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NANCY B WHITE g R :
General Counsel-Flonda -~¢ PH L: 02

BeliSouth Telecommunications. Inc

150 South Monroe Street y -

Room 400 [ T I L e
Talishassee, Flonda 32301 B E A
(305) JAT-5558

December 2, 1998

Mrs. Blanca S. Bayo6

Director, Division of Records and Reporting
Florida Public Service Commission

2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

Re: Undocketed - Proposed Amendments to Rule 25-4.110, F.A.C,,

Customer Billing for Local Exchange Telecommunications Companies
(“Cramming”)

Dear Mrs. Bayé:

Enclosed is an original and fifteen copies of BellSouth
Telecommunications Inc.'s Comments, which we ask that you file in the

captioned matter.

A copy of this letter is enclosed. Please mark it to indicate that the
original was filed and return the copy to me.
RECEIVED & FILED e
_ o Ny 15 Wide
"PECTHUIEAUOF RECORDS.  Nancy B White Ew
NBW/
Enclosures
cc:  A.M. Lombardo

William J. Ellenberg |l

DOCUMEYT 51 “ar 8 -DATE

1 3b&4 0EC-2 5

BCPCRTING

fjf




BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

In Re: Proposed Amendments to Rule 25-4.110,)  Undocketed
F.A.C., Customer Billing for Local Exchange )
Telecommunications Companies )

) Filed: December 2, 1998

BELLSOUTH TELECOMMUNICATIONS, INC.'s COMMENTS

BellSouth Telecommunications, Inc. ("BeliSouth™) pursuant to the
workshop held in the above captioned matter on November 9, 1988, hereby
submits its Co.nments thereon.

The Florida Public Service Commission (the "“Commission”) has proposed
amendments to Rule 25-4.110, Florida Administrative Code, Customer Billing for
Local Exchange Telecommunications Companies. The single most important
objective of these proposed amendments is to eliminate “cramming”, the practice
of adding charges to the telephone bill for products or services thal the customer
did not knowingly authorize.  Although it is estimated that cramming impacts
less than .3% of bills per month, it has become a significant consumer problem.
BellSouth continues to believe that a combined telecommunications bill is of
substantial value to our customers and is therefore committed to making that
billing as accurate as possible.

While unauthorized charges can potentially be submitted by any company
providing telecommunications service, the Commission has direct authority over
the companies that offer local service in the state of Florida. Moreover, the vast
preponderance of unauthorized charges originate with third party billers that
submit their billing via an open billing platform maintained by the local exchange
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carriers. Access to the billing platform is controlled via interstate contract and
intrastate tariffs, and is purchased directly from the LEC by the service provider
or through billing aggregators who purchase billing from the LEC and resell the

service to the service providers.

I BellSouth's Actions

BellSouth has instituted a number of practices designed to curb “cramming”.
These include:

= Displaying other company charges on separate pages, including a toll
free contact number for inquiries about the charges;

= Billing intrastate charges only for carriers cordificated by the Commission;
= Billing for telecommunications and information services only,

= Stringent review criteria for new programs;

= Refusing to bill services accessed via 800/888 numbers,

= Discontinuing billing for programs that use sweepstakes or “check box”
methods to sign up customers;

= Discontinuing billing for optional 800 service plans (plans that have
monthly service charges associated with 900 billing), and

= Monitoring billing adjustment levels by service provider (high adjustment
levels may indicate problems with billing quality)

BellSouth has initiated very strong action with the service providers, issuing a
billing quality contract addendum (a copy of which is attached as Exhibit A) that
includes the following provisions:

= Contract termination for repeated billing of unapproved programs,;




More stringent requirements for consumer authorization of billing;
Contract termination for repeated billing of unauthorized charges;

Immediate adjustment of billing identified by the end user as
cramming;

Targets for billing adjustment levels (contract termination associated
with ongoing excessive levels of problematic billing); and

Charges associated with escalated complaints.

This addendum is being added to every existing contract where BellSouth has a

right to do so. All new or renewed contracts will also include these piovisions.

BellSouth expects to have these provisions in about 85% of the billing and

collection contracts by the end of February, 1999.

BellSouth is also pursuing mechanized service enhancements to give

BellSouth higher levels of control over third party hilling. These enhancements

include:

Table driven text codes to improve clarity of the charges being billed;

Sub-CIC level reporting to identify problem services and service
providers; and

Billing block to allow end users to control service providers from which
they will accept billing on their BellSouth bill.

In conclusion, BellSouth is actively working to implement

recommendations in every area identified by the FCC-endorsed Anti-Cramming

Best Practices Guidelines.




INPUT TO TOPICS BEING CONSIDERED BY THE COMMISSION

SHOULD THE FEDERAL TRADE COMMISSION PROPOSED RULES
BE INCORPORATED?

BellSouth generally supports the FTC's proposed revisions to the
900-Number Rule. BellSouth has gone further than the rules specify,
having recently instituted a policy not to bill for recurring chaiges
associated with pay per call services. |t is also a longstanding BeliCnouth
Billing and Collection policy not to bill for programs tha' -rovide pay per
call services accessed by dialing what are traditionally toll free numbers
(i.e., 800, 888, elc.).

BellSouth supports the legal recourse proposed for end users to
dispute unauthorized charges. BellSouth agrees with the regquirement that
authorized parties must expressly authorize “telephone-billed purchases”
that are non-toll and cannot be blocked by 800-number blocking.
BellSouth also agrees that vendors, service bureaus, and providing
carriers should be prohibited from using deceptive tactics in attempting to
sustain illegitimate charges for telephone-billed purchases

BellSouth does not, however, agree that the billing entities should be
held liable for the failure of a service provider to obtain the authorization of
the person responsible for paying the bill. The billing entity is not involved
with the marketing or provisioning of the service and to hold it responsible

for actions of another firm is inappropriate. Instead, standards should be




established for assessing the role of the billing entities. The billing entity
should:

1. Establish and maintain appropriate policies;

2. Be able to demonstrate that it is acting within those policies; and

3. Act responsively to remove charges that a customer ¢ aims are
unauthorized.

B. SHOULD BILLING BE LIMITED TO ONLY TELECOMMUNICATIONS

RELATED SERVICES?

BellSouth agrees that the local exchange bill should not bi-coiie a billing
vehicle for any and all types of products. BellSouth, like almost every LEC, limits
billing to products and services that are telecommunications and information
service related. These are the services that customers have indicated a desire
and value to have consolidated on a single bill. Survey after survey clearly
indicate that customers see little value in having other, non-telecommunications
or information services on their bill. For that reason, BellSouth has no desire to
expand billing beyond these services.

The cramming problems that are being experienced by the customers in
Florida today are not the result of too liberal a definition of what should be
allowed on the bill. Instead, they arise from the deceptive marketing of otherwise
legitimate products or the deceptive presentation of billing programs for initial
billing.

BellSouth has concems with a rule that allows the Commission to define

what services are and are not allowable to include on the LEC bill. For example,




BellSouth would have to bear the impact in customer inquiry of billing for each
service approved. For that reason, BellSouth believes that it should have the
right to establish the policy for what BellSouth will and will not bill. BellSouth
believes that it would be difficult to define, at an adequate level of specificity,
what products and services would and would not meet the current definition of
allowable services. This would be particularly complicated in the
communications industry given the convergence of various networks and the
rapid emergence of new products and services. BellSouth would also be
concerned about the inevitable discrepancies in definition that would occur from
state to state, as well as the administrative complexity and burden on all parties
of having the Commission staff administer the interpretation of their definition on
a product by product basis.
C. SHOULD THIRD PARTY VERIFICATION BE REQUIRED ON ALL

SALES?Y

BellSouth does not think that that third party verification is the only
effective means of documenting end user authorization on third party sales
The Anti-Cramming Guidelines and BellSouth's billing quality contract addendum
allow for third party service providers to use one of three methods:

1. Voice recording;

2. Written and signed document; or

3. Independent third party verification.

BellSouth's contract addendum specifies ten points that must be covered

with the customer in securing authorization, all of which must be addressed and
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a subsel of which must be specifically documented for each transaction in the
authorization process.

