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DATE: March 24, 2005
TO: Director, Division of the Commission Clerk & Administrative Services (Bayo)
FROM: Division of Competitive Markets & Enforcement (Buys, Casey) 'Dgg &
Office of the General Counsel (Scott) K;S B / 7 f
RE: Docket No. 050095-TL — Petition for extension and modification of existing

Service Guarantee Program and for limited waiver of Rules 25-4.066(2), 25-
4.070(1)(b), 25-4.070(3)(a), and 25-4.073(1)(d), F.A.C., by BellSouth
Telecommunications, Inc.

AGENDA: 04/05/05 — Regular Agenda — Proposed Agency Action — Interested Persons May
Participate

CRITICAL DATES: 05/03/05 — 90-day statutory deadline for rule waiver
SPECIAL INSTRUCTIONS: None

FILE NAME AND LOCATION: S:\PSC\CMP\WP\050095.RCM.DOC

Case Background

On August 13, 2001, and February 13, 2002, the Florida Public Service Commission
(Commission) issued Order Nos. PSC-01-1643-AS-TL and PSC-02-0197-PAA-TL, respectively,
approving the Settlement Agreement between the Office of Public Counsel and BellSouth
Telecommunications, Inc. (BellSouth), addressing BellSouth’s quality of service and granting a
limited waiver of certain service quality rules. The SGP operates as an exemption from certain

quality of service rules. The existing Service Guarantee Plan and the rules waiver expired at
midnight on February 28, 2005.

On February 2, 2005, BellSouth filed a Petition for Extension and Modification of
BellSouth’s existing service guarantee program, (Attachment A) and subsequently, on March 22,
2005, BellSouth sent a letter modifying its proposal (Attachment B).
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In accordance with Section 120.542, Florida Statutes, notice of the request for a limited
rule waiver was published in the February 18, 2005, Florida Administrative Weekly. The notice
provided for responses to the Petition to be filed by March 4, 2005. No Responses have been
received.

Discussion of Issues

Issue 1: Should the Commission extend BellSouth Telecommunications, Inc.’s existing Service
Guarantee Plan and limited waiver of the applicability of Rule Nos. 25-4.066(2), 25-4.070(3)(a),
and 25-4.070(1)(b), Florida Administrative Code, approved in Docket No. 010097-TL, until Rule
25-4.085, Florida Administrative Code, becomes effective?

Recommendation: Yes. (Buys, Casey, Scott)

Staff Analysis: In Order No. PSC-02-0197-PAA-TL, issued February 13, 2002, Docket No.
010097-TL, In Re: Compliance Investigation of BellSouth Communications, Inc. for violation of
service standards, the Commission approved BellSouth’s Petition for limited waiver of Rule Nos.
25-4.066(2), 25-4.070(3)(a), and 25-4.070(1)(b), Florida Administrative Code (F.A.C.). The
limited rule waiver expired on February 28, 2005.

The extended waiver of the rules would be in effect until Rule 25-4.085, F.A.C., Service
Guarantee Program, becomes effective. The Commission is scheduled to address a modification
to Rule 25-4.085, F.A.C., in Docket No. 991473-TP, In Re: Review and revision of Rules 25-
4.002, 4.003, 4.0185, 4.023, 4.038, 4.039, 4.066, 4.070, 4.072, 4.073, 4.0770, 4.080, and 4.085,
E.A.C., at the April 5, 2005, Conference Agenda. Rule 25-4.085, F.A.C., permits companies to
petition the Commission for approval of a Service Guarantee Program (SGP), which relieves the
company from the rule requirement related to each service standard addressed in the approved
SGP. Once Rule 25-4.085, F.A.C., becomes effective, the waiver of Rules 25-4.066(2), 25-
4.070(3)(a), and 25-4.070(1)(b), F.A.C., would be rendered moot since BellSouth would be
operating under a SGP if the SGP is approved by the Commission in Issue 2.

Rule Nos. 25-4.066(2), 25-4.070(3}a), and 25-4.070(1)(b), F.A.C., pertain to the
establishment of primary service and repair of interrupted service within specific time frames.

