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BEFORE THE FLORIDA PUBLIC SERVICE COI·t'! ISSION 

UNDOCKSTED 

XN RB : ONDOCKETEO, PROPOSED RULE 25-24.845, F.A.C., CUSTOMER 
RElATI ONS; RULES I NCORPORATED AND PROPOSED AMENDMENTS TO RULES 25-
4 .003, F . A.C., OBFI.Nl TIONSt 25-4 .110, F .A. C., CUSTOMER BIL.LING; 25-
4.118, P .A.C., lNTEREXCHANGB ~IBR SELECTION; 25-24.490, F.A.C., 
CUSTOMER RELATIONS; ROLES I NCORPORATED 

l\MENDEP NOTICE OP PROPOSED RULE PEYBLOPMENI 

TO ALL INTERESTED PARTIES 

ISSUED: May 27. 1997 

NOTICE is hereby given pursuant co Section 120.54, Florida 
St a tutes, that the Florida Public Service Commission staff has 
initiated the development of amendments to Chaptere 25-4 and 25-24, 
Florida Administ r ative Code, to amend provisions relating to 
cust omer preference for hie local, local toll, and toll provider. 

The attached Notice of Proposed Rule Development will appear 
in the MaY 30. 1997, edition of the Florida Administrative Weekly. 
A r equeet will be considered if submitted in writing and received 
by ~ Director, Division of Records and Reporting, Florida Public 
Se1:Vice Commission, 2540 Shumard Oak Blvd., Tallahassee, FL 32399-
0850, no later than June 20. 1997. If a timely workshop requeet is 
granted, a workshop will be held at the following time and place: 

Florida Public Service Commission 
10:00 a.m., July 23, 1997 
Betty Easley Conference Center 
Room 152, 4075 Eeplana.de Way 
Tallahassee, Florida 

By Direction of the Florida Public Service Commission, this 
llr.h day of MAY. ll.U. 

(SE A L) 

owe 

BLANCA S. BAY6~ tor 
Division of Records & Reporting 

DOCUHCNT NIJHCER ·DATE 

0 5 2 I 5 KAY 27 :;; 

FFSC -RI:CO!iOS/R EPORT JUG 
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FLORIDA PtJBLIC SERVICE COMMISSION 

RULE TITLE: 

Definitions 

CUstomer Billin.g 

Interexchange Carrier Selection 

• 
ROLE NO.: 

25-4 .003 

25-4.110 

25-4.118 

PURPOSE AND BFFECT : The purpose of the proposed amendmento is to 

incorporate local, local toll, and toll aervi(;e provider change 

requirements and the FCC's Title 47, Parts 64.1100 and 64 . 1150 

which provide more stringent change requirements than what is 

currently reflected in Commission's Rule 25-4 .118, F.A.C. The 

effect of the proposed rule amendments is to reduce the 

possibility of •slamming• whi ch is known to the industry as the 

change of the primary interexchange company of a customer being 

changed without the customer's authorization. The term •primary 

interexchange company• is being changed to •toll provider• and 

the rules will a lso i nclude change of the local and local toll 

provider. 

SUBJECT AREA TO BE ADDRESSED: Amending rules relating to customer 

choice of his provider for local, local toll, and toll service. 

SPECIFIC AUTHORITY : Sections 350 . 127 , 350.127(2), FS 

l..AW IMPLEMENTED: Sections 350.113, 364.01, 364 .02, 364.03 , 

364.04, 364.05, 364 .17, 364.19 , 364 .285, 364 . 32 , 364.335, and 

364 .337, PS 

A RULE DEVELOPMENT WORKSHOP WILL BE HELD ON THE TlME, DATE, AND 

PLACE SHOMN BELOW: 

TIME AND OATS: 10:00 AM, Wednesday, July 2), 1997. 
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PLACE: Room 152, Betty Easley Conference Center, 4075 Esplanade 

Way. Tallahassee, Florida 32399-0850. 

THE WORKSHOP REQUEST MUST BE SUBMITTED IN WRITING WITHIN 21 OIWS 

OF THE DATE OF THIS NOTICE TO TKE COMMISSION'S DIVISION OF 

RECORDS AND REPORTING, 2540 SHtJMARD OAK BOULEVARD, TALLAHASSEE, 

THB PERSON TO BE CONTACTED REGARDING THE PROPOSED RULE 

DEVELOPMENT IS: Director of Appeals. Florida Public Service 

Commission, 2540 Shumard Oak Blvd . • Tallahassee, FL 32399-0862 . 

THE PRELIMINARY TEXT OF THE PROPOSED RULE DEVELOPMENT IS: 

25- 4 .003 Definitions. 