D. SHOULD STANDARDS FOR TRUTH IN ADVERTISING BE
ESTABLISHED?

BellSouth supports all measures that will ensure that our customers are
properly informed prior to making a purchase decision for a third party provided
service. Every time an end user is dissatisfied with any item that is billed on our
bill, it translates into customer dissatisfaction with BellSouth. Each call and each
annoyed customer creates a negative impact to our core business and we
support anything that helps avoid that situation.

Any truth in advertising standards adopted by the Commission could be
used by BellSouth as it evaluates the marketing materiai submitted by service
providers. As in the FTC proposed revisions to the 900-Number Rule, though,
BellSouth does not believe that it is appropriate to hold the billing entity liable for
violations of the service providers in this area. BellSouth does not control those
firms marketing efforts. If any of the thousands of service providers who have
access to the billing platform stray in their actual advertising from the copy
originally provided to BellSouth, they should be directly answerable and
accountable to the Commission.

To avoid the complexities associated with differing standards for multi-
state concerns, BellSouth recommends that nationally accepted standards for

truth in advertising be endorsed, rather than state specific rules constructed




E. SHOULD THE RULES REQUIRE A BILLING BLOCK OPTION?
BellSouth believes that giving the end user the ability to control and limit
billing would make end users less vulnerable to cramming. BellSouth's current
concept of this billing block capacity is that it would: allow the end user to block
specific provider(s) or, alternatively, allow the end user o only authorize specific
provider(s). BellSouth believes that its end user customers would be best
protected against a variety of potential billing problems by offering the block at a
service provider level rather than by type of service or by type of billing record.
It is important to note that BellSouth's ability to effectively block billing by
specific service provider on behalf of an end user is lessened to the extent that
the service provider could choose to resend messages previously rejected
because of a billing block back through another clearinghouse. Beyond
contractually prohibiting this practice, the only way to ensure that a service
provider could not do this would be to have a nationally administered assignment
of a unique Sub-CIC code for each service provider. This would also require an
effective means of notifying service providers of the end user's choice with
regard to the billing block option. While BellSouth endorses and is pursuing
billing block capability, the Commission should recognize that the development
of this type of service is complex and will require significant time and resources.
This development will be slowed by the YR2000 focus and efforts that will
necessarily take precedence. The cost of this development will have to be
recovered from the service providers who use BellSouth's Billing and Collection

service in the form of higher prices.




F. SHOULD SPECIFIC BILLING FORMATS BE REQUIRED?

BellSouth does support the format requirement that individual billing
company charges should appear on separate pages, each of which should
contain the toll free number for the organization that is responsible for providing
customer support. BellSouth also believes that a front page summary breaking
down the charges bv provider would help customers absorb at a glance which
companies’ charges are included on their bill. Beyond that, however, the
individual customers’ needs and preferences differ. Some customers may like to
see like services grouped together. Others may prefer to see all of their charges
associated with their home office or which are the responsibility of a particular
individual in the household grouped together. Some may want to have toll
charges sorted by date; others by destination city; still others by the individual
placing the call. Ideally, as more and more customers move to electronic
delivery of bills and/or companies develop the potential 1o offer customer
selected paper format options, BellSouth can provide the customer his
information in increasingly customized ways. BellSouth does not believe that
every customer's best interests would best be met by a single, requlatory
mandated option. For a complete view of BellSouth's position, BellSouth's initial
Comments to the Federal Communications Commission ("FCC's") proposed

“Truth in Billing" rulemaking are attached hereto as Exhibit B.




G. SHOULD INFORMATION REGARDING SERVICE PROVIDERS BE
SHARED BETWEEN LECS?

This would be helpful in screening potential service providers, but would
be much more valuable if done at a national level. (This suggestion was posed
to the FCC by the industry coalition that developed the Anti-Cramming
Guidelines.)

WHEREFORE, BellSouth requests that the Commission accept these
comments and that these comments be considered in any rulemaking
proceeding.

Respectfully submitted this 2nd day of December, 1998,

BELLSOUTH TELECOMMUNICATIONS, INC.

NANCY BANHITE (_/w}

c/o Nancy H. Sims

150 South Monroe Street, Suite 400
Tallahassee, FL 32301

(305) 347-5558

/| p r{' Ted A
WILLIAM J. ELLENBERG I
675 West Peachtree Street, #4300
Atlanta, Georgia 20375

(404) 335-0711
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Addendum No. to the Billing 2nd Collection Agresment (Customer's Name)
Billing and Collection Performance Requiremants

This Addendum No. __ 1o the Biling and Colection (BAC) Agreement (“Agreement’)
betwoen BelSouth and (*Custor '), dated ,(the date of the Agreemen) is
made thisdeyof _____ 1994

WHEREAS, Customar's existing Agreament with BaiSouth does not inciude Biling and
Cailection Performanca Requirements;

WHEREAS, Cusiomer agrees 1o be bound 1o the larme, condlions, and charges
described herein so that It may comply with the BaliSouth Biling #nd Collection Performance

NOW, THEREFORE. BeltSouth and Customer mutuaily agree as follows,

The following anguage is adoad or amended (o the axisting Agresment;.
1. Terms and Definitions

Al tha lerms used In this Addendum sre conalstent with those used in the Agreemant and
defined in the Giogsary of Exhibil A with the exception of the following terms which are heroby
added 10 tha Glossary of Exhibit A:

drawings whers the end usar is simultaneously obligsted as an enroliee of o
telecommunication servics.

Compilaint In reference 1D state PBC and FCC Complaints sant lo BeliSouth and Compisints
sen| directly 10 a BelliSouth exscutive level from an end usar, & fepresentative of an
end uter, or body of end users about @ Customar snd/or Cllent's service charpes
which have biled in the BeliSouth unvelops. A Complaint may also be in referencs o
a Customer andior Clents handiing of prsi-biling questions and/or requests for

Cramming. The submission or inclusion of Unauthorized Cnarges in the end users’ locel
telephone bils or charges in the end users’ local Wiephone blls resulting from
misleading or deceptive markating practices.

Final End-User Account. An account thal hrs beon disconnectsd.

Liva End<User Account. An active, or open, aocount.

indepandent Third Party Verification. In retaton 1o sutharized services, verficstion (of en end
users SUthorzation 10 enrol himMar @8 & subsoriber of & Bervics Providers
sarvice{a]] provided by 8 company not afMiieted with the Bervice Provider end whars

the compensation for such verfication service |3 nol reisted io the rele of posive
verification.

Version 11.0; 9/11/98 Page 20l ./
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Addendum No. to the Bliling and Collection Agreement (Customer's Name)
Bllling and Collection Performance Requirements

Service Description. m-‘mmﬁmuuwmunmmmm
the charge amcunt on the end-user bl page. Examples of charges Uisl intlude an
WWMHWW.MULWHUM

Sarvice Program. Ammumbﬂdmmmﬂ:—mum-QLﬂ 41 -0k
Mwmn'hvnm-ﬂuwmﬁﬂmmm
wwmhmdmaa-mﬂmwl Service Nama' flald.

mqur.MrmmmH!mwummmw;u..u

ww.hmmdww.nmnm
Providers

MTW'MMMWMIHWWHMI

Cusiomer andior Client changing an end Lear sccount’s Primary Interaxchange
mrmmwmu-ﬂ_.

mwmmwmm“mmwupww

- N Customer and Client Services
A Wﬂuwmmmwmmm
this Agreement.
Version 11.0; 8/11/98 Pagedof A/
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Addendum No. uuuummwcmnwnucm- Name)
mmmmmmw

B. mmmuwhmitm:wmu
wwmmmmmumnm
business reputation. mwmnmﬂumum--
reason for nwwmuam-mwm
busingss.

A mnumunl-wcumw.ummunm
mﬁmhmwm.mumm.mmﬁ
the Cliant. mnmnmmwmw
wmummumnmmmm
mmwwwwmuﬂn
cmdeMummm'lmwnﬂmw
performance stardards.