Rule 25-4.066(2), F.A.C., provides:

Where central office and outside plant facilities are readily available, at least 90
percent of all requests for primary service in any calendar month shall normally
be satisfied in each exchange or service center within an interval of three working
days after receipt of application when all tariff requirements relating thereto have
been complied with, except those instances where a later installation date is
requested by the applicant or where special equipment or services are involved.
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Rule 25-4.070(3)(a), F.A.C., provides:

Service Interruption: Restoration of interrupted service shall be scheduled to
insure at least 95 percent shall be cleared within 24 hours of report in each
exchange as measured on a monthly basis. For any exchange failing to meet this
objective, the company shall provide an explanation with its periodic report to the
Commission.

Rule 25-4.070(1)(b), F.A.C., provides:

In the event a subscriber's service is interrupted other than by a negligent or
willful act of the subscriber and it remains out of service in excess of 24 hours
after being reported to the company, an appropriate adjustment or refund shall be
made to the subscriber automatically, pursuant to Rule 25-4.110 (Customer
Billing). Service interruption time will be computed on a continuous basis,
Sundays and holidays included. Also, if the company finds that it is the
customer's responsibility to correct the trouble, it must notify or attempt to notify
the customer within 24 hours after the trouble was reported.

In order for the Commission to grant a waiver of the rules, BellSouth must demonstrate
that its SGP will achieve the purpose of the statutes underlying the rules. Section 120.542(2),
Flornida Statutes, states:

Variances and waivers shall be granted when the person subject to the rule
demonstrates that the purpose of the underlying statute will be or has been
achteved by other means by the person and when application of a rule would
create a substantial hardship or would violate principles of fairness. For the
purposes of this section, “substantial hardship” means a demonstrated economic,
technological, legal, or other type of hardship to the person requesting the
variance or waiver. For purposes of this section, “principles of fairness” are
violated when the literal application of a rule affects a particular person in a
manner significantly different from the way it affects other similarly situated
persons who are subject to the rule.

BellSouth’s SGP has been in effect since March 1, 2002, and meets the quality of service
provisions of Chapter 364, Florida Statutes, by giving immediate and direct compensation to
customers. Additionally, it provides similarly swift penalties to BellSouth for not meeting
objectives that are consistent with the Commission’s service rules. Further, the application of the
Commission’s rules, during the same time credits are being made or accrued, would constitute
unfairness and an economic hardship by imposing duplicate penalties.

The Commission is vested with jurisdiction over this matter pursuant to Sections
120.542, 364.01, 364.03, 364.17, and 364.183, Florida Statutes. Based on the aforementioned,
staff recommends that the Commission extend the existing limited waiver of the applicability of
Rule Nos. 25-4.066(2), 25-4.070(3)(a), and 25-4.070(1)(b), F.A.C., approved in Docket No.
010097-TL.
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Issue 2: Should the Commission approve BellSouth Telecommunications, Inc.’s Petition for
Extension and Modification of BellSouth’s existing Service Guarantee Program and for relief
from Rules 25-4.066(2); 25-4.070(1)(b); 25-4.070(3)(a); and 25-4.073(1)(d), Florida
Administrative Code?

Recommendation: Yes. (Buys, Casey, Scott)

Staff Analysis: BellSouth’s proposed Modified Service Guarantee Program (SGP) is similar to
its existing Service Guarantee Program approved by the Commission in Order No. PSC-02-
0197-PAA-TL, issued February 13, 2002, Docket No. 010097-TL, In Re: Compliance
Investigation of BellSouth Communications, Inc. for violation of service standards, except for
the changes summarized in Table 1.

Table 1

Existing SGP

Proposed Modified SGP

Where BellSouth fails to complete a repair within
24 hours from the time an order is received;

The customer will receive an automatic credit on the
bill in the amount of $4.00, plus 3 times the daily
local service charge, up to $35.00 and no less than
$10.00.

Saturdays and Sundays are included in calculating
service credits.

The SGP only applies to residential and single line
business customers.

Identical except that the minimum amount of
automatic credit a customer will receive
increases from $10 to $11, and the maximum
credit increases from $35 to $40. The SGP for
single line business will be eliminated upon the
effective date of the rules approved in Docket No.
991473-TP.

| Primarv Service Installation

Existing SGP

Proposed Modified SGP

Where BellSouth fails to install a customer’s
primary or additional local or single line business
service on the date which the customer and
BellSouth agree, BellSouth will give the customer
an automatic credit of $25.00. Where BellSouth is
offering a commitment date greater than 3 days and
the customer requests an earlier date, the
commitment credit will be based on the customer
reauested date. or on 3 days, whichever is greater.

Identical, except that the SGP for single line
business will be eliminated upon the effective date |
of the rules approved in Docket No. 991473-TP.