For the purpose of Chapter 25·4, the £ellewing definitions to the 

following terms 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) •Altorgatiye Local Excbonge Telecornmunicationo Co mpany 

(bLEC!.• AnY t elecommunications company . as defined in Section 

364.02111. Florida Statytes. 

ill-+* "Average Busy Season-Buoy Hour Traffic. • The average 

traffic volume for 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 

o ffice. 

lil~ "Busy Season.• The calendar mont h or period of the 

year (preferably 30 days but not to eJ~c:eed 60 clays) during wllich 
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the greatest volume of traffic is handled in the office. 

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

ill~ •central Office. • A location where there is an 

assembly of equipment that establishes the connections between 

subscriber access l ines, trunks, switched access circuits, 

private line facilities, and special acces§ fAcilitie~ with the 

rest of the teleph.one network. 

lal~ •commission.• The Florida Public Service Commission . 

.i21..-f&+ •company,• "Telecommunications Company,• "Telephone 

Company,• or •utility.• These terms may be used interchangeably 

herein and shal~ mean •telecommunications company• as defined in 

Section 364.02(l2), Florida Statutes. 

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

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

transmission is possible . 

l.lll~ "Disconnect• or •Disconnection." The d i ssociation 

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. 

llll~ "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. 

ll..a.l..fi* •exchange. • The entire telephone plant and 

facilities used in providing telephone service to subscribers 

l~ated in ~ excbango area. An exchange may include more than 
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one central office unit. 

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

local excha.nge company !LECl within which local telephone service 

is furnished at the exchange rates applicable within that area. 

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

eervice whe.reby 11\.lbsc:ribers of a given exchange or area may 

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

exchanges or areas wilthout toll chat·ges. or complete calls to one 

or more oth~r exchanges or areas without toll message charges. 

~~"Extension Station.• An additional station 

connected on the same circuit as the main station and subsidiary 

thereto. 

ll2l~ "Foreign Exchange Service.• A classification of~ 

leeal e ueftMge t:eleeetrlfftl*ftieatiefts eeMpB:ftY exchange oervice 

furnished under tarif:f provisions whereby a subscriber may be 

provided telephone service from an exchange 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 reoponse 

computer and the calling party informed that the called telephone 

number is not in service, has been disconnected, discontinued, o r 

changed to another number, or that callo are received by another 

telephone. This service is also provided in certain central 

offices and switching centers to inform the call ing party of 
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conditions such as system blockages, i nability of the system to 

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

buey. 

llll~ •Interexchange Company (IXC) . • Any 

telecommunications company, as defined in Section 364.02 ( l2), 

Florida Statutoa, which provides telecommunications 

!eleee~~Aieabien eervice between local calling areas as those 

areae are de scribed in the approved tariffe of individual ~ 

but ill not limited to, MLPAs M~tll!lple t.eeaeler• !Heee~tftt 

11!1!1U!Jal!e-rs (lf!BA) as defined in subsection ll.S.l. ~ of these 

definitions . 

.L.4Q.l+i-* "Inter-office Call. • 1\. telephone call originating 

in one central office but terminating i n another central office, 

both of which are in the same deeignated exchange area . 

llll~ "Interstate Toll Message.• Those toll messagee 

which do not originate and terminate within the eame state. 

Ji21~ •rntertoll Trunk.• 1\. line or circuit between two 

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

office, over which toll calla are paesed. 

Jlll~ "Intra-office Call.• A telephone call originating 

and terminating within the same central office . 

llil~ "Intra-state Toll Message.• Those toll meseages 

which originate and terminate within t he same state. 

~~"Invalid Number.• A number comprised of an 

unaseigned area code number or a non~working central office code 
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..!l.ll~ "Large 'LEC. • A ~ leeal enek&flge 

l!eleee-ttaieal!. iel\e ee·mpafty certificated by the Commission prior 

to July l, 1995, tbat had in excess of 100,000 access linea in 

service on July l, 1995 . 

..La.1.l.-+a# "Local Access and Transport Area (LATA) • or "Market 

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

met~opolitan a t atisti<eal areas (SMSAal, within which a ~ leeal 

eneltaft!!'e ee~~~pel\y may transport telecommunication signals . 

lalt~ "Local Exchange Telecommunications Company (LEC) .• 

Any telecommunicat ionB company, as defined in section 364 .02(6!, 

Florida Sta tutes. 

(291 "kocal proyider (LP! .• AnY telecommunications comoany 

proyiding local telccommunicationa scryice. 

ll.O.l.~ "Local Service Area" or "Local Calling Area. • The 

area within which telephone service is furnished subscribers 

under a speeifie schedule of rates and without toll eharges. A 

LEe• a leeal eteeheftge 'teleeeunadnieal!ie~ local St2rvice 

area may include one or more exchange areas or portions of 

exchange areas. 