D. mmmmmhwmmuﬂw
wmmﬂhmwmtnmﬁ_u
subscribe o 8 Customer and/of Cliarit servicf8) or 10 bl the end ussr any
charge(s) or faa(s) in the BaliSouth enveiope see Section 8. of this Addendum
for adationa! terms and conditions.

a mM.hhmawmmmhhmﬂMﬂm
mu.m.m,mwmunmw
mmmmmmmﬂﬁﬂwﬂdﬂ

m.mmdmmmmmmw.
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Addendum No. to the Billing snd Collection Agreement (Customer's Name)
Billing and Collection Performance Requiremants

mummmmm“mm-dmmut

wdwmwmm
and Service Name-

A Mew Servics Programs
thwmmmm.&&wwmﬂ

Service
Pwny.mnmmmmmmwm.u
Customer agrees to provide BeliSouth the folowing informesion in ita initial

comesoondencs.

hMWdhwmwnmmmH‘ﬂh
billed in the BeilSouth envelope inciude, in the Servica Descnption, tha fallowing
informmtion:

wmmmanpmnm. Atisch coples of schual
print and intemel advertisements. When radio of taievision s used provide an

tape .
mmmmmmnmmumummn

How e and User may Cancel sen;-s.
hmduﬁmmﬁ:mmnuwum
m‘mmmumwnm
mluquhdbj“wm.pﬂdncmmﬂ-ﬂwﬂ
wwhm-mmw-L

The EMI record type(s) that will be used.

oo @ PpmpOo® >

01-xx-18 Unveguisted Specialized Servics charges, pnd Calegory 42
MACELENEcUS

charges.
, E: mwmwwumm{u.sﬂwmlnwn
whd $X.XX per month); and
F. humdnww.nmdnc“ﬂwm
waﬂﬂt}.wﬂmmhwm.

Varsion 11.0; 9/11/8R Page sof Al
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Addendum No. to the Bliling and Collection Agreement (Customer's Name)
Billing and Collection Performance Requirements

must spprove any materal change before he Customer may submit bling
reflacting tre change. lmmnvmﬂlﬂm'nlhl
considered an Occurrence of unapproved blling.

c. MNew or Revised Bervics Names
mcmﬂmm.mmdlmmmﬂmm.
umw.nmmwmm-hhmu
Customer andor Cliant wishes to Degin sending & into production.

mwwwmwm:m
Form which ia provided in the Refersnce Guide
: ﬂm[il,.WleW'phm
mwmmmwaummnm-ﬂ
natification.

The Servics Name approval process fs not a pant of the OBR Handing
Procadutes thdwphmﬁmnmw Barvice
Names for blling.

i

D. Withdrawal of Approval
hmwmmmmnmum“ﬂn
mmwﬂuqummmmm
writien notice. Upwmdmﬂmwwq-nm
mmdmmwmmmwulmtih
mmmnmﬂmmnmm.-ﬂbwwm
10 existing subscribers within 30 calondar days of said nocation

4 mmwmmwmmcm
m&-mdmhwaﬂhuhmwmhumml
M‘E‘W for Catagory 42 and Category 41
Sarvico mecords. mﬂﬂ:hcmumﬂmﬂmﬂﬂﬂh
msuuz-EMim-nuuﬂum«-n-nmm-mmmm

:mmwmmurmdmmmmmmmwm BaBouih wil
m*wl'nmummmuu&hmﬂmumdmhlmum
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Addendum No. to the Bllling and Collection Agreement (Customer's Nama)
Billing and Collection Performance Requirements

The Partes agres that the following coursa of action for Occumences of
a

to the Customer, Again, the Customed will have 10 business days o

In the cass of a3 Clearingnousa Customer, with e third Occurrence of &
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Addendum No. to the Billing and Coliection Agresment (Cusiomer's Nams)
Biiling and Collection Performance Requirements

Clearinghouse Cusiomer axoeedcs this maximum BeliSouth may, in I
sole discrelion, terminate this Agreement for default as sst forth in
Section 13, of this Aadendum

a. Tarme and Conditions Common To All Occurrences
Tha following lerms and conditions apgly to 8l Occumences of the billng of
Unapproved Sarvios Prog. ama or Service Names:

1. Tha number of Ocourrencas will be counted over a penod of threa consasoutive years
beginning with the affectve dets of this Adcendum.

2 BeilSouth's writtan notfication wil induda details of the unapproved biling. and the st
day (daie) of the grace period the Cusiomer has 0 comect the eluation. With a
Claaringhouss Customer the nama of the Clant and sssocisted sub-CIC number
will aiso be Included

3 The Customaer gives BellSouth parmassion 1 remove all EMI records (Le., Messages) that
contaln an Jnapproved Service Program(s) or Service Namae(s) from its biing
syslem and retumn them 10 the Cusiomer aa unbiisbies. BeiiSouth wil bill the
Customer, and tha Cusiomer agrees 10 pay Beiiiouth, for the program and non-
program work it will perform 10 remove the EMI records from its systems. The
amount due BeliSouth for this work will be determined on an ICB via the OBR
Handiing Procedures rates and charges sel forth in Exhibit B (Rates and
Charpes) of this Agreement. in addtion, the Customer will pay the Administretive
Fee for Biling of An Unapproved Senvce Program anaior Senvice Neme Cherpe,
sol forth in Section 12. of this Addendum, per Occurenca.

4 Tha Customer gives BeliSouth permiagion 10 adjust 8ny UNapproved servios Charges on
the end users sccount(s) vin & fina/ SPBOC Mamo and 0 recourse these
charges 10 the Customer through the normal post-biling asdjustment process.

The Customer agrees 1o pey BellSoyth for its cost 1o adjust and recourse hase
charges ot the ralss Bnd charyed set forth in Exhibit B.

5. i this Agreement is lerm.ngtad for defaull as 3 reault of & third Ocourrence BeliSouth has
the right 10 slop accepling all Cusiomer EMI reconds Into production and 1o Gancel
sl oulstanding OBRs 48 hours from the date on ine writisn nolficebon of
tarmination. Ful termination of this Agreamant wiil tskas place within tha 90
calandar days as sat forth in the Principel Document.

Furthermare, ¥ the Customer and/or Client{s) ia terminaied for the biling
of Unapproved Servios Programs, BeliSouth will nol accept Messages
from the terminated Customer andior Client(s) under another, slandard
(or direct), BAC Service sgreemant or Myough another Clesringhouse
Cusiomers sgreamert unti the Customer andior Clieni(s) hes
demonstrated to BefiBouln's satsfsction that it will mest scosptable
performanca standards.

Version 11.0: 9/11/98 Pagabol A/
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Addendum No. to the Billing and Collection Agreement (Customer's Namae)
Bliling and Collection Performance Requiremenus

8. meummmm

BeliSouth will nol faciilala uwmucwmmummn
iumum.-dﬂmnnnmdmmm-mumm“
m_wnﬂmwm;mﬂmwwﬂmm
mm':maw.wtnumcwumn
Baction 1. of this Addandun

mwwuﬁumwmmmmmnﬂ
mnmmummmmmmmm

A MCMﬂmum.ﬁmummmuyw

mcmm-n....mumlhmwmtuﬂm
wmmuwuﬂumlmwaumm
agercy(les).

|
|
%
E
:
|

80"
M-ﬂﬂmﬂhmu\ndﬁf:
ﬁanﬂWmﬂmﬂW":

i
j
g
g
g
i

y mmmmcmwﬂuummnm
"hhwwﬂdhuwhmuw-'md
mmmﬂummnmmﬂm

w*m.mﬂmmnwmuﬂuu-ahu
BeitSouth '

C. mwmmnmmmm.mm

B. sbave, h.mmdtzmmumd
MNNMMMHMI-“MM“

D. ummmwﬂMmemlw
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Addendum No. to the Billing and Collection Agreement (Customer's Name)
Biking and Collsction Performance Requirements

Mnmmw-mm.mm-mmrﬂm-mb
BeltSouth, biling charges for sad sarvioa(s) wihin 45 calendar days from the

date the end user requesisd canceilation of sennce. Bhoukd % Customer
mmmmm&dwpﬂ.mﬂmu
situstion an Occurrence of bilfing Unsuthorized Charges.

disted
mm“rﬂmﬂwcu:wnmmmumﬂ
wdmmmmmﬂuwmmmdmhﬂu
mmmmwhmm

T. 'mdumu-dcw

A

mmwu-m-ucuwmw
wmunm«mmuwm

mmmﬂwlmmwcmwﬂmmnuﬁ
mmuumm»u;.,mmuﬂw:ﬂnmd
Mﬂnﬂhﬂlmnpﬂndmwmnm
will o place’
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Addendum No. to the Billing and Collection Agreement (Customer's Nama)
mmmmwmmm

(1)

(2)

(3)

(4)

version 11.0; 9/11/88

nolification, o comect the situation. Submission of EM! records for biling
dmumwnu1muﬁwﬂu
considerad, by the Parties, a8 a second Occurmenca. in sddiion to the
mmnmu.w.nmum
mwﬂ#ﬂmwmﬂ-mﬂu
unauthor m,ummmmmuw
Feeforb qnflnumtudm.ﬂhmhmﬂdl-
Addendum, par OCCuMencs.