Existing SGP

Proposed Modified SGP

File a tariff for an income eligibility test at 125% of
the Federal poverty income guidelines for Lifeline.

File a tariff adding the National School Lunch
Program as an eligible Lifeline criterion to augment
the current eligibility guidelines.
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Term

Existing SGP

Preposed Modified SGP

Expires on February 28, 2005,

No expiration date. The SGP may be terminated by
either the Commiission or the company at any time.
The current SGP will remain in effect until Rule 25-
4.085, F.A.C., becomes effective. At that time, the
SGP will operate until that rule and the waivers
become moot with no further Commission action.

Force Majeure

Existing SGP

Proposed Modified SGP

In the event of an emergency, Bellsouth will operate
under Force Majeure and when it is reasonable to
expect that the company will be unable to meet its
installation and repair commitments, it shall be
relieved of its obligations to provide credits for
failure to meet the objectives for installation and
repair within the affected areas.

Identical, except when under Force Majeure,
BellSouth will also suspend payments into the
Lifeline Community Service Fund for missed
answer time measurements within the affected
areas.

Answer Time

Existing SGP

Proposed Modified SGP

A measurement for answer time was not included.

BeliSouth established the Community Service Fund
in the form of a corporate undertaking.

BellSouth contributed $250,000 to the fund in 2002
and $150,000 in 2003.

A new answer time measurement applies to
customers who call the residential business and
repair offices and who do not interact with the
automated answer system.

Where BellSouth fails to meet the answer time
measurement, it will credit the Lifeline Community
Service Fund.

The measurement will require at least 90% of the
calls to the Business office and repair office to be
answered by the live attendant prepared to give
immediate assistance within 55 seconds of being
transferred to the attendant. BellSouth will maintain
100% accessibility.

The amount of the payment of credits shall be
calculated separately for the business and repair
offices and shall be applied based on BellSouth’s
performance in accordance with the following
parameters:

Less than 90%, but greater or equal to 80% - $2,000
Less than 80%, but greater or equal to 70% - $5,000
Less than 70% -$7,000
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BellSouth estimates that the increase in the minimum ($10 to $11) and maximum ($35 to
$40) automatic credits for missing out-of-service repair objectives equates to approximately
$140,000 additional customer credits as compared to the existing SGP. BellSouth was not able
to provide an estimate for the increase in cost to add the National School Lunch Program as an
eligible Lifeline criterion. BellSouth submits that the programming to implement the increased
amount of the automatic credits for out-of-service would not be completed until August 2005.

The Commussion i1s vested with jurisdiction over this matter pursuant to Sections
120.542, 364.01, 364.03, 364.17, and 364.183, Florida Statutes. It appears that BellSouth’s
proposed modified SGP benefits the customers and is in the public interest. Accordingly, staff
recommends that the Commission approve BellSouth Telecommunications, Inc.’s Petition for
Extension and Modification of BellSouth’s existing Service Guarantee Program and for relief
from Rules 25-4.066(2); 25-4.070(1)(b); 25-4.070(3)(a); and 25-4.073(1)(d), Florida
Administrative Code, and extend the existing limited waiver of the applicability of Rule Nos. 25-
4.066(2), 25-4.070(3)(a), and 25-4.070(1)(b), Florida Administrative Code.

Issue 3: Should this docket be closed?

Recommendation: If no person whose substantial interests are affected by the proposed agency
action files a protest within 21 days of the issuance of the order, this docket should be closed
upon the issuance of a consummating order. (Scott)

Staff Analysis: At the conclusion of the protest period, if no protest is filed, this docket should
be closed upon the issuance of a consummating order.
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egel Department

Nancy B. White
General Counsel - Floride

BeliSouth Telecommunications, inc.
150 South Monroe Street

Room 406

Tallahassee, Florids 32301

(305) 347-555¢&

February 2, 2008

Mrs. Blanca S. Bayc

Director, Division of the Commission Clerk
and Administrative Services

Fiorida Public Service Commission

2540 Shumard Oak Boulevard

Tallahassee, FL 32399-0850

RE: BellSouth Telecommunications, inc.’s Petition for Extension
and Modification of BellSouth’s Existing Service Guarantee
Program and for Relief From Rules 25-4.066(2); 25-4.070(1)(b);
25-4.070(3)(a); and 25-4.073(1)(d), Florida Administrative Code

Dear Ms. Bayo:

Enclosed is BellSouth Telecommunications, Inc.’s Petition for Extension
and Modification of BellSouth’s Existing Service Guarantee Program and for
Relief From Rules 25-4.066(2); 25-4.070(1)(b); 25-4.070(3){(a); and 25-
4.073(1)(d), Florida Administrative Code, which we ask that you file in the
captioned new docket.