(311 •L9cal Toll provider !LTPl .• AnY telecommunications 

company prgviding intraLATA or intromarket area long diatance 

toleeommunicationa oexyice. 

ll£1~ "Main Station . • The principal telephone associated 

with each service to which a telephone number is assi~ned and 

which is connected to the central office equipment by an 
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individual or party line circuit or channel . 

.J..lll~ "Me&sage." A completed telephone call. 

llil~ "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 tie lines. 

JJSL~ "Multiple Location Discount Aggregator (MLOA) .• An 

entity that offers discounted long dist:ance telecommunications 

services from an underlying ~ iftEereMebeage ee~any co 

un&ff1liated entities. An entity is a MLDA if one or more of the 

following criteria applies: 

(a) I t collects fees related to int:erexchange 

telecommunications services direct.ly from subscribers, 

(b) It bills for interexchange telecommunications services 

in its own name, 

(e) It ie 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 ~ iatereMeft&flge eeM~afty to the 

customer's individual usage . 

..UU~ "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 utilicy. 
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llZl~ •Optional Calling Plan.• An optional service 

furnished under tariff provisions wM.ch recognizes the need of 

some subscribers for extended area calling without imposing the 

cost on the entire body of subscribers. 

llil~ •Out of Service.• The inability, as reported by 

t he watollll!r, to complete either incoming or outgoing calls over 

th~ 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 , unl awf ul or improper use 

of facilities or se.rv:lce, or any other reason set forth in 

approved tariffs or COmmission rules. 

llit~ •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 ex.changes. 

l!Ql~ •Pay Telephone Service Company.• Any 

teleconvnunicationa company .khar,1 ether tshel'l e t:.eeeL Ette""~ 

•eeMpan), ~hieh provides pay telephone service as defined in 

Section 364 .3375, Florida Statutes . 
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.!il.l.~ •service Objective. • A qualir.y of service which is 

desirable to be achieved under normal conditions . 

li1l~ •service Standard.• A level of service which a 

t~lecommunications company, under normal conditions, is expected 

to meet in its certific.ated territory as representative of 

adequate eervicea. 

l.ill~ •Small LEC. • A ~ leeal enel!aflge 

l!eleee-n!eal!ieae cel!!p9;fty certificated by t he Commission prior 

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

service on july 1, 1995. 

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

transmitter, recei ver, and associated apparatus so connected as 

to permit sending or receiving telephone messages . 

.!.ill~ •subscriber• or •Customer. • These terms may be used 

interchangeably herein and shall mean any person, firm. 

partnership, corporation, municipa lit:y, cooperative organization, 

or governmental agency supplied with communicat:ion service by a 

telecommunications company. 

~~ •subscriber Line.• See "Access Line.• 

lillf45+ •switching Center.• Location at: which tel ephone 

traffic, eir.her local or toll , i s swit:ched or connected from one 

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

comprised o! several central office units. 

li§l~ •Toll Connect:ing Trunk.• A trunk which connects a 

local central office with i t:s t:oll operating office . 

li2li+TT "Toll Meaaage . • A completed telephone call between 
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stations in different exchanges for which message coll charges 

are applicable. 

ISO! "T9ll Provider ITPI ,• AnY telecommunications company 

oroviding interLATA long distance telecommunications seryice. 

1211~ "Traffic Study.• The process of recording usage 

meAsurements wbich can be translated int o required quantities of 

equipment. 

1221~ "Trouble Report . • Any oral or written report from a 

subscriber or user of telephone service co che celephone company 

indicat:ing improper function or defective condit ions with respect 

to the operation of telephone facilities over which the telephone 

company has concrol. 

illi..f5&+. "Trunk. • A communicacion channel between central 

office units or entit.ies, or private branch exchanges. 

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

terminal in an assigned area code and working cencral office 

which i s equipped to ring and connect a calling party to such 

terminal number. 

Specific Auchority 350.127(2) P.S. 

Law Implemenced 364.02, 364.02, 364. 32, 364.335, 364 .337 P.s. 

History: Revised 12-1- 68, Amended 3-31-76, formerly 25 - 4 . 03, 

Amended 2-23-87, 3-4-52, 12-21-93, 3-10-96•A-------

25-•.110 CUstomer Bi~ing for Local Exchange Tclecommunicationa 

Companies. 