Secong Onarrence
mumm-.m.-mmwmmmu
notify the Customer, In writing, of its findinga. The Customer will heve 10
Mmmmdnﬂm.nmum
delmbwbﬂ'ﬂdwum
sfier this 10-day perod will be considered, by the
Parties, a8 2 third Occurence. In addiion 10 the cherges described in
erlm.n-muuwmnmu
mmun-mdmmmuw
Hp:rmlnmwﬁihrll'qdinw
mmmhmu.dﬂwww.

m
In the casa of 8 Non-clearinghouss Cusiome, it the third Oocumence

mmumumu&mum-
sel forth in Section 13. of this Addendum. And, in addiion to tha
o

Ses Sub-section T.B.(5), m.mmmmm
Mmhmcummﬂm

Acditional Terms for Cleaninghouss Customens
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Addendum No. to the Billing and Collection Agreement (Customer's Name)
Billing and Collection Performance Requirements

The Clearinghouse Customer may have 8 maximum of __ Ocourrances
of biling end users Unauthorized Cherges. ¥ the Clearinghouss
Customer exceeds this me. imum BelScuth mey, in s sole discretion,
mrﬁmhﬂrﬂumemudu
Addendum.

B. Terma and Conditions Common To All Occurrences
wmuwummmnmmmm
200

1. Thlnunhwnlnmnmwﬂn-mmw-wuddrmmﬂn
WWHMMGI&MM.

2 mwmnmmudwumm*mmum
{m:dmmwnmwn-hwmm For &
cmwwwmﬂwuﬂnmmm
numbaer{s) wil also e incduded

3. m-mmwummmummmmum
from its systsms and retum them to the Cusiomer &3

form in Exnibit B (Rates and Cherges). In addition, tha Cusiomer will pay the
mmhmwmwaw.umhwu
of this Agcendum, lor sach Occormance.

4, mwwmmmmﬂrummuun
wwmmmwwuwwnmu
Mumnﬂuﬂtmurﬁl}ﬂnﬁmh-n{u.nm
MMﬂMHMIWbmmmbn
Customer thvough he normal post-biling adjustment process with 8 unique
adjustment raat 2n cooe. The Customer agrees 10 pay BeliSouth for s cost o
mmmmwuuu-wmmhmmm
B.

\smningtion. mmdhwnmpﬁuﬂhnﬂ
MMIIMMMNFMMM.

Ml.llﬂumhmﬂhfhh.ﬂndw
Charges, BeiiSouth wil not accept Mesaages from the lerminetsd

through any other Clesnnghouse Cuysiomers sgresment until the
mwmmmuummummlnm
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accepiadie performance standards.
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Addendum No. to the Billing and Collection Agreement(Customer's Name)
Billing and Collection Performanca Requirements

c.

1.

1

1nhmﬂnwucum.mmmm“.m

nmwrrmmrml.uwﬂwmwh
mmmmwmww-mhm.m
ummmm.nuﬂdw.mmww
mumbﬂnhhmw Furthermore, BelBouth mey
wmmmmmmwmhﬂ-ﬂum
mummmmwwwwumum
mmmmmm

mmwmnuwmumuwm
information service-'elsted Servioos.

ﬂmmmwmmﬂnumhunntd-m
mmwummmmwmm
wdm'-mmuwm-muumu
MW-WCMWMMMM
mmuﬁumwummuucmum

and (b)a lo diate o Cugtome
andior Client's IBAT. In scdition,
the Customer wil immediately Btop sonding BeilSouth Ty Messages
fror.. this Cllenl.

wmmnmmmd*mmmwmnul
mummw.cm,uwmm
does not nobty BalSouth,

mm.muﬂw.mnnmwwmm

government agencies substantaied ceses of he Customer o Client DEINQ
memﬂ-ﬂuwwmmmum
uummwwmmwmmm

MWWJMMMMWMWHN

mmwwwmwnudummmn

Adminigtrativa A
ummmﬂ‘dmw.ww.

mwmﬂlcw‘tm_mmmwnm-mm
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Addendum No. to the Billing and Collection Agreement (Customar's Name)
Bllling and Collection Performance Requiremaents

before sanding any of its Messages 10 BeliSout for billing to ensure tha Cllent i
nol. nor has not participated in any subslantisted cases of Slamming, Cramming.
or fraudulent practices. The Customer will not send BeltSouth any of tha Clent's
u—wmmmmmunuumumm
mmmwummmmmnﬂmw

8 Percantage of 2. i} sstments to Number of Billed End-User Accounts

Fnrnmcumﬂundcmmhuswhﬁimﬂumdhﬂm
Traffic that faita into the follow ing categoriea:

1. toll sarvice;

2. Category 42 Service, and

3 Pay-Per-Call and Simiar (800) Senvices.

MfutmmﬂumnmhMMum
mmwwwnuwuwwutwn
total number of and-user accounts th at Included the Customer or (llenl's charpes.

anuuwwnmcm
a1 mhmmwmlmljmuummﬂm;w
adjustmeni(s) or oredil{s) with ina following exclusions.

On the effective date of this Adgendum, the loll number of overal scjustmems wil
achuds

G Pre-piiing Category 41 credits, and

H. memﬁmvmm.m.mr.w.nw

nmwmmwmmmmm:“m-
nwwmumm.num-mnmu

I Aa-bill Requested; and

J. mmrmﬁwmm-mmnnwn

mwmﬂdmwwmﬂlﬂuwnmumhudm
rendered.

A WﬂhTu.-hhmhw
()

the cass of 0 sa Customsr, with the Traffic category

BaiiSouth will caiculste e Customers weighted oversd

percantages
targel percentage at the CIC level
(2) Clgannghouse Customer
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Addendum No. to the Billing and Collection Agresment (Customer's Name
Bllling and Collection Performance Requirements l * ]

(1.8., sach sub-CIC 3nd CI7 submating Messages 10 BeSSauth under this
Agresment) Traffu calegory percantages BeitSouth wil caicuiste »

(3) W
rom the oate of s Aodendum through June 1060 the
%

Customer's CIC-level overall targel percentage will be __ %. Effecove
July 1890 ths target percentage wil change to __%. Emoh Sarvice
Pronder's target percaatage wil be provided (o '

whaa svsiiabia. During the remasning lerm

!
E

biiled 21 the sub-CIC, or Service Provider, level. When this expanaion oocurs the
Custome: s rees 10 the implementation of 1he s and conditions set forth in
(1) below Wheress, BalSouth will implemant immedisisly the Discourd
Incanttve terms and conditiona set forth in (2) baiow.

(1) Percent of Overai Agustments 1o Blled Accounts

Esch mon™ BallSouth will compare e Cusiomer's CiC-avel
actusd oversil percentsge wikh R weighted oversll ltarpet
percenisge. 'Wih the first Occumence of e Customer
exoseding the overal tarpet percentage lor two ot of the thres
meonthe in any glven three-monih penad BellSouth may erminste
this Agreement for default as set forth in Bection 1. of thia
Addendum,

b) Céant Requirsment
For every thres-month period of his Agreement each Cllent or

Version 11.0: 911/68 Poge 18of A/

FINAL & MASTER VERSION




Addendum No. to the Billing and Collection Agreement (Customer's Name)
Billing and Collection Performance Requirements

¢)

Service Provider, i3 aiso responsible for maintaining ta overslt
tarpet percantage in two out of the threa months.