A copy of this ietter is enclosed. Please mark it io indicate that the original
was filed and return the copy to me. Copies have been served to the parties
shown on the attached Certificate of Service.

Smcereiy
Nancy_B/ V\fhltc

cc: All Parties of Recorc
iMarshail M. Criser il
R. Dougles Lackev
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CERTIFICATE OF SERVICE
BeliSouth Telecommunications, inc.'s Fetition for Extension and
wmodification of BeliSouth’s Existing Service Guarantee Program and for
Relief From Ruies 25-4.066(2); 25-4.070{1)(b); 25-4.070(3)(a); and
25-4.073(1)(d}, Florida Administrative Code

{ HEREBY CERTIFY that & true and correct copy of the foregoing was served vie

Electronic Mail and U.S. Mail this 2nd day of February, 2005 to the following:

Beth Keating

Staff Counsel

Florida Public Service
Commission

Division of Legal Services

2540 Shumard Oak Boulevard

Tallahassee, FL 32399-0850

Tel. No. (850) 413-6212

bkeating@psc.state fi.us

&
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BeliScuth Telecommunications. inc.’s Uocket Ne
Petition for Extension and Modification of

BellSouth’s Existing Service Guaraniee

Program and for Limited Waiver of Rules

25-4.066(2}; 25-4.070{3)(a); 25-C70{1)(b};

and 25-4.073(1)(e) and (f), Florida

Administrative Code }
} Fiied: February 2, 2005

BellSouth Telecommunications, inc.’s Petition for Extension and
Modification of BellSouth’s Existing Service Guarantee Program and for
Relief From Rules 25-4.066(2); 25-4.070(1)(b); 25-4.070(3)(a); and 25-
4.073(1)(d), Fiorida Administrative Code

Pursuant to Section 120.542, Florida Statutes and Rule 28-104.002,
Florida Administrative Code, BellSouth Telecommunications, inc. (“BellSouth”)
hereby submits its Petition for Extension and Modification of BellSouth’s Existing
Service Guarantee Program and its petition for a limited waiver of Rules 25-
4.066(2); 25-4.070(1)(b); 25-4.070(3)(a); and 25-4.073(1)(d), Florida
Administrative Code. Specifically, BeliSouth submits the following:

{. Background and introduction

On August 13, 2001 and February 13, 2002, the Floride Public Service
Commission ("Commission”) issued Orders No. PSC-01-1643-AS-TL and No.
PSC-02-0197-PAA-TL. respectively, approving the Settlement Agreement
between the Office of Public Counsel and BellSouth addressing BellSouth’s
quality of service and granting a limited waiver of certain service quality rules.
The BellSouth Service Guarantee Program, instituted as & resuit of the
Setilement Agreement between the Cffice of Fublic Counsel and

=esm . =k S ORI Tt Y o S = [ S S e T L s T T 28— 5 sz fl S
expires or February 2€, 200, T¢ this end, beliScuth is atfaching Hs sroposal for
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extension end mcdificetion of BellScutn’s existing Service Guaraniee Frogram
{Attachment &), ("Exiencec and Modifiec Service Guaraniee Frogram’.

The proposec Extended and Modified Service Guarantee Frogram is not
intended tc eliminaie the Commission's statuicry authority ic establish and
monitor compliance with service quality standards.

il. BellSouth’s Exiended and Modified Service Guarantee Program

As detailed in Attachment A, BellSouth’s Extended and Modified Service
Guarantee Program wili continue tc automatically provide payments in the form.
of credits to customers in the event certain service commitments for installation
and repair of service interruption objectives are not met. In addition, BeliSouth
will modify the Program by filing a tariff adding the National School Lunch
Program as an eligible Lifeline criteria to augment the current eligibility
guidelines. BellSouth’s proposal includes an answer time service matrix and
provides for credits to the Lifeline Community Service Fund if those commitments
are not met. These credits wili replace the annual lump sum contributions to the
Community Service Fund and the free internet offerings tc scnoois as found in
Order Nos. PSC-(1-1643-AS-TL and No. PSC-02-0197-PAA-TL. BellSouth
intends to maintain its Extended and Modified Service Guarantee Program for
the interim period of time between the date of this filing and the date upon which
proposed Rule 25-4.08E. Fiorida Administrative Code becomes effective. On the
dgate proposed Ruie 25-4 088, Fioridz Aaminisirative Code becomes effective.
BellSoutn intends ¢ conven this Extenced end Modified Service Guarantee

