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JACK SHREVE 
PUBLIC COUNSEL 

c/o The Florida Legislature 
11 I West Madison St. i 0iCii-l I SS I ON 

CLERK Room 812 
Tallahassee, Florida 32399-1400 

850.488-9330 

August 29, 2001 

Blanca S. Bayo, Director 
Division of Records and Reporting 
Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Re: Docket No. 010774-TP 

Dear Ms. Bayo: 

Enclosed for filing in the above-referenced docket are the original and 15 copies the 

Please indicate the time and date of receipt on the enclosed duplicate of this letter 

Comments of Florida Citizens. 

and return it to our office. 

Sincerely, n 

Stephen M. Presnell 
Associate Public Counsel 



BEFORE TIIE FLORIDA Y U  BLIC SERVICE COR'IRlISSION 

In re: Petition of The Citizcns 
ofthe State of Florida to 

1 
) 

irii t iat e rulemaking which w i I I 1 
require telephone companies to 1 
give custotners reasonable notice ) 
before customers incur higher 1 
charges or change in services, 1 
and allow them to evaluate 1 
competing alternative providers. ) 

/ 

Docket NO.  01 0774-TP 

Filed: August 29, 2001 

COMNIENTS 0 1 7  FLORIDA C'I'I'IZENS 

The Florida Public Service Commission rules do not require telephone companies to provide 
notice to customers of price increases in advance of tlie iniplenientatioti of new rates or changes in 
the terms and conditions of sei-vice. 

Historically, notification of price changes was accomplished by providing copies of telephone 
company tariffs in business ollices that were located in every excliang area and by the required 
publication of public nolices and cus~oiner- notitication when companies applied for general rate 
increases that required public licat-ings. 

Today, many telecommunications companies do not have public oftices Their tariffs are not 
generally available to the public. And the days of general rate cases and public hearings have 
disappeared along with rate of return regulation. 

The advent of competitive local, intralata and interlata services lias created a myriad of new 
suppliers engaged in offering a wide imge of  hasic and opiiolial services arid packages that, in 
total, can become bewildering to  a n  individual co~~siinier. Evcn ~lrc most sopliisticated of 
telecommunications customers is challenged to achieve tlie level ol'understanding that is 
necessary for the consumer to benefit from the competitive ma~-ketpIace Uninformed consumers 
make for an inefficient marketplace in  wliich companies achieve iinancial gain through consumer 
ignorance. 

Common sense dictates that parties to n contract for ongoing set-vices must have adequate 
advance notice when the prices, terms 01' coiidiliotis ofthe ser-vice contract chanze. We do not 
contest the ability of telecoinniiitiications companies to change thei t- pi-ices. We do, however, take 
exception to the practicc of not noti.fying customers or a change in p['ice or other terms and 
conditions that result in increased rates. Current procedures at best provide notice of price 
changes after the fact, thus denying a customer the ability to make a market decision in advance of 
a price change. Unless the rules are clianged, te~eco~iimunications consumers will continue to be 
made aware of price increases only when they receive a new bill, after the fact, and only if they 
should notice a change in price. Howcvei-, the darlc side ol'tlie exisling equation is that under 
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current rules, telecommunications conipanies can engage i n  ongoing clianges i n  prices and terms 
and conditions that work to the detriment of’tiieir subscribers without tlie customer ever being, 
aware of the changes. 

Changes in  the terms and conditions of a service caii Iiavc the same efrect on customers as a price 
increase, and such changes should also requite advance notice to customers. Examples of 
changes in terms and conditions that could result i n  increased cost to customers would be changes 
in timing methodoiogies (i.e. rounding up)  or addition of new rate elements that were previously 
part of the basic service rates (e.%. addition of a property t ax  rate element, or addition of a 
separate gross receipts tax rate element) The pi-oposecl rule includes both price changes and 
terms and conditions that either irnpact pi ices custoiiiers pay, or increase cost to subscribers as a 
result of a change in terms arid conditions. 

Existing Florida 1-ules do not even enstii-e that, alicr tlic Fcact, custoincrs will bc awarc of price 
incre::ses, because itemization of prices is required only once a year. 

The proposed rule includes a requirement that customers should receive notice regarding rate 
decreases and that such notice need not be made in  advance. The carriers should not have the 
right to arbitrarily change prices or tei-iiis and conditions without not ice. The improvenients in  
ratcs and tcrms and conditions may not be salisl‘acio1.y 10 llic custoniers Tnformcd consumers are 
critical to thc ei’iicient functioning of ii competitivc n~rlcct .  