Each month BefiSouth wil comoars each Clienl's s @l oversd
percentage with s waiyhted overall tanget percentage Wih the
first Occurrence of the Chent excescing ™ ove sl lagel
parcaniage for two out of the Tree montha In any ( ven twee-
MWHMMrmmhhan

Condition of Termination

¥ the Customer andior Cllent is lerminated for exceeding its
overml targel percentade. two Cut of the thres months, BeltSaus™
will not wcosot Messages from ine Customer andfor Clent under
N0y ¢, standard (or direct), BAC Servica sgresment or Tough
mwwwﬂmw
andicr Client nas cemonstrated to BelSouth's satefacton fhat R
will mest accoptable performance standerds.

(2)  Discount inconive

Al the 4 of every 12-monin penod BeliSouth wil ceculste e
Customer's CIC-evel annual, oversd, actusl perosntage and compars R
0 the Customers CiC-evel weighied, oversl, targel percentage b
determing the Customer's performance. When (he Cusiomer's sctusl,
md.mﬂm¢|ﬂ¢rmﬂnn-ﬂﬁw
targst percentage, for the seme yeer, BelSouth will reimbures the
cm-mdumﬂmwm.mum
dMM.MmmthFﬂﬂhﬁh
Saction 12.A of this Acdendum, which will be sxciuded.
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Addendum No. to the Billing and Collection Agreement (Customer's Name)
Bliling and Collection Parformance Requiremants

Customar by the end of April.)

Al the ena of every 12-month pancd BellSouth will detarmine whethar or
not the Customer qualifes for reimbursament of BAC Sarvics charpes,
a3 cefined in Bub-section 0.8.(2). When said quaification s met
BeliSouth wul notify (he Customer within 45 calendar daye sfter the last
day of the 12-month period.

month will report 10 ha Clsaringhouss Cusiomer ssch

Service Providers monthity actual, overall percentage &3 wall as the CiC-
level percantages a4 500N 33 POssibe but NO ister than the and of the
following month (8.g.. March actusi percentagas wil be reponed to e
Custorner by the eng of April )

AL Inc end of gvery 12-month period BellSouth wil determine whether of
not the Clsaringnouse Custormar guaitfies for rembursement of BAC
Service charges. aa defined in Bub-section 0.B.(2). VWhen said
quaificaion is met BellSouth will notify the Clearinghousa Customes
within 42 _ Jlendar days sfter the last day of the 12-month pariod.

D. Processing Adjustments and Cradits
The Cusiomer agrees o submit all post-biling sdiustments o BeliSauth In
accordance wih e BeliScuth SPBOC Memo andlor Category 41 Service
processes dooumentad heren and In the Rederence Guide for B Processing
Service, The Pwies wil consider any attampl of the Customer 10 circumwent
BalSouth's processes of 10 manipulale ita monthly adjustment count in My way
a8 an evenl of defauit.

9. Stats PSC, FCC, and BellSouth Exscutive Level Complaints

Receipt of stats PSC, FCC, and BallSouth exacutve level Complaints in connaction with
Cusiomer and/or Clisnt chiavges which have bifad in the BeiSouth envalope are an oPeciad pert
of doing business in § reguisted environment. Based on higtorical dets BeliSouth believes i
shouid, 23 3 normal course of busingss, receiva a8 maximum of .0018% of Complsints o billed
ond-ueer accounts, each ronth, per Customer. When the monthly percentage of Compilaints o
biled end-ushr CCOUNtS i greatr than 0018%, the Customer agrees 10 pey BelSouth he
Administrative Fee for PSC, FCC, andbr BedSouth Executive Level Complaint, set forh in
Section 12 of this Addendum, for sach Compiani received above the obal number of Complaints
that represant .0016%. VWhen available, BeliSouth will provide its Clearnghouse Cusiomers with
summary information on Compisints givng Chent identificsion. A Complainl Invaiving
government mandated charges, Preferred Inlerexchange Camier Charge ("PICCT), andior
Universal Servios Fund ("USF") will nol be countad &3 an executive jevel Complasnt.

10. Additonal Biling and Coflection Parformance Requiremants

BeliSouth reserves (he right 10 setablish acomona Bling snd Collection Perfonmence
requiremants at any tmae during the lerm of this Agreement under the condition thal BeliSouth
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gwuwwnmmmammmm.ﬁwmn.MMw
MnMHNMﬂthmmI“ﬁmm
wmhm.WMWMMNNMWWb

abova paragraph

mammwnmumumwmm.na
mmmrmmmmmmmnuwmnm
11.  Recourse of Non+egulatcd Charges

mPlﬁumﬂthISmemmwmwll
Wa@mmmnmvmqimmmmm{ln.M}m
Finsl Eng-User Accouns. Munﬂmnwwmuﬂmumm
mwmmmmw,umw,mnm
12. Retas and Charges

Tha following terma, retes, and charges a3 hereby added 10 Exhibit B:

The following charges and parcentages are ICB. In accordance with tha terma of Exhibit
l.nununhmmmummwdmmmwmnm
dmmmmnm-w

A Administretive Foes

1. PSC, FCC Exaculve Level C

Per Complaint in of tha Montnty Target,
Per Customar of Cliend §730.00

ety e e
Per 1.750.00
An Unautnonzed Cn
Eh $1.750.00
3. W
. End-User 301 $500.00

13. Termination Upon Event of Detfault

mp PN
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Billing and Collection Performance Requirements

sm__dmumpuuumm“mwmmwmuw
;Hh-nmmmﬂummdhmwnmnwmmm

peragraph ¥s st0p.)
1. Customer misrepresants itself as BellSouth while salling its services.

i mwmmumumu—wu-m
Wﬂmmumﬂuummmm-m
Service Name(s)

1nwmmlxt:ldnwm._ww
lm:nmmWﬂwmw
and/or Service Namaas.

3. lnmﬂmmmemr.i.ﬂ}dmm_mn-llm
wammmmmm

anammwru:}dem._‘m
w-muwmmﬂmnm

4 :nmummmhnu.ummu__wmum-
Mmmﬁymwgﬂm.brwwdmhw
number of and-user BCoOUNSE two out of the threa moning of any ghven Iee-
month perod aver the tarm of this Agreement

14. Termination for Convenlence

Pw_mm#dmmmwnmmmm
langusge’

B. MPmmmﬂW.mmwh

rmmmﬂmnmm;mwmhwm,dm
I,wmuumwmmwmm. They further agree thet the principel
mmwmm:m«-ﬂ.mmuwmwm._
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Addendum No. to the Billing and Collection Agresment (Customer's Name)
Eilling and Collection Performance Raquirements

entire Agreement between tha Paries hereto.

IN WITNESS WHEREOF, the Parties herelo have wxecuted this Addencum No. ___ by
their duly suthorized representatives in 0ne of mors counierparts, each of which shall conatiute
an origingl, on the data sat forth in the first paragraoh of this Addendum.

BELLIOUTH:
Signature: Name of Signer: Joseph M. Beker
Tite: Vics President - Saies, intarco nection Services

CUSTOMER:
Signature: Hame of Signer:
Tile:
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BellSouth Corporatioa and its subsidiary und affillased companles (collectively
“Beli3outh™) strongly support the Commission’s efforts relating to the improverneat of bill
format and clarity as outlined in the Notice of Proposed Rulemaking recently released In CC
Docket No. 98-170, BellSouth belisves thst the Commission can provide leadership to the
Industry and a forum to address the problems related 10 multiple billing formats and can eahance
the possibility of finding solutions 1o those problems oo & natioaal level. BeliSouth recognizes
' that the Commission and state reguistory agencles have concurment authority over carrier billing,
BellSouth urges the Commission to work closely with the states to develop guidelines for & basic
bill format and comtent sufficiently flexible 1o be applied w0 services provided by
telecormmunications carriers to customers anywhere in the country,

BeliSouth believes that the Commission should not lmpose billing content snd format
requirements on CMRS providers. The Commission initisted this NRPM based upon the
incressed number of compleints flled by ead-user customers relating (o be insdoquacy of
information provided on tolephone bills. BellSouth shows that there [s no significent level of
complaints concerning CMRS bills. Most CMRS customens have coatracts with thelr provider,
which outline the rates and charges that will appear on the bill Customers desiring to make sny
change 10 their service contact the provider directly and make the change. Also, in the
competitive CMRS market providers cannot efford ko be misleading or deceptive in their billing
practice because customers can easlly change providers.