‘“ -~ . O e Pt L ST £l = e o ey} B Mheavmbomd R
Frogram: ic one consistent with the proposed rules adopted in Diocke! Ne.
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the proposed rules will iiminate autcmatic credits for single-line business
installation and repair.

ili. Petition for & Limited Waiver of Rules 25-4.066(2}; 25-4.070(1)(bj;
25-4.070(3)(a}: and 25-4.073({1)(d} , Fiorida Administrative Code

Pursuant to Section 120.54z. Fiorida Statutes and Rule 28-104.002,
Florida Administrative Code, BellSouth respectfully requests that, upon approvail
of the Extended and Modified Service Guarantee Program, BellSouth be granted
a relief from the applicability of Rules 25-4.066(2); 25-4.070(1)(b), 25-4.070(3)(a);
and 25-4.073(1)(d), Florida Administrative Code.

Rule 25-4.066(2), Florida Administrative Code, requires that 90% of all
requests for the primary service be satisfied within three working days. Rule 25-
4.070(1), Florida Administrative Code, requires the classification of troubles as
“out of service” or “service affecting”. Subsection (b) of Rule 25-4.070(1), Florida
Administrative Code requires that if the subscriber’s service remains out of
service in excess of 24 hours afier being reported, an adjustment will be made tc
the subscriber automatically pursuant to Rule 25-4.110. Rule 25-4.070(3) (a},
Fiorida Administrative Code, requires that 95% of interrupted service be clearec
within 24 hours of report in each exchange.

Ruie 25-4.073(1)(d}, Fiorida Administrative Code, reguires that, when &
company uses a menu driven automated, interactive answering system, at ieast
5% of the calie mu nswered within 15 seconds efter the iast digit is diaied
arid the customer must be given the option of wransterring ©

3 ns T Ris el | ctntoo Y e ~ m meile SSRGS~
the initial message. This rule slsc stales that for businese oifice calls, £5% Ol
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tve aftengant within 5

A%

seconds after the iast cigit is dialea. For other czlis (such as repair), al least
S8% of the calis shall be transferred by the svstem 1o a live attendant prepared tc
give immediate assistance within £8 seconds afier the last digit is dialed.

Pursuant ic Seciion 120.542, Fiorida Siatuies, BellSouth submits that it's
Extended and Modifiec Service Guarantee Program satisfies the requirement
that a8 demonstration be made that the purpose of the underlying statute will be
achieved by other means. By providing direci credits to customers whose
service is affected by delayed installation or repair, by credits to the Community
Service Fund if answer time requirements are not met, and by expanding Lifeline
eligibility, the purposes of the underlying statutes are achieved. Provisions of
Florida Statutes authorizing or directing the Commission to establish, monitor
and enforce service standards, such as Section 364.01(4), 364.025, Florida
Statutes (1999) (carrier of Iast resort obligations, service availability) will be
adequately met if the basic service subscriber receives a direct and material
credit for being without Sasic service. in addition, the Lifeline Community Service
Fund and the added National School Lunch Program criteria will assist
customers in becoming more educated about Lifeline and potentially could
expand the participation in the Lifeline Program, as well as telephone
subscribershig.

The Extended anc Modified Service Gueraniee Program meets the quality

compensa aticn io cusiomers

- s
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ruies. in aadition, application of the above rules to BellSouth &t the same time
direct credits are being made or zccrued would constitute unfairness or economiic
hardship by imposing duplicate penalties. For this reason, BellSouth requests
the waiver sc that the Exiended and Modified Service Guarantee Program can
be implemented. It is further the intent of BeliSouth that the waiver will be
effective as tc any amendmenits tc the subject rules for the duration of the
Extended and Modified Service Guarantee Program. BellSouth will track and
report its performance under the Extended and Modified Service Guarantee
Program.

The Petition of BellSouth meets the standards of Section 120.542, Florida
Statutes. The purpose of the underlying statutes, 364.01(4), 364.025, 364.15,
364.183 and 364.19 is, in part, to promote competition, to protect the public
health, safety and welfare, and ensure service availability. The limited waiver will
not undermine these purposes.