It is worthwhile to note that tlie FCC recetiily required long distance carriers to establish web sites 
that contain price lists on a cui.retit basis. (This is an inadequate solution -- many customers have 
neither the access nor skill required to use tlie Internet. Besides, how often should they look?) 
While the requirement may help some C O I I S L I I I ~ ~ I ~ ~  to be aware of alternatives in the marketpiace, it 
does not deal with the problems of lack of advance notice or the sun’eptitious price increase that 
is overlooked by the ratepayer. The FCC “notice requit-ement” puts [he Iiiirden on the customers 
to seek out infoimatiun that should be provided to thcm. 

This issue (and many ofthc rcqiiirmiieiils in the Office of’ I’iiblic Counsel’s proposed rule) is not 
unique to the Slate of Florida. For ocainple, The National Association of Regulatory Utility 
Commissioners (NARUC), Truth-in-Billing \Yo~.l; Group concluded tliiit “A model rule that at a 
minimum requires conspicuous written notification ol‘any changes in rates or calling plans is likely 
to ensure customers’ receipt of timely information of fiitiire charges; this will also allow the 
customer to make informed decisions regarding his or her telephone service”. (Attachment 1). 

Consistctit with the NAK‘IJC “‘1‘1-ut11 in  IJilliiig” model rules, the NARIIC: Consunier Affairs 
Committee, on June 4, 200 1, registered its complaints to the nation’s nxijor long distance carriers 
regarding failure to provide advance notice I O  customers of recent price increases. (Attachment 2) 

The State of Vermont Public Set-vice Board found that “all customers need to have information 
on any changes in the price and terms and conditions of service that could increase a customer’s 
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costs to the consumer prior to takiny service. This notice sho~rld be provided individually to 
consumers far enough in advance of the onset of price increases to aliocv the customer to explore 
other options and switch scrvice providers”. (Altacli~nent 3). 
Thereafter, the Board required: 

Telecommunications companies shall providc notice of any*changc in rates or other terms 
and conditions of service directly to each coiisunier that may be affected by the change in 
rates. If the change may increase the cost of set vice for a consumer, notice shall be 
provided at least 30 days in advance of any change in rates or terms and conditions of 
service, except that companies mzy provide notice through bill inserts provided that 
customers are notified at least 15 days it1 advatice of the el’fective date of the change. If 
the Boat-d allows a rate iticrease to take et’f’cct on less than 30-clays’ noticc, the companies 
shall instead provide notice no later. than the date on which the change is implemented. In 
the case of a rate decrease, companies shall noliljl each affecled coiisuiner no later than 
the first bill following implernentation oi‘tlie rate change. (Attachment 3). 

The State of Minnesota permits telecointnunications carriers to decrease rates “effective without 
notice to its customers or the conimission” (Minnesota Statutes, 2000, 237.74(6)). Minnesota 
law also provides that a telecommunications carrier’s tiled tariff or price list is no “defense to any 
action brought for failure to disclose iiitrastatc pi-ices for which disclostire is required under this 
section” (Minnesota Statutes 2000, 237.662(3)). 

The California Public Ulilities Commission, ”l’clecoiiiiiiiiiiicatiotis Division StafTKeport and 
Recotnfnendationsl‘, suggests that teleconii~i~~iiications carriers shoci Id noti 1) citstorners “of any 
increase in rates, charges, or change in terms and conditions contained in a n  agreement that 
negatively impact the customer, at least 1 5 calendar clays before tlie clianye becomes effective, 
with the exception of mandated fees.” (Attachment 4)  The stafftiiittier su&gested that the notice 
should be “legible and printed in  a 1 0-point type or larger. Sucli notice shall be sent via first class 
mail or through electronic nieans ageeabte to tiic customer. . , .” (Attachment 4). 

In Oklahoma, AT&T was forccci to rescind ii rate iticrexe tha t  was itiipleinetited in  July 1999 
because of angry customers who objected to incr-eascd t-ates tha t  were i~nplei~iented without 
advance notice. (Attachment 5 )  

The Ofice of Public Counsel proposal seeks to provide advanced notice to Florida ratepayers that 
will ensure that consumers have adequate notice, in a d v a t m ,  of a price iticrease. Such notice 
should allow the consumer to make a knowledgeal~le decision regarding tlie continuance of their 
service contract prior to the itnplenieiitation of highet- trates, or, in tlie alletnativc, to seek service 
from other providers. 