Befere the
FEDERAL COMMUNICATIONS COMMISSION
Washlagtos, D.C. 20554

In the Matter of
Truth-in-Billi
Axnd

Billing Format

CC Docket No. 98-170

S S S N

COMMENTS
BellSouth Corporation and its subsidiary and affilisted compunics (collsctively
“BellSouth™) flle these comments in response to the Notice of Proposed Rulemaking CNrRM™)
issued in the above-captioned docket.'
L INTRODUCTION
The Commission has sought public comment as to certain measures simed st producing

bills for telacommunications services which are clearcr in thelr prescatation aad more
informative to consumers. The NFPRM rightly observes that ambiguities In bill format and
inadequacies i service description and provider identification impede consumers Lo sxarcising
informed cholce in their selection of services and contributs to the [ncidence of “slamming” and
“cramming” by a minority of unscropulous providers.?

BelSouth strongly supports the Commission’s effort 1o enhance blll clarity and provide
telecommunications service customers with the information they need to make iaformed
purchasing decisions in an increasingly competitive market. As reosntly demonstraied through

' In tha Maner of Truth-in-Billing and Billing Format, CC Docknt No. 98-170,
FCC 98-232, Notics of Propased Rulemaking, released September 17, 1998.

: As stated in the NPRM, is generally understood to be “the unauthorired
change of a subsoriber's selected carrier for mmMMM




the forum to address cramming sbuse,’ the Commission can provide vital leadership to the
mmmmmnmwmmmmmwum
billing. Nevertheloss, ln filflling this role, the Comm'vsion should not sacrifice flexivility to
upﬁmwmmﬂnmu{mbﬂﬂqnﬂn In addition, it must be recognized
Mmmuﬂmmmmﬂhnﬂhwmmih
Federal and stato level against that minority of service providers sseking to profit through
doosptive and unethiosl business practices.
. LEGAL AUTHORITY

BellSouth concurs in the NPRM determination tha! the Commission has suthoity under
Tite II of the Communicstions Act, 47 U.S.C. § 201 o seg. to regulate common carrier biliics o
end users of that carrier’s own izierstate servioes and ancillary jurisdiction under Title I, 47
U.S.C. § 151 ¢f s6q., 10 regulate a carrier’s provision of interstate billing services oo bebalf of
another carrier. 1t is also clear that concurrent authority is exercised by state commissions with
respect 1o the billing of lntrasate telecommunications services. Finally, various Federal and
quwhhmﬂmmhm:-ﬂmﬂ
mwuumummhummammmmt

service,” NPRM ’-&dﬂhm “the peactice of unaythorkzsd
Mmﬁw“h pl.tndn:m‘ ﬂW' NPRM m 4 3.
» FTC Takes A ‘Crammers’ to Court; Kennard Seeks LECy’ Help,
Telecommunications Reports, 27,1998, = 12.
2 See Loulriana Pub. Serv. Comun'n v. RC‘.C‘;}HEU.E.HS 1986) (bolding that

Section 152(b) reserves o the states intrastate
that exercise of state suthority may or even impede the realization of Federal policy ).

’ Notable among which
ﬂmm;'muumm n abuse rﬂﬁnmw
Commisrion to Seek Public Comment on m{mnlm;
http:/iwww.fc. goviope/1 998/98 | O/nineguic hem,




IHndﬂylicityufwnmuiﬁ-—-dhp-ﬁmuhMjm
exsrcised by this Commission and state public utility commissions—malces |t imperative that the
Commission work closely with states to develop guidelines for bill format and costent which arc
accepuable in both jurisdictions. [n the absence of such coordination, & multi-state provider Like
BellSouth faces potentially conflicting requircments, which will add slgniSicantly 1 the
complexity and cost of the billing function. In addidon, such disparste requirements are
mmum&mmmmmmwmmmmw-
intent 10 enhance clarity and information content of service bills

Apmtmmmmdwundmc@hﬁu‘:h-ﬂcﬂu.hm '
suthority in this proceeding is circumscribed by First Amendment protections accorded to
commercisl speech and by the fact that the telephone bill s nsed s & billing vehiclo by pumerous
mup.wumuw)mmnu#uwm
the Communications Act.

ML BILL FORMAT—ISSUES RELATED TO WIRELINE PROVIDERS

The Comunission requests comment on various proposals intended 10 lmprove bill
pressntation. One such measure would require physical scparstion in the bill (e.g., through
soparsic pagination) of billad servioes by service category. Altematively, servioes could be
grouped by service provider. Other proposals include the addition of & section 10 summarize the
cuarrent status of servioes on the customer account end a section to highlight any change activity




BellSouth favors (and currestly practices) organization of the bill by service provider,
Using this format, a separate page is provided for each entity billing charges. Billing aggregators
(clearinghouses) are likewise allotied scparate pages. Each provider's name and & toll-free
oumber are promincatly displayed st the top of the page, followed by sn ltemization of the
cherges. Oa clearinghouse pages, & separate seotion is provided for cach service provider billing
charges, with the service provider name preceding the section coataining that provider's
charges.!

BeliSouth organizes by service category today as a secondary sort and recommends this
method. An exception, bowever, noeds to be made for packages of services. Packages, which
offer coasumers opportunities to leverage thelr purchases end recelve better pricing, are
becoming mare commonplace across the industry and frequently eross catcgories of service.
BellSouth recommends that these offerings be shown in & unique secdan for packaged servicss.

The inclusion of a summary page organized by services is contraindicated by customan'
expressed wish for a shorter and simpler bill. A summary page would inclade no information not
already contained in tha [temized billing descriptions and would significantly increase peper,
printing snd postage costs of bill production. In addition, cxtensive software changes would be
necessary to BellSouth billlng systems to enable carriers w0 remit information for a service

summary page which is separate from informastion appearing on the bill page.

:Hmh-uhh—ﬁ_um information reported on the immedistely preceding bill. NPRM
at ;




Ou similsr grounds BellSouth opposes the suggested use of & scxvice changs page.
BellSouth does not maintain subscriber information regarding servioes it bills on behalf of third
partics. Massive revisions would be needed in order to store such information in sufficient detail
to pen..it system recognition of month-to-month changes at elther a provider or service level.!

As an altarnative 0 service summary/service changs pages, BellBouth suggests the use of
& summary page, displaying the names of service providen and/or elearinghouses whoss Hiling
Is included on the bill and the total amount billed by each. Providers billing through
clearinghouses would not be separstaly identified on the summary page but would be meluded I
the clearinghouse total. This proposal has received favorable comment by customer focus groups
snd is presently under consideration by BellSouth.

Finally, any consideration of formatting guidelines must recognize that 1o & degres the

" nmuhwmmmuu- urdu*hum':
F‘h'dmnlﬂ'iu information mw ww a
code change. SA dmuvh:huﬁﬂti:- rescller cannot bo
detected by pormal procedures). At presemt, m’&ﬁ- in

nommegul dooe not separuic does require
I L IS S




significant confusion among customers who relocatc to s state employing & different billing
format. The sams circumstances make it difficult for BellSouth © accommodate customers who
desire a single bill for services rendered (n multiple states and customers whose practios is to
reamit all bills 1o & single location for payment disbarsal. For all these reasons the need for &
national consensus on basio bill presentation requircments (to the extent this is achicvable) can
hardly be overstated.