V. Conciusion

BellSouth is committed ic providing high quality service ic our customers,
and with this Extended and Modified Service Guarantee Program, our customers
will receive immediate compensation if we do not meet our commitments.
BeilSouth believes that this Program will give direct benefit to our customers and
tc the communities that BellScutn serves. We realize that the local
ieiecommunicetions market s becoming more compet

isvs an imponent perl n retaining and meinisining cusicmers i1 we o i
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cericrm as we sav, {hen we pay the cusiomer ancior the cusiomer chooses
another proviger.

WHEREFORE, ZeliSouth respectfuily recuests that the Commissicr:
approve BellScuth's Extended and Modified Service Guarantee Program and

grant BeliSouth’s Petition for Limited Waiver. ‘

Respectfully submitted this 2nd day of February, 200%.

BELLSOUTH TELECOMMUNICATIONS, INC.

A e L

NANCY B_WHITE

c/o Nancy Sims

150 South Monroe Street, Suite 400
Tallahassee, Florida 32301

(305) 347-5558

K DOL@QA@M (*;._PpQﬂfl[\iF
)

R. DOUGLAS LWCKEY—
675 W. Peachtiree Street
Suite 4300

Atlanta, Georaiz 3037%
(404) 335-0747

56937¢
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Affzcnment &

BeliScuth Telecommunications, [nc.'s Extended znd Modified
Service Guaraniee Program

A. Service Guaraniee Commitments and Credits

(1) Repair — Out of Service (Service interruption}

BellSouth will make the applicable automatic credits orn the bills of each
primary residential and singie iine business iocation customer for whom
BellSouth fails tc meet the service objective. This automatic credit will apply te
primary residential and single line business local customers experiencing an out-
of-service condition irrespective of whether the trouble is caused by a network,
Customer Provided Equipment, or inside wire condition. Where BeliSouth fails to
complete a repair within 24 hours from the time received (the service objective),
the customer will receive a credit of $4.00 plus three times the customer’s daily
recurring local service charges, up to a maximum of $35.00. In no event,
however, shall the customer receive a credit of iess than §10.00. Saturdays,
Sundays and holidays are included in calculating service credits. Feriods of time
associated with and covered by the force majeure clause in Section D (1) Service
Guaraniee Program are excluded from this calcuiation.

An out-of-service condition for purposes of this Service Guarantee
Program occurs wher: a subscriber's service is interrupted (1} other than by &
negligent or williui act of the subscriber, anc (2} where the cusiomer is able ic
continue to take service (e g. not where the servics locaticn has beer destroved

by fire, fioce, winc, eic. .
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Where centrel ¢
BellScuth fails 1o instell £ cusiomer’'s primary ¢r aaditional residential local or
single line business service or: the date which the cusiomer and BellSouth have
agreed, BellSouth will give the cusiomer an automatic bili credit of $25. The
cemmitment due date for installation shall be agreed upon by BellSouth and the
customer. Where BellSouth is offering a commitment date greater than three
days and the customer requests an earlier date, the commitment credit will be
based on the customer requested date or on three days, whichever is greater.

Periods of time associated with and covered by the force majeure clause
in Section D (1) of the Service Guarantee Program shall be excluded from this
calculation. BeliSouth will be subject to FPSC Rule 24-066(3) and (5), Florida
Administrative Code where central office or outside plant facilities are not readily
available.

B. Filing of & National Schooi Lunch Eligibility Tariff for Lifeline

BellSouth will file & tarift adding the National School Lunch Program as an
eligibie Lifeline criterior. This test for eligibility wili augment, rather than replace,
the current eligibility guidelines based on participation in certain iow income
assistance programs and the income eligibility test at 125% of the federal poverty

income guidelines.

o
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e Answer Tims — Residence Businese Uffice and Resicence Repalr
Cffice

\
(1) Measuremenis end Crediis | %
Answer time for residential subscribers who do not interact with the l
system (nonplayers}, shall be iransferred by the system to & live atiendant. The
measurement will require at jeast 50% of the calls to the Business office and
repair office to be answered by the live attendant prepared tc give immediate
assistance within 55 seconds of being transferred to the attendant. BellSouth will
maintain 100% accessibility. BellSouth will credit the Lifeline Community Service

Fund for disposition in the amounis specified in Table | based on the achieved

monthly answer time measurement.