The proposed rule would apply only to a price increase ofan existing product for existing 
customers. It would not apply to price increase for new services, Iiew ~iroiiiotions, or price 
increases that would apply only to new cuslomers. 



Public Coui~scl believes thc rule is consistent with the goals of a market whel-e companies are  free 
to increase rates and where custoiiiers arc i-ee to reject such increases. The necessary balance 
that is necdcd to achieve an elt'ective market is fi-eedom [or the seller to first, change the pricc, 
and, second, for the buyer to have sufiicient itifbrmation to make a 1;nowledgeable decision to 
purchase or reject the offer. Effcctivc mai.kets cannot esist without knowledgeable, informed 
buyers. 

Providing adequate and full disclosure regat-diiig the prices and terms and conditions of service 
should be a basic obligatio11 of telecorni~iu~~ica~ioiis cotiipnnies regidated by the Florida PSC. 
Disclosure is a cost of doing business iri Floi-ida, arid the abscnce of a specific disclosure 
requirement by this Conmission does noi make it right. Regarding notice or1 tlic outside of thc 
envclope, PubIic Counsel notes that i t  is coiiitiio~i practice for bills or promotional materials to 
contain some sort of special notice statements on the outside of the envelope. (See Attachment 6 
for examples of envelopes with notices printed on them.) 

A well-informed consumer makes for a good custoiner that is hard to steal away. We believe the 
proposed rule will create knowledgeable, \.vcll-iii~oimccl custoiners and that  will bencfit Florida 
companies as well as the custoincrs. 

Respect fii 11 y s 11 nib i t t ed , 

Jack Shreve 
Public Counsel 

n 

Associate Public Counsel 

Ofice of Public Counsel 
c/o The Florida Legislature 
1 1  1 M!. Madison Street 
Rooin 8 12 
Tallahassee, FL 32399- 1400 
(850) 488-9330 

Attorneys for the Citizens 
of the State of Florida 
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DOCKET NO. 010774-TP 
c m r i  I; I CAT E o 17 s E RVI c E 

I HEREBY CERl'IFY tha t  a copy of the foregoing has been furnished by 

U.S. Mail or hand-delivery to the followitiy parties on this 29th clay of August, 

200 1 

Samantha Cibula 
Division of Legal Serikes 
Fla. Public Service C o m in i ss i o ii 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Michael A. Gross 
Fla. Cable Telecommunications 

246 E. 6th Avenue, Suite 100 
Tallahassee, FL 32303 

Assoc., Inc. 

nruce May 
Holland Law Firm 
P.O. Drawer 810 
Tallahassee, FL 32302-08 10 

Peter Dunbar 
Karen Camechis 
P.O. Box 10095 
Tallahassee, FL 323 02 

Nancy B. White 
c/o Nancy PI. Sims 
BellSouth Telecominui~icatioi~s, Inc. 
1 SO So. Monroe St., Suite 400 
Tal I diassee, I: L 3 2 3 0 1 

Aneyla GI-een 
General Counsel 
Florida Public 
Telecoinmunicatioi7s Assoc 

2292 Wednesday Street 
Tall ah  a ssee. F I, 3 23 08 -4 3 3 4 

N o r n ~ ~ i i  H .  Horton, 3r. 
Mcssci- Law Firm 
Ij.0. Box 1876 
Tallahassee, FL 32302-1 876 

Carloyn Marek 
Time Warner- Telecoin of Florida, L.P 
c/o Timc Warner Telecom 
Fraiililii), 'I" 37069-4002 

Carolyn Mason 
Winston Pierce 
State Technolosy Ofice 
4030 Esplanade U7ay, Suite 23 5 
Tallahassee, FL 32399-0950 
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The Critical Element's of a 
Model Telecammunkations .Billing Rule  