Notwithstanding the advantages of uniformity, any guidelines sdopted through this
proceeding must also be sufficiendy tiexible to sccommodats variations in the technologioal
capabilities of billing companies and expressed customer preferences. With respect 1o the lamer,
many large business customens of BellSouth have requested bills to be rendered electronically
(e.g., by magnatic tape, CD-ROM, diskstte, Intemnet), allowieg organization and analysis of bill
cantent in various formats. The increased use of on-line billing hes creatsd » demand among
both business and residential customers fior individualized formatting options (¢.g., separation of
reimbursable expenses from non-teimbursable, expense tracking by employee or family
member), Ultimately, BellSouth hopes to extend these options to recipients of the paper bill.
The Commission's formatting guidelines should not be so narrowty drawn as to impede these
IV, SERVICE DESCRIPTIONS—ISSUES RELATED TO WIRELINE FROVIDERS

In BellSouth's experience, complaints of inadequate or unciear service descriptions are
most frequently assoclated with third-party charges for miscellansous services. BellSouth has a
policy requiring that service descriptions intended t0 describe such bilting be submitted 10

iternization must be in Louislana thers |s a requirement for
Kentucky ite provided only on request;




BellSouth for prior review and spproval. Currently, the third party service provider is sllowed 1o
use two 12-character flslds for transmitting the pre-approved description. No mechanlsm exists
ummmmwmumummnﬁ-ﬂmmwm
spproved by BellSouth. Ultmately, BellSouth has scheduled implemeatation of  table of
approved service descriptions, which can be sccessed by the provider as the billing record is
submitted. This will insure that only spproved descriptions sppear on the BellSowth bill. In
conjunction with establishing table-driven phrases, BellSouth will expand the program ficld size
now allotted to the servics description (o permit grester deteil oa this clement of the billing
iiatement

BellSouth concurs in the NPRM proposals o require ideatification of both the service
provider (in the case of resold services, the reselier) and the billing clesriaghouss (I
applicable).” All such lnformation Is correatly svallable on BeliSouth statements and s
undoubtedly of value to the consumer. Nevertheless, with particulsr reference 1o ressller
Whmﬂhwmmnﬂﬂ:Mouhmm
s alone sufficient to prevent the slamming activity described in the NPRM."' 1n BellSouth’s
region, this form of slamsing remains a problem, largely because it can be effected without the
necessity of procsssing a prefecred intsrexchange carrier (“PIC™) change through the local
exchange provider, Bince the PIC code is used to identify network routing, BellSouth’s systam
mwm-wmmm&ﬁnduummmuu

®  NPRM at§23. Providers billing tough a clearinghouse should be permitied to
purchase customer functions from the cleeriaghouse (s frequently oocurs today). [n this
midmmm&hMMEWmh

n M




used for call transpart. Hence, even the application of a PIC freese o the account will sot
prevent this abuse of consumers.

To address this problem, BellSouth supports the usc of & carrier identificstion code (CIC)
for all sarvice providen including “switchiess™ resellers. The CIC is & uniqus identifier. CIC
assignment to each service provider would enable LEC records to reflect the entily that is
sotually billing calls to the end user customer. This identification would, in turn, facilitate the
detaction of slamming and permit faster resolution of PIC disputes.

The CIC Ad Hoc Working Group to the North Americaa Numbering Councll (NANC)
and meny Industry members, including BellSouth, support elimination of the requirement thai =
service provider purchase a Festure Group D (FGD) trunk es & prerequisite for CIC assignment.
The Commission should adopt this recommendation end epprove CIC use for resellers, as it has
been urged 10 do da & recent rulemaking.

In BellSouth's view, opening CIC assignment 10 resellers constitutes the most poteat
measure to combat slamming which has beea identificd 1o date. To address cramming,
BellSouth and other kndustry members have suggested consideration of & bill blook in the Ant-
Cramuming Best Practices Guldelines, which will enable end users 10 specify thosc companies
from which they will (or will not) accept billing. Such & service provided by the LEC would
have limited effectivencss, however, unless supported by a national registry of
telecommunications service providers, which would assign & uaique identifier 0 cach service

B Ses Adsainlewration of the North Americen Plan Carrier Ideatificstion:
Codes (ClCa) GCMNB.MT,WM# ard Ordler,
o 9, 1997, and BellSouth Comments, March 6, 1998; Report and

Mdrhﬂﬂﬂib:l«h(?mznh orth American Numbering Cowncil
will

Ulre and Assignment of Carrier Codss Foh%l
fmﬂ 1-13, -lwy.ﬂllﬂﬁﬂm the of Cl h.'



provider, Without national registration, 8 scrvice provides biliing through multiple
W(ﬂmﬁwmwwc identities by the clearinghouses) can
continue to remit billing to an end usc 10 has requested a billing block unless all sub-CICs
qﬁ'ﬂungmmmwmmmmmnmmm-ﬁ
mum.mmmmmmmmhﬂmn
mhwmmw-mmuunﬁwuwuﬂu Provision of
such a service would also be contingent upon enhancements to billing syatem software and
modifications of BellSouth's existing contractual arrangements for third-party billing 1o maks
these subject 10 an end user bill block optios.

BellSouth malntains that consumers should be |nformed of the distinction betwesn
“deniable™ and “non-deniable™ charges and that all “noo-deaisble™ charges should be identified
28 soch, whether or pot they pertain to pay-per-call services. This oan best be sccomplished by
means of an asterisk next 10 “non-deniable™ charges aad an explanatory footnots on the front
summary page of the bill. End user customer feedback further indicates that segregation of these
charges on & scparsis bill page is ot a favored formatting option aad interferes with other, mare
informative, sorting.”

V. PROVISION OF INQUIRY/COMPLAINT INFORMATION—ISSUES RELATED
TO WIRELINE PROVIDERS

mmatmmmm-hmuunmmu&-w

mﬁﬂmmmmwﬂnmm-ﬂwwl

rossllers, and thereby allow easier identification of these serviee providers, cnhancing the
ﬂmmmmmmﬁmmﬂm' Id sty 12.

- Currently BellSouth is required ﬂumd@.:bwm




In fact, for end user customers, the distinction between “denlable’” snd “nondeniable™ is much
Providers billing a clearinghcuse should be to list the

A ﬂugg:ﬂhﬂ_ﬂgﬂ&-
clearinghouse under the billlng agreement.

__. C.lﬂn!l EE n_l‘nl, ..-.lq_u.a.
Eﬂ:iiwiﬁﬂfiﬁl!&hﬂpﬂi%l
insbility 10 contact the service provider.




throughout the industry. Nevertheless, attainment of this goal roust ultimstely depend upon the
exercise of regulatory oversight by the Commission and the stxies and the willingness of
regulators 1o act decigively to enforoe all existing rules in cases of egregious neglect of customer
service obligations.

VL. ISSUES RELATED TO WIRELESS FROVIDERS

The Coounission should not impose billing content sad format requirements o
Commercial Mobile Radio Servics (CMRS) providers. The impetus for this procesding was the
“tremendous growth in consumer complaints™ resuiting from misleading or unclear billing
practices.” No reference is made, however, 10 consumer complaints filed against CMRS
providers for misleading or unclear billing practices. In the abscace of & compelling record that
the CMRS industry's billing practices are problematic, the Commission should not reguiste
billing for CMRS services.

Congress has recognized that regulstion of CMRS billing practices s unnecessary. As
the Commission ststes, “Congressional concamn over confusing and misleading telephons bills
has resulted in pending legisiation to regulste telephone bill format.™ The Commission falls 1o
acknowledge, bowever, that the proposed legislation expresaly carves out CMRS servioes from
regulstion because the number of slamming complaints in the CMRS iadustry has been
negligible.” Given that Congress hes excluded CMRS from its proposed leglalation regasding
billing format and practices, the CMRS industry should similarly be exempt fr-= sny FCC

" NPRM ot 1§ 2.3,

" id st (referencing S.1618, 105* Cong., 2d Sess. (1998)). .

. 8. Rep. No. 1054183, st 8 lm][ M“{tﬁﬂ““nm
commercial mobile radio service] pn 258 of the Communications Act

wiﬂ:in%:muﬂﬂ Mhnﬂcdh—-ﬂmm



regulations relsting 10 billing. The Commission should not impose & complex sad expensive
regulatory scheme on the CMRS Industry without good reason. In this field, there is no evidence
of a problem requiring a solution.

