsection
only specifies the method of applying such an election.

{d) All sexvices 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 telecommunications 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) Bach LEC ieesai—enchange—company aﬁll apply partial
payment of an end user/customer bill first towards satisfying any
unpaid regulataed charges. The remaining portion of the payment, if
any, shall be applied to nonregulated charges.

ik) Type of service provided., i.e.. local, local teoll. or
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toll: and
lc) A toll-free customsr sexvice number,
{11)436+ This section applies to LECS leeal—enshange—comparies

and—interenchange—saverteors that provide transmission services or
bill and collect on behalf of gther #Pfay—Per—Gall providers

including pay per call providers. 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 program at a per call charge
to the end user/customer. Pay Per Call services include $76
services provided by the LECa, desai—snehange—eonpanies—and 900
services provided by IX(Cs. and other miscsllanecus charges on
behalf of other providars intesenchange-carsierve.

(a) Charges for Pay Per Call and other services, serviee—(500
or—5363 shall be segregated from charges for regular long distance
or local charges by appearing separately under a heading that reads
as fcllows: "Pay Per Call and other -+566—e»—5364+ nonreculated
charges,"r Tha following information shall be clearly and
conspicuously disclosed on each mection of the bill containing Pay
Per Call service (900 or 976) charges:

1. Nonpayment of Pay Pexr Call service {300 or 976) charges
will not result in disconnection of local service;

2. End users/customers can obtain free blocking of Pay Per
Call service (900 or 976) from tha LEC ijeeal—enchange—telephone
company
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2. Provides an 18-second billing grace period in which the end
user/customer can disconnect :the call without incurring a charge;
from the time the call is answered at the Pay Per Call provider's
premises, the preamble message must be no longer than 15 seconds.
The program may allow an end user/customer to affirmatively bypass
a4 preamble;

3. Provides on each program promotion targeted at children
{(defined as younger than 18 years of age)} clear and conspicuous
notification, in language understandable to children, of the
requirement to cobtain 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 an autodialer or
broadcasting of tones thet dial a Pay Per Call (900 and 97¢;
number;

5. Prominently discloses the additional cost per minute or per
call for any other telephons number that an end user/customer is
referred to esither directly or indirectly;

6. In all advertising and promotional materials, dGisplays
charges immediately abova, below, or next to the Pay Per Call
number, in type size that can be seen as clearly and conspicuously

at a glance as the Pay Per Call number. Brosdcast television
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{f} Credit and Collection. LECs and IXCs beoeal—enchange
conmpanios and—interenshange-sareiere billing Pay Per Call (900 and
976} charges to an end user/customer in Florida shall not:

1. Collect or attempt to collect Pay Per Call service (900 or
976) charges which are being 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 agency solely for non-payment of Pay Per Call (900 or
976) charges.

(g9) LECa and IXCs heesi—enchange—sonpenies—and—interenchange
sarriere billing Pay Per Call service (900 and 976) charges to end
users/customers in Florida shall implement safeguards to prevent
the disconnection of phone service for non-payment of Pay Per Call

(900 or 976} charges.

{12) The customer muast be notified on his first bill and

{13) The customer must be given potice on the first or gecond
page of his pnext bill in conspicuous bold fact type when his
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providex of local. local toll, or toll ssrxvice has changed,

Specific Authority: 350.127 P.S.

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

History: New 12/1/6€8, Amended 3/31/76, 12/31/78, 1/17/79,
7/28/81, 9%/8/81, 5/3/82, 11/21/82, 4/13/86, 10/30/86, 11/28/89,

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

25-4.118 Local, local Toll. or Toll Provider insevenchange—Gerries

Selection.

(1) The providar pwiessy—inserenchange—eompeny—{PiG) of a

customer shall not be changed without the customer’s authorization.
A LEC m—m—m shall accept a provider P
change requestes by telephone call or letter directly from its
customers; Q-

(2) A LEC shall aiee accept 3 PG change requeates from a
certificated P or IXC inverenchange—eenpeny—IXe) acting on behalf
of the customer. A gertificated LP or JXC eewreifsed—IkKe—thar—will
be—biiling-—-oustonsre—in—iss—-name ghall wmey submit a B§& change
requesty—eother—shan—a—eustoner—initiated—Rrc—ohange diveotly—or
shreough-anether—iXGr—se—a—LlC only if it has first certified to the
LEC that at least one of the following actions has occurred priesr
to—the—PiG-echange—requess :