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

show the delinquent dote, set forth a clear liating of all 



UNDOCICETED 
PAGE 12 

• • 
charges due and payable, and concain che following scacement:: 

•written itemization of local billing available upon reques t . • 

(a) Each J&s= leeal e11eha:ftge ee"'pany shall provide an 

it:emized bill for l ocal service: 

1. With the firs~ bill rendered a£ter local exchange service 

to ~ customer i s initiat ed or changed; and 

2. To every cuscomer ac lease once each twelve monchs. 

(b) Tbe annual i~emized bill shall be accompanied by a bill 

stuffer which explains che icemization and advises the cusr.omer 

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

scu£fer shall be submicted to che commission's Division of 

Communicat:ions for prior approval . The itemized bill provi ded co 

residential cust:omers and to 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 i n 

written f orm 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. Chargee for access to the system, by type of line; 

3. Touch tone service charges; 

4. Charges for custom calling features, separated by 

feature/ 

5. Unlioted number charges; 
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6. Local directory assistance charges; 

7. Other tariff charges; and 

8. Other nontariffed , regulated charges contained in the 

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

l. Separat.ely st.ate the following items : 

a. Any discount or penalt.y, if applicable; 

b. Past due balance; 

c. Unregulated charges , ident.ified as unregulat.ed; 

d. Long-dist.ance 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. Contain a st.e t ement that nonpayment of regulat.ed charges 

may result i n discontinuance of service and that t.he customer may 

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

amount of regulated charges i n the bill. 

{2) Each company shall make appropriate adjust.ments or 

refunds where the subscriber• a service is interrupted by other 

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

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

company of the int.errupt.ion. The refund to the subscriber shall 

be the pro rata part. of t.he month's charge for the period o! days 

and that portion of the service and facilities rendered useless 

or inoperative; except that the refund shall not be applicable 

f or the time that the company stands ready to repair the service 
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and the subscriber does noc provide access to che 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 

u~~l~•Y· Howoveo, the company may demand immediate payment under 

the f t>llowing circumstances: 

l. Where service is terminated or abandoned; 

2. Where toll service is t wo times greater than the 

subscriber's a verage usage as reflected on che monthly bills for 

the three months prior to 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 t wice the estimated monthly 

toll service; or 

3. Where the company has reason to believe that a 

business subscriber io about to go ouc of business or thac 

bankruptcy is imminent for that subscriber .. 

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

a bill which itemizes che charges for which paymenc is demanded , 

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

mailed or delivered to the customer within chree days afcer che 

demand is made . 

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

may present a summarized bill which includes the cuocomer•s name 

and address and the ectal amount due. However, a customer may 

refuse to make payment uncil an itemized bill is presented. The 
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company shall inform the customer that he may refuse payment 

until an itemized bill is presented . 

(4) Each telephone company shall include a bill i ns ert 

advising each subscriber of the directory closing date and of the 

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

t~e eube~riber deems necessary in advance of the closing date . 

It shall also state that at no additional charge and upon the 

request of any residential subscriber, the exchange company shall 

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

telephone number, and surname of the subscriber. ~ ~ 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 

i nsert advising each residential subscriber of the option to have 

the subscriber's name placed on the •No Sales Sol~citation• list 

maintained by the Department of Agriculture and Consumer 

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

cont act 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 th~ company recover in a ratemaking 

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

det r iment on account of this provision. 

(71 Franchise fees and municipal telecommunications taxes. 

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

or municipal telecommunicat ions tsx authori~ed by Sec~ ion 
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166.231, Florida Statutes, the company may collect that fee only 

from its subscribers receiving service within that municipality. 

Wben a county charges a company any franchise fee, t.he company 

may collect that fee only from its subscribers receiving service 

within that county. 

(b) A company may not ~ncorporate any franchioe fee or 

municipal telecommunicat.ions tax into it.o ocher rates for 

service. 

(c) This subsection shall not be construed ao granting a 

municip~lity or county the authority to charge a franchise fee or 

municipal telecommu.nications tax. This subsection only specifies 

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

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

municipal celecommunications tax. 

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

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

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

embedded pro,·isions 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, the.reby rendering the customer• s bill 

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

separately stated tax. 

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

elect to separately et11te the Gross Receipr.s Tax. Thio subsection 
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only specifies the me'thod 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, Plorida Statutes, 

unless those services have been adjusted by some other Commission 

action. 

(e) When a nonrate base regulated telecommunications 

company exerciaes 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 .W.W:: lee;al euelutllge eel!lpa.ny shall apply partial 

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

unpaid resulated charges. The remaini ng portion of the payment, 

if any, shall be applied to nonregulated charges. 