The CMRS industry should not be subject to billing regulstion because it s vastly
different trom traditiona! local and interexchange services. Unliks local cxchange end
interexchangs pervices, the terms and conditions of CMRS services are typically provided in
writing before a consumer obtains service. In cellular, for example, a consumer geacrully sigma
up for service pursuant to a contract that clearly srticulates the rates, terms and conditions for
sexvice. Similarly, although some Personal Communications Service (PCS) carriers do nut
require a contract, the terms and conditioas of service are clcarly provided with the bandset that
the customer must obtain prior to initiating service. The provision of urms mnd conditions [
writing prior o obtaining services is Likely one of the main ressons slamming and billing format
complaints aro virtually nonexistent in the CMRS industry.™

Another principal reason for the lack of slunming complaints in the CMRS industry is -
that requests for change or addition 10 a customer’s services mual generally be made directly to
the CMRS provider. Slamming generally occurs when an IXC informs a LEC that 8 customer
has requested that the IXC be made the customer’s PIC. The LEC then changes the customer’s
PIC based on the representations of the IXC, without aay direct contact with the customer. This
does not appoar to ocour in the CMRS industry. All or most CMRS providers will maks servics
and billing changes oaly If a customer contacts the CMRS provider directly and specifically

requests such changes,

®  BellSouth has pever received & FOC formal or informal coreplaint relating 10 the
format of Its CMRS bills.
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Moreaver, these ane fewer opportunities for slamming in the CMRS industry thaa in the
wirelina telephone business bocause CMRS cariers are not under anty obligation to permit PIC
changes. Under Section 705 of the Telecommunications Act of 1996, 47 U.S.C. § 332(cX8),
CMRS carricrs are exemp from equal access requircments. As a rosult, CMRS carriers provide
their subscribers with & vazriety of service packages, in some cases including Inwegraed local snd
long distance calling under a single rate plan. PIC changes arc not compatible with thess mte
plans. Given the competition among CMRS casriers in offering attractive combinations of loce!
and long distance servioe, there Is Little or no opportunity for slamming.

The competitive nature of the CMRS industry also deters any misleading or deceptiye
billing practices. Because consumers generally may choose betwosn a number of competing
CMRS providers, customer satisfaction is critical 10 maintaining market shars. 1f a CMRS
provider engages in deceptive practices, its subscribers can easily chunge 0 & competing service
provider. Thus, marketplace forces are sufficieat 1o deter the type of billing practices the
Commission Is stiempring o prevea.

Although most messures described in the NPRM cannot reasonsbly be applicd to the
wircless industry, the Commission's proposal requiring the name of the reacller (rather than the
underlying facilities-based provider) to be prominently displayed oa bills is slready practiced by
most CMRS providers. Thus, s CMRS reseller sttempting to creats & market presense would oot
be required to disclose the name of the company that is sctually providing service.™ This
proposal makes sense for the CMRS industry, especially with regard to resale and roaming.

o See NPRM = 123.
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A CMRS licenses offering intagrated PCS, long distance and paging services under jia
brand name should not be required to disclose the name of the long distance companics mnd
paging companies actually providing the services being resold. Rassllors often employ a variety
of underlying carriers, some of whom msy also be resellers. Several Jevels of resale mry
actually be iovolved. As a result, the billing CMRS ressller may be unable t0 detecuine the
identity of the ultimate service provider. At a minimum, it would be costly and confusing to
require a reseller 10 differentisto among carriers providiog service on every call, because the
service of numerous carriers may be resald and the carriers themselves may be changed oo a
regular basis.

This proposal also accords itself well with the practice of CMRS roaming. BellSouth has
roaming agresments with & number of wircless providers. Pursuant (o thess agreements,
BellSouth pays a certain rata for its subacribens’ calls, which are carried o2 the networks of other
wircless providers. In some cases, BellSouth may pay a wirclgss carrier more 10 carry the call
than the rate actually charged to the BellSouth subscriber. This practios enablos BellSouth to
offer subscribers a single roaming rate over a defined geographic arca. BellSouth's customers
have no contractual relationship with the roamed carriers, and the rate charged to BellSouth
customera may bear no relaticaship to the rates charged by such carriers. Thus, 0o customer
beneflts would socrue by requiring CMRS providers to discloso nemes and contact infbormation
for carriers providing rosming services o a subscriber.

By contrast, the Commission’s proposal regarding the treatroent of deniable and
nondeniable charges is inapplicable to CMRS. If a subscriber refuses to pay & valid charge on a
CMRS bill, service will be disconnecied. BellSouth is vomware of sny CMRS provider that
provides billing for charges that will not affect continuity of service,

L]



mwammmﬁnmwﬂnm-
countervailing public beocfit The Commission indicates that {t must balance the perosived
mamwmﬂwﬁummwwmun{
implementation.® mﬁ-mmmuhmﬂmmm-ﬂ
$1,000,000 in programaming charges simply 10 add an additional page of CMRS billing
information. If the Commission requires CMRS bills 10 contain information from peo-vious bills
(-lmmnmtmhucﬁﬂm.prwunmuuhrumduw-d
mmm:lmhwﬁhm In addition 0 progoamming
costs, each additional page of information would cost approximately $0.07 pex subscriber per
month. This cost must be balanced sgainst the dearth of billing format complaints and the fact
that oven without Comsalssion intervention, CMRS carriens laclude a varisty of infomuative
:mummundﬁnmﬂmwm'-mmw A
man&m*-mmmmm.mwutmum
mﬁh“hﬂ{tg,ﬂ“h‘ﬂ“it}nuﬂi-lwwm
number for all billing questions.
VIL CHARGES ASSOCIATED WITH FEDERAL REGULATORY ACTION

M'mdmmumwmmrm
mmﬂmwﬁhmbﬂdinmm—hhm-mu
substantially reducs the vohume of cells recsived each month by BellSouth business offices
which are generated by the sppesrance of such charges on consumer bills. To the extent camiers
Mumumwmrmmmwwﬁ-m

wm“mmmimd-pﬂumum By contrast,

= NPRMm §11.

(B ]




Hdun-mdmm&mwﬁﬂmofmwuﬂh;hﬂudpmm
since this information would be difficult to develop and maiatain at an ead user lovel, would be
of little use 1o consumers in their selection of competitive prefercnces and would add
unnecessary coraplexity to the bill

BellSouth belicves that the formulstion of “safe barbor™ language 1o describe charges
mﬁaa&mrmmmmmmmhwumﬂ
some consurners in making service and rate comparisons. To that end, BellSouth proposes the
following “safe hasbor” provisions applicable to universal service asscssments:

The 1996 Telecommunications Act requires all interstate curriers

dmmmmwnﬂm
mmmmmwmrm Thiz

ﬁﬂmofluuhgm‘ Whether or not “saft: harbor™ language is employed, s description
ummmummmmummm@.;,ﬂmhw.
first bill and anoually thereafter). Mm;mlr.puﬂiﬂm_ﬂnlhﬂmﬂ

" “I is my sincere expectation that the to adopt ‘safe harbor’ for
use by carriers choose to recover their service contributions and access
mmuﬁcﬂumhmumhﬁhm into an effior to pressure loag

qumpmmim.ummm * NPRM, Separais Siatement of




mﬂdh“mﬂhmﬂﬂwm:ﬂ-—.bﬂl lnserts and
mmmmmmm
VIIL CONCLUSION

Wih this procesding the Commission should aim 10 formulate guidelines reflocting &
mmrﬂ-ﬂmﬂmmwhbﬂum“
Jurisdictional boundaries. Thesc guidelines must be sufficienty flexible 1o sccommodate
mmwhmﬂmmdwmm

thMmhlmm Finally, it would be

unrealistic o suppose that the sbuses noted by the Comumission in its NPRM can be fully

addressed through billing reforms slone. Vigilant oversight—and where necessary, vigorous

prosecution—by Federal and state suthoritics rerasins neccssary to protect the public against et

minority of service providers whose competitive strategy depends upon public deception.
Respectfully submitied,

BELLSOUTH CORPORATION
And Its Subsidisry and Affilisted Companies
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Richard M. Sbaratta
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