(a) the conpany #%¢ has a Jletter of agency (LOA), as described
in _(3) . en—hend-e-beiies—er—ietter from the customer requesting the
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sueoh change;

shreugir—a—soquense—of—pronpier—eoniirns—sheo—oustonerio—requented
changer—or

(¢) aAn _independant. unaffiliaced firm bhas verified the
customer’s requested changs by obtaining the following:

i. Iha customer’'s consant to record the requested change: and

4..An Audio recording of the information stated in subsection
13)a. through a. is verified through a qualified, independent firm
which is unaffiliated with tha company claiming the subscriber any
He; or

(d) The company ehe—IiNE has received a gustomer‘'s change
customer request, seo-ehange-hie-Pi6 and has responded within—three
dove by mailing of an informationgl package that ghall include the
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{3)}4e The LOA beidos-er—ietter submitted to the—inecrenchange
company requesting a provider P& change shall include—but—not—be
+imited—bor the following information (each shall be separately
stated) :

{a} 3~ Customer’s billing name, phoneiaccount—aumber—and
address,_and sach telephona number to be changed:
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{b) _Scatemant clearly identifying the cextificated name of the
provider s~—Gempany and the service to which the customer wishes to
subscribe, whather or not it uses the facilities of another
SQmpany ; _

igl9+ Statement that the person requesting the change is
authorized to request the £¥8 change; end

{Q) Statessnt that the customer's change request will apply
enly to the nusbax on tha request and thaxe gsust only be one
presubscribed local., one presubscribed local toll, and oge
exasubacribad toll providar for sach pusber:

Js) _Statemant that the LEC may charges a fee for each providexr

change.
{f) 4~ Customer‘s signaturer_and a statement that the
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for—the—purpose—ofi—reoguesting-e-PiG-oshanger—hen—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 Qr oral statements, it
would not be readily apparent to the perscn signing the document or

providing oxal authoxization that the purpose of the signature or

the oral authorization was to authorize a provider #&& change, or
it would be unclear to the customer who the new jong—distence

serviee 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’s LP leeai-exechange

CODING: Words underlined are additions; words in
seruelr-ohrough type are deletions from existing law.

- 26 -




-~ N b

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25

eceompany might charge a fee to switch service providers. If any
part of the [OA deeument is written in a language other than
English, then it she—deswment must contain all relevant information
in each ehe-same language.
+o—H—a—PiC—ohango—roquest—resuito—fren—eitther—a—oustoner
inieieted—otiri-or-a—voquoest—veriiiod-by-an-indepondent—thivd-paney-
the—information—est—foreh—in—{3talir—3—eabove—shall-be-obeained

16) 1OAs and audio recordings shall <+di Sellete-or—iesvere
wiiit be maintained by the provider #%€ for a period of one year.

12)44+ Customer requests for other services, such as travel
card service, do not constitute a provider changs 4in—PI€.

{8)+45) Charges for unauthorized provider RIS changes and all

chaxges billed on hebalf of the unauthorized provider for the fixst
20 days orx fixst thres billing cvcles, which ever is longar, higher
usage—ratesr—ii—anyr—over-she—retes—eof—tho—preferred—cempany shall
be credited to the customer by the gompany #%8 responsible for the
error within 45 days of notification. After the first 90 davs up
Lo 12 months., charges over the rates of the preferred company will
be creditaed to the customer bLv the company responsible for the
erxor within 45 days of potification., Upon notice from the

customer of an unauthorized provider Pi#G—change, the LEC shall
change the customer back se—she—pwier—JiG, or Lo another gompany of
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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 and of the next business day. In—the—ecase

where—the—~oustoner—dispuwros—the—baliot--or—iettor—the—LiC—appearing
on—he—baliotiietsor—vwitli-be—rosponsiblie—for—any—charges—incurred

so—change—the—Rio—ofi—the—eustonorr
[9)46> The coupany #%@ shall provide the following disclosures

when soliciting a change in service from a customer:

{(a) Identification of the company +%€;

(b) That the purpose of the visit or call is to solicit a
change of the providar #§#6 of tha customer;

(c} That tha providsar shall not PiG—ean—net be changed unless
the customer authorizes the change; and

(4d) All Any—edditionad information as referenced in Rule
25-24.490(3) 4.

419) Duxing telsmaxketing and verification. no misleading ox
deceptive refersnces shall bDe  made while goliciting  for
subacribers,

3) A provider must provide the customer a copy of the
authorjization it relies upon for the aswitch within 15 days of
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Specific Authority 350.127(2) F.S.
Law Implemented 364.01, 364.19, 364.285 F.S.
History: New 3/4/92, Amended S5/31/95, .
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