!101 After January 1. 1998 , all bills prodyced shall clearly 

and conspicuously display the follow ing information for each 

seryice billed in regard to each company claiming to be the 

customer's preferred proyider for local. local toll. or toll 

seryice: 

!al The name of &he certificated company and its certificate 

nuJ!Ib<!:r: 

!bl Type of seryice proyided. i.e . . local. local toll, or 

tolla and 

!c l A toll-free cystomer seryice nymber . 

..U..U~ Thi& eection appliee to ~ leeal ellehonge 
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eem-pa.niee and i:rl~ere:tteftaft!e earri:et'a that provide transmission 

services or bill and collect on behalf of Pay Per Call providers. 

Pay Per Call services are defined as s witched telecommunications 

services between locations within the State of Florida which 

permit communica tions between an end use customer and an 

1nfo~t1on provider'& progoam at a per call charge to the e nd 

user/customer. Pay Per Call services include 976 services 

provided by the ~ leeail: ettehei'I!Je eeot~paniee and 900 services 

provided by~ intereMebaft!e ea~ciera. 

(a) Charges for Pay Per Call service (900 or 976) shall be 

segregated from charges for regular long distance or local 

charges by appearing separat ely under a heading that reads as 

follows: •Pay Per Call (900 or 976) 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: 

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

will not result in disconnection of local service; 

2. End uoers/customers can obtain free blocking of Pay P~r 

Call service (900 or 976) from the ~ lseal eMehange telephone 

3. The local or ~oll-free number the end user/customer can 

call to dispute charges; 

4 . ~ Wi~ 9GQ eerv!ee, efte name of the IX& iftEereMeharge 

sa~~ier providing 900 service; and 

S. Tbe Pay Per call service (900 or 976) program name. 
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(b) Pay Per Cal~ Service (900 and 976) Billing. LECs and 

lXQl Leeal exe),.•rge eeMpa:M:ee aafl iftterenertaRge eaPJ.Piers who have 

a tariff or contractual relationship with a Pay Per Call (900 or 

976) provider shall not provide Pay Per Call transmission service 

or billing services, unless the provider does each of the 

follo-wing; 

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 '18 p:uental notification requirement is 

announced on preambles for all programs where there is a 

potential for minors 11:0 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 llll 
~(b)l.; 

2. Provides an 118-second billing grace period in which t he 

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 t argeted at children 

(defined as younger than 18 years of age) clear and conspicuous 

notification, in language understandable to children, o f the 

requirement to obtain perental permission before placing or 
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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; 

t, Promotes its ee.vicee without the uee of on 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 

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

televi sion 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 tbe Pay Per Call number is shown. Oral 

representations shall be equally as clear; 

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

producta 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 

8. Meets internal standards established by the LEC or IXC 

leeal e.eheft!e eemp&fty er ~he ~n~er~eehange earrie~ ae defined in 

the applicable tariff& or contractual agreement between the LEC 
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and the IXC1 or between che LEC/IXC and the Pay Per Call (900 cr 

976) provider which when violated, would resulc in che 

tennination of a cransmission or billing arrangement. 

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

et!-elt!lft!Je eell(laftY shall provide blocking where technically 

feas.ibl~ ot Pt.y Per Ci.ll service (900 and 976), ot the request of 

the end user/customer at no charge. Each LEC or IXC lseal 

eueh8Jit:!fe eeffrpafty er i:Flteretteh.Hge e&Prier must implement a bill 

adjustment tracking system to aid ice 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 

enduoer'o/ customer's stated lack of knowledge that Pay Per Call 

service (900 and 976) has a charge. A second adjustmenc will be 

made if necessary t o reflect calls billed in the following month 

which were placed prior co 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: 

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

advertisement, the price of the call was misrepresented to the 

con~~umer, or the price advert isement received by the consumer was 

false, ~ieleading, or deceptive/ 

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

by th~ Pay Per Call 1~00 or 9761 advcr~ieement; 
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3. The Pay Per Call (900 or 976) program was incomplete, 

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

unin celligible, or the end user/customer was disconnected or cut 

off from the service; 

4 . The Pay Per Call (900 and/or 976) service prov1ded 

out-of-dAte information; or 

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

preamble described in 25-4. llOJllL~(b)2., but was charged for 

tbe 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 (900 and 976) blocking on that line. 

(f) credit and Collection. LECs a nd IXCa l:oeeal ellehBRge 

eefllllltBiee 11-ftd M\eerett.ehaftge earderB billing Pay Per Ca!.l (900 

and 976) charges to an end user/customer in Florida sha l l 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 

9761 charges. 

(g) LECe and IXCs Leeal euehOA!e eempafties and int:&re:tteft&J'\ge 

e&Kriers 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 
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Per call {900 or 976) charges. 

Specific Authority 350.127 F.S. 