| Proposed Penalty (per|

Non-Player Gate Service Level month missed)
= 90% within 55 sec. $0 B

<90% but >=80% $2,000 ]

<80% but >=70% $5,00C -

<70% $7,00C |

(2} Payment of Credits
Paymeni of any appiicabie Lifeline Community Service Credits shall be

determined separately for the residentiai business office anc residential repair

office. For example, 78% within 55 sec. for business office, and 84% within 52
sec. for repair office ecuzates ic 2 community service credit of $7.00C for the

= PE G far ok - oot P Dol o e g e e LD e
reporting menth ($£,000 for business office 2nd §2,000 for repair office.
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Agdditicnislly, BeliScuth will {¢ continue ic provide iis cusiomers with
alternatives ¢ being placec in queus. The inlegrated Voice Response Unit
{"IVRU"} in BellSouth's repair cffice zliows customers {o report & frouble, get &
trouble ticket number and make repair appointments without talking to a live
attendant. BellSouth aisc offers its customers the automated Right Touch
system, use of our web page, and the Customer Call Back (CCB) System. Right
Touch allows a cusiomer in the business office to complete transactions such as,
the ordering of additional services and billing inquiries without ever talking to a live
attendant. At any time in the IVRU, the customer can “opt out” by taking the
appropriate action, i.e., “pressing 5", etc., and the call will be routed to the queue
for answer by a live attendant. Customer Call Back is software that monitors
incoming calls in queue for BellSouth Consumer Sales, Service, and Collections
Centers. Once the customer reacﬁes the queue, whether by selecting the “0”
option, opting out or depressing the appropriate kev, an announcement will be
provided stating the expecied wait time before z live attendant will answer. When
the wait time exceeds & pre-designated threshold the customer is given the
following options: {1} Aliow the system to hold his call in line until such time as it is
his turn tc be answered, and the system wili call the customer back; (2} Scheduie
& callback at a time and telephone number convenient tc the customer; or (3}

Remain on the line Tor the next available representative.
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WwOik stoppages, or acie of third parties outsige BellSouth’s control, when it is
reasonable 1¢ expect that BellSouth wili be unable to meet its installation, repair
and answer time commitmenis, BellSouth may deciare a service emergency. in
declaring & service emergency, BellSouth shall define the geographic area, on a
minimum of an exchange basis, where the emergency exists, may make
indefinite commitments for installation and repair service shall suspend payments
into the Lifeline Community Service Fund for missed answer time commitments
within the affected areas, shall initiate public service announcements to inform
customers, and shall notify the Commission at the time of implementation and
termination of the service emergency period. In such cases, BellSouth shall be
relieved of its obligations to provide credits for failure to meet the objectives for
installation and repair service.

Where BellScuth is relieved of meeting the objectivec, it will revert to
making refunds or adjustments for customers affected by & service emergency,
pursuant to Rule 25-4.110(6), Fiorida Administrative Code, for oui-of-service
conditions as defined by Ruie 25-4.070(1)(b}, Fiorida Administrative Code.

(2) Commission’s Continuing Jurisdictior

'

it is BeliSouth's intent that the Commiissior shall have the right to enforce

oy
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Frogrern. Furthermaore, i is not the intent of BeillScuth tc ceprive the
Commission ¢ fts seutncrity © resolve cusicmer complaints and monitor and
ensure thiat service is adeguaie and reasonabie. BellSouth contemplaies that
the Commissicn will retain its ability to meniter service through auditing and
reviewing filed reporis. BellSouth wili file quarieriy reporis to the Commission
within 3G days after the end of each quarter detziling the amount of credits given.

(3} Term of Service Guarantee FProgram

The term of the Service Guarantee Program is for the interim period of
time between the date of this filing and the date upon which the rules adopted in
Docket No. 991473-TF providing for the filing of 2 permanent service guarantee
program, becomes effective. On the date these rules become effective,
BellSouth intends to convert this Extended and Modified Service Guarantee
Program to one consistent with the rules adopted in Docket No. 991473-TP, i.e.,
the automatic credits for single line business installation and repair will be
eliminated.

(Af

{1} Generai Terms

(&) implementation Date: BellSouth will implement this Service
Guarantee Program no iater than 45 days from the date of z final Commission
order approving the Service Guarantee Program.

(b Credits: Credits toc customers will be made automatically and will

not require the customer ic request them.

!
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(g} Basic Local Service:

th

&g defined in Section 364.02(1), Florige
Statutes (2005).