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

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

7-28-81, ~-8-Ul, S-3 -82, 11-21-82, 4-13-86, 10-30-86, 11-28 -~~ . 

3-3~-91, 11-11-91, 3-10-96~------

25-4.118 L9cal. resal toll. or Toll Prpyider IntereMe~~ 

e-r-ie... Selecl:ion. 

(1) The proyider priftlllr)' i:fteereue)!aJ'Ige eem,ll!U'Y (PIG) of a 

customer shall nol: be changed without the customer's 

authorization. A ~ leeal e<tehaflge eentpany (bEG) shall accept A 

provider iq6 change requests by telephone call or letter directly 

from ies cuetomers~T 

(2) A LBC shall tiee accept A -P* change requeste from a 

certitioated LP or IXC ineeretteltaftge eBRlf'SA)' ( IX€) acting on 

behalf of the customer. A certificated LP or IXC eerti£ied IX€ 

change request, ee:he• efteft a et:Uit!effte~ iftit\latsee PIC ehMtge, 

direeely er eh-ttg)! aneehe-r IXa, te a bile only if it has first 

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

has occurred peier ~e ~he Pie eh~ge •e~ee~: 

(a) the company +KG has o letter of agency ILQA! . as 

deagribed in (3). eft han~ a helle' or le~~er from the customer 

requesting ~ eveft change; 

(b) ehe company baa receiycd a cuotomor-initiated call, and 
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has obtained the following; 

• 
1, The euatomer•s consent to record the requested change; 

2. An audio rcs;o·rding of the in format ion set forth in (3) a . 

tbrgygb f. ; nod 

3. A rcgordinq of the originoting telephone number on which 

;be prqYider is to be changed via automatic numb;r 

re~eabed ~haftges er 

(c) An independent. unaffiliated firm has verified the 

customer's requested change by obtaining the following: 

1. The gystgmer'e cooaent to record tbe regueBted c hange; 

2. An Aydio recording of the information stated in 

&ubaoc-t;ion (l)a. through f. ie verified t:hrett!h a qttali(f.ed, 

(d) The compaoy ~he Ixe has received a customer's s;hangc 

e~ebemer request. ~h&&ge hie Pie and baa responded wiekin 

I!M!ea tla)·e by mailing o#i an informational package that aball 

inelyde the follgwing; ~elYdea a p~epai8 1 retttrnahle ~eateo~d 

a:ftfi a.l\ atlclieien•l l t tleys haNe paee hefe!!e ehe IXG etihMits tshe 

PIS e)umse ea iSfte LBEit 'l'he iftfe¥'meeieft paeltag-e ehettld eentaiA any 

!nferea~ieft re~l~ed ~) R~le 35 &o118(J). 

l. A notice ~hat ~ho informas:ion is being sent to confirm 

that a tolemarketor obtained 1 cuetomer'a requegh to change the 

oystomer•s telecommunications proyiderr 
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2. A description of any terms. conditiong. or chqrges t hat 

will be incurred: 

J. The name. address. and teleohone Dumber of b9th the 

customer and the soliciting company; 

;. A postcard whieh the customer can use to confirm a change 

request: 

5. A clear statement that the customer's local . local toll. 

or toll proyider will be changed to the soliciting company only 

if the customer signs and returns the oostcard confirming the 

chango; and 

6 . A notice that the customer may contact by writ ing the 

Commission's Division of Consumer Affairs 2540 Shumard Oak 

Douleyard. tRllabassee. Florida 32399- 0850 or calling. toll -free 

!IDD & voice! 1-800-312-3552 for consumer complaintg. 

Tho soliciting company shall Submit the change request to 

the LP only if it has first received the oos~;card chat myst be 

signed by the customer. 

ill~ The l.QA 8allee er lel!t!eP submitted to the 

~ company request:ing a proyider P+G change shall 

include, h~e nee be l'm~t;ee t;e , the following information (each 

sball be separately stated) : 

..l.ill b Customer• s billing name, phelle/aeeettnE nt>!Met· at1tl 

address .and each telephone number to be chapged: 

!b! Sta,emep~; clearly ideptifying the cer,ificated name of 

,the proyidgr 1!, Gei!!I'Bft)' MHI ehe serv!ee t:o which the customer 

wishes to subscribe. whether or not it uaea ch~ faGillciea of 
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another company; 

• • 
...l..stl.'ih- Statement ·that the person requesting the change is 

authorized to request the ~ change; &Ad 

!dl Statement ch~t the customer's chapge request will aoply 

only to the number on the request apd there must only be o ne 

RfC&ybscrib;d local . one creeubacribed local toll. and one 

prasybscxibed toll Provider for each number: 

!el Statement that the LEC may charae a fee for each 

proyider chapge: 

(f) OOtional yerificatiop dati!. e.g., customer's date o f 

birth. egcial security. and driver licenee number: and 

191 4T CUstomer~ signaturST apd a statemept thac the 

cystomer'e aignature or endoroement on the document will result 

in A change of the customer's proyider. 

The soliciting comoapy's proyider change fee stacement. as 

described ip !el aboye. shall be legible. prim:ed ip boldface at 

leaat as large as apy other text op the page. and lpcaced 

directly abpye the signature line. 

Tho aoliciting company's proyider change statement as 

deacribed in !gl abpye. ahall be legible. printed ip bpldface at 

leaat as large aa any other text op the page . apd located 

directly belOW the signature line. 

retf\ieat1 a Pie eftange a hall ele&rl, idoent i:£),. the eerei f ieo-t:ed 

~eleeefftmtt.nieaeierta eorrtpeny t:e whieh the aer•• lee ie Being ehaflged, 
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earrier. The: page ef 1the Eieettmea& e e rttai:Mrtg t he e\'t& E&Me r ' e 

er eruJe~eeMeRt en th.e See\lft\eft& will ree\il~ i ft a ehange e f the 

e\:ieee~~:e:r ' e lBft:l Meta11ee eePii:ee pee·1ider a:rui «Mtplain t:hat enl y 

eae lea.! d:i:et:anee eervi ee pret:~ider PM)' Be Eiee i gnated: f er t he 

eempMy May eftar9e a i e e t:e eoca!:t:eh: eervi e e pre·1 i~ere , Sttetr 

ee~teMMe shal l Be e l earl y l egthle and pri" ted i n t:YI)e at leaet: 

C4l Tho LQA ohal l not be combined with inducements of any 

,k i nd on the aame docume nt . The IE 8ft) eueh d.eettffteBt ie f\et ttaed 

eel el:)• fer elte pYrpeee e l l!'ef!t~eeting a Pie eft.ange 1 the" ~he 

document as o 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 o f the document, it 

would not be readily apparent to the person signing the document 

t hat the purpose of t he signature waa to authorize a proyider f'Hi 

change, or it would be unclear to the customer who the new ~ 

~iee~ee eerviee provider would be; that the customer' s selection 

would appl y only t o the number listed and there could only be one 

pr ovider for that number; or that the customer' s ~ leeal 

ettell~!le ee~~~pany might charge a f ee to owicch se~-vice providers. 

If any part of the LQ6 deeu~ene is written in a language other 

than Engli sh, then ~ &he deeumese must contain all relevant 

1nlormat1on in~ ~he eome language. 
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(e) If a PIS efta~ge re~~eee reoHlea f~eM ei~her a ede~eme~ 

ift:ie.iateci eall er a reff':ieBI! verified .,y &f\ i:ftEieJ)eruieru: ehird 

party, ehe iefermaei:eB see feret:ft ifl (3) (all• J, &beve shall De 

CS! A company sh.all QUbmit an LOA to a LP only if the LOA is 

oignod by_$he customer. 

{6) LQAs and audio recordings shall ~ Balleee er leeeers 

wH+ be maintained by t:he proyider -i*e for a period of one year. 

11l~ Customer requests for other services, such as travel 

card service, do not constitute a provider change Lft PIG. 

lal~ Charges for unauthorized proyider P4G changes and 

all charges billed on behalf of the unoythorized Provider ~ 

shall be credited to the customer by the company ~ responsible 

for the error within 4 5 days of notification. Upon notice from 

the customer of an unauthorized proyider ~hange. the compilny 

Lse shall change the customer back ee !!he p!'ier !JIG, or .t.Q 

another company of the customer's choice. The change must be made 

within 24 hours excepting Saturday, Sunday~ and holidays, i n 

which case the change shall be made by the end of the next 

business day. lfl the ease wfte•c t:h.e etteee~~ter Mep~tee llhe Salle~ 

c!U! lee&e•, ehe IX6 ap.,earin!l eft efte bellet/lebeer ·nill ee 

etteeeMer. 

121~ The company ~ shall provide the following 

diacloaureB when soliciting a change in service from a customer• 
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{a) Identification of the company HG; 

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

change of the proyider pte of the customer; 

(c) ~hat the oroyider shall not PIC eaft ft&t be changed 

unless the customer authorizes the change; and 

14l W lift) caddi'Dionlll information aa referenced in Rule 

25-24 • 490.1l13+1-. 

1101 puring telemarketina and yerification. no reference 

aholl be made to apy company except the company claiming the 

cuatamer and the company name of the independent verifier. 

Specific AUthority 350.127(2) P.S. 