(t} Dayv: The twenty-four hour period beginning and ending at
midnight. (For exampie, if a troubie report is received at 3 p.m. on Monday, and
the trouble is cleared at 3:01 p.m. or iater on Tuesday, a credit for one day would
apply. A credit for two days would apply if the repair is completed at any time
during the period 12:01 a.m. through 11:59 p.m. on Wednesday; a credit for three
days would apply if the repair is completed at any time during the period 12:01
a.m. through and 11:59 p.m. on Thursday; and so forth).

(c) Service Guarantee Objective: The standard(s) agreed to within this
agreement.

(d) Community Service Credits: Monthly credits made by BellSouth to
the Community Service Fund for missed answer time objectives.

(e)  Community Service Fund: The fund (i.e. corporate undertaking)
established pursuant io Order No. PSC-01-1643-AS-TL, issued ort August 13,

2001 and Order No. PSC-02-0197-PAA-TL, issued on February 13, 20CZ.

568328
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@ BELLSOUTH

BetlSouth Telecommunications, inc.
Phone (850) 222-1201 Nancy K. Sims

Suite 40C Fax {850} 222-864C Direcior-Reguiatory Relations
1560 South Monroe Strest
Tallahassee, Floride 323C1

March 22, 20035

Mrs. Beth Salak, Director

Division of Competitive Services & Enforcement
Florida Public Service Commission

2540 Shumard Oak Boulevard

Tallahassee, Florida 32399-0850

Re: Service Guarantee Plan (SGP)
Dear Mrs. Salak:

This is in response to the discussions that were held in our meeting with you on March
16™ regarding BellSouth’s proposed Service Guarantee Plan (SGP), and the follow-up
proposed modification that was e-mailed to me by Rick Moses on March 17

As you are aware, we support our original petition that was filed on February 2, 2005,
and believe that it is a customer oriented plan which offers direct benefit to the customer
if BellSouth does not perform as promised. We alsc would like to emphasize that
BeliSouth provides excellent service and continues to do so despite unpredictable
conditions and a rapidly changing environment.

With that said, you requested additional information regarding customer service
complaints to BellSouth. We are providing that information as an attachment with this
ietter.

Also, as stated in our March 16™ meeting, we will agree to modify our proposal by
increasing the minimum payment on an out-of-service {O0OS} customer trouble report
where the twenty-four hour repair was not made (¢ $1: from $10, and increasing the
maximum payment of $35 tc $40. This will give immediate compensation to the
customer if service is not restored within twentv-four hours.

1
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Sims/Saiak
SGF, page 2

No other aspect of BellSouth’s petition as filed on February 2™ is modified by this
proposai. As dgiscussed with you, it has been and is still our intent ¢ have this proposal
serve as the Service Guarantee Plan that would be in effect under the provision of the
proposed new rule 25-4.085 FAC once that rule becomes effective. Therefore, we would
anticipate thai we would converi ic this modified SGF (if approved) no sooner than the
effective date of the rule. The programming ic impiement the new OGS minimum and
maximum will be completed in August. Until such time, we will continue to operate
under the existing SGP for OOS and installation as indicated in our ietter filed in this
docket on February 22, 2005. However, if the proposed SGP is approved, there will be
no delay in moving forward with the implementation of the credits based on the answer
time matrix and the National School Lunch Eligibility program for Lifeline.

If for some reason the proposed new rule does not go into effect, we would still want to
implement the proposed SGP with the requested rule waivers (as petitioned) at an agreed

upon date.

Should you have any questions concerning this matter, please contact me.

S G G

V/N oy H Sims
Director Regukftory Relations

Attachment

Copy to: Charlie Beck
Rick Moses
Nancy White
Marshall Criser

b
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ATTACHMENT:

The attached twe pages represent service compiaints received by BeliSouth from
all sources, inciuding FPSC complainis and warm transfers, internal executive
appeals, etc.

The first page includes ADSL and Dot NET compiaints.

The second page excludes ADSL and Dot NET complainis.
p
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YEAR ACCESS LINES IN SVC SERVICE COMPLAINTS COMPLAINTS PER 1K Access Lines
2001 6,463,540 2922 0.452
2002 6,230,282 2389 0.383
2003 6,051,936 2469 0.408
2004 WiHuericane 5,843,161 2833 0.485
2004 VO 5,843,161 2116 0.362

COMPLAINTS PER 1K Access Lines
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