Law Implemented 364 .0:1, 364 .19, 364. 285 F. s. 

History: New· 3-4-92, Amended 5·31-95·~------
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FLORIDA PUBLIC SERVICE COMMISSION 

• 
ROLE TITLE: RULE NO.: 

CUstomer Relations; Rules Incorporated 25-24 .845 

CUstomer Relations; Rules Incorporated 25- 24 .490 

PURPOSE AND EFFECT : The purpose o f the proposed amendments is to 

incofPQrato local, locGl toll, And toll service provider cha.nge 

requirements and the FCC' s Title: 47, Parts 6 4 .1100 and 64.1150 

which provide more stringent change requirements than what is 

currently reflected in Commission's Rule 25-4.118, F. A.C . The 

eff ect of the proposed rule amendments is t o reduce the 

possibility of • slamming• which is known to the industry as the 

change of the primary int erexchange company (and is proposed t o 

be kno~ as the toll provider and is expanded to include the 

local and local toll provider) of a customer being changed 

without the customer' s authori~tion. 

SUBJECT AREA TO BE ADDRESSED: Amending rules relat ing t o customer 

choice of hie provider for local, local toll, and toll service . 

SPECIFIC AUTHORITY: Sections 350•.127(2) and 364.337( 2 ), FS 

LAW IMPLEMENTED: Sections 364.03, 364 . 14, and 364. 15, 364 . 19, 

364.337, 364.337(2), FS 

A ROLE DevELOPMENT WORKSHOP WILL BE HELD ON THE TIME, DATE, AND 

PLACE SHOWN BELOW: 

TIME AND DATE: 10:00 AM, Wednesday, July 23, 1997 . 

PLACE: Room 152, Betty Easley Confer ence Center, 4075 Esplanade 

Way, Tallahassee, Florida 32399-0850. 

THE WORKSHOP REQUEST MUST B& StiB.MIT"'ED IN WRITING WITHIN 21 DAYS 
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OF 'I'HE DATE OF 'l1US NOTICE TO TKE COMMISSION'S DIVISION OF 

RECORDS AND REPORTING, 2540 SHUMARD OAK BOULEVARD, TI\LLI\HJISSEE, 

FL 32399-0850 . 

TRE PERSON TO BE CONTACTED REGARDING THE PROPOSED RULE 

DEVBLOPMENT IS: Director of Appeals, Florida PUblic Service 

Commissi on, 2540 Shumard Oak Blvd., Tallahassee, FL 32399-0862. 

THE PRELIMINARY TEXT OF THE PROPOSED RUI..E DEVEI..OPMENT l S: 

25- 24 . 490 CUstomer Relat ions; Rule,s Incorporated . 

(1) The following rules are incorporated herein by 

reference and apply to IXCs. iftE:erettehe"ge eempaniee. i R ehe 

fellewi eg rulea 1 ehe ~er~ 'leeal' ehe~l~ Be emi~eeS er 

anel nee leeal ser-·1iee, 

Sec cion 

25-4.110 

25-4.111 

25- 4 .112 

25-4.113 

25-4.114 

25-4.117 

25-4 .ue 

Title 

customer Billing 

Customer Complaint 

and Service Requests 

Termination of Service 

by C\l.st0111er 

Re£usal or Discontinuance 

of Service by Company 

Refunds 

800 Service 

URCAl. LoCAl Toll. or 

Portions -

Applicable 

Subsections !101 

and lUI 

All except 

Subsection (2) 
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Toll Provider 

ItU!:e!'e:teeftaftge earrier 

Selection 

(2) An ~ !fteereMeft4Rge e&mp&Ry 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 payments (for more than one month's service). A company 

may apply to the Commission for a waiver of tht bond requ irement 

by demonstrating that it possesses the financial resources and 

income to provide assurance of continued operation under its 

certificate over the long term. 

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

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

and 

(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 begins a~d ends, 

(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 ~ffectivc date of this rule, and in any 1nformation oheet or 
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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 Au~PQrity ~SQ,l2?(~) F.S. 

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; Ruleo I ncorporated. 

Tbe following rules are igcorporatcd hereig by reference and 

applv to At·BCR. In t.he following rule. the acroovm ' LEC# aboyld 

be omitted pr tnternreted as 'ALEC'. 

Seccion Title 

25-1 .110 Customer Billigg 

24-11.118 Local. Local Toll. or 

Toll Proyider Selection 

Portionp Applicable 

Subseqtions !10) and (11 ) 

All 

Soccific Authority 350.127!2! and 364 . 337!2!. P.S. 

LAW Implemented 364 .337!2!. P.S. 

Bi•&ory; New 
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