Demetria C. Watts 

Truth-in- Bil ling Work G roil p 
of the 

NARUC Committee on Consurner Affairs 
I 

J u n e  2000 



3. R a t e C11 ange No trjica t io 11 

Customers are sometimes utiawaic that changes in rates or rate plans have occurTed and may 

nccd this iriformation to evaluate their service. The Vcrrnorit Public Service Board issued an order 

requiring cornpmies to provide a minimum of30 days advance notice of rate changes . . . directly 

to each consuner that may bc affected by the change,” with t h e  ehceptiori that . . . companies 

may provide notice through bili inserts provided that customers are notified at least 15 days in  

advancc o f  the eKectivc date of the chrmge.”6 The staff rcport from the California PUC7 

recommends the adoption of a siriiilar provision with a niininiuiii font size and mailing 

spccifications. UCAN supports this recommendation, but also advocates the use of spcc.ific 

ter-minology as to what constitutes “sufficient notice”, including the “iiatiic a i d  nature of the scIvicc” 

to be incrcased or decreased, t.he past  rate and thc anticipated new ratc incrcase or decrcase.’ 

Coracltision: A model rule tliut ui a minimum reyuii-es conspicuous written notglicntion oJiiny 

chunges iii rates or calling plans is likely io ensure crrstomers ’ receipt of Iimely information q{jriive 

charges; [his will d s o  allow [he customer lo make informed decisions  garding ding his or her felephoiie 

service. 

( 1  

“ 

6 State of Vermont Public Service Board, imestigaiion into Service Qualify Sfundurds, Privacy Protecfions, 
and other Consumer Safepardsfor Retail Tefecoinmunications Service, Docket No. 5903, Order of July 2,1999, p. 
43, as downloaded from: hr,://~~~.~tate.vt.us/psb/document/5903finalorder.pdf. 

California Publ ic  Ut i l i t i es  Commission, Consumer Prnfecf ions For a C o m p e f i t i w  I 

Telecommunications Indusfry ,  February 3 ,  2000,  p. 19, as downloaded from: 
l i t tp: / /www.uc~.orgl lawgolicy/ tc lcdocs/~elco~co~s~rotect~report .h~~nl .  

Comments of the Utility Consumers Action Network (UCAN) to the California Public Utilities 
Commission, Consumer Protection in Telecommunications Services: The Challenge of Providing Small Customers 
with A4arkef Information, Access and Redress and Control of Personal Information in an Evolving Industv, April 
17,2000, p. 105. 

a 
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----- Original Message----- 
From: James Ramsay Cmailto:ramsay@naruc-orgn 
Sent: Monday, June 04, 2 0 0 1  2 : O O  P I  
Subject: 

News Release N A R U C  Consumer Affairs Committee 

Release Date: June 4 ,  2OOL 
Contact: Brad Ramsay 202 .898 .2207  or jramsayi3naruc.org 

Customers Receive No Advance Notice of New Billing Charge 

A group o f  state utility regulatory commissioners has gone on record 
opposing new long distance billing charges and the manner i n  which they 
have 
been imposed on customers. The Consumer Affairs Committee o f  t h e  
National 
Association of Regulatory Utility Commissioners (NARUC) today sent 
letters 
to the nation's major long-distance providers, expressing its concern 
over 
the new charge appearing on many telephone customer bills across the 
country 
this year and how some long distance companies implemented the charge 
without notifying their customers. Only  ATeT is singled out for praise 
b e c a u s e  the nation's Largest long d i s t a n c e  carrier gave customers 
advance 
notice o f  the new c h a r g e  and information on how to avoid pay the monthly 
fee. 

Customers of Sprint and A T & T  are now being charged $L.50 per month if 
they 
receive and pay their long-distance charges with their local telephone 
bill. 
ICIWorldCom has not instituted this charge on a nationwide basis hut is 
considering such a move. Many customers are uninformed o r  even unaware 
o f  
t h i s  new charge, making it doubtful t h e y  wotild understand the charge 
c o u l d  
b e  avoided by requesting a separate bill online p a y m e n t  n p t i o n . . T h e  
NARUC 
Consumer Affairs Committee questions the rationale for the need for the 
separate l i n e  item charge and goes on t o  ask the long-distance companies 
to 
d o  a better job o f  informing their customers about it. The NARUC members 
recognized that only AT8T has notified i t s  customers in advance of this 
change and suggests t h e  companies send customers follow-up information 
with 
ways to avoid the new billing charge. 

Long-distance c o m p a n i e s  cite increased costs for billing services 
provided 
by former Bell local telephone companies. However, the committee o f  
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state 
commissioners believes that changing costs of doing business cannot 
just if y 
a separate line item charge, which it states "amounts to a rate 
increase." 
The NARUC committee further states that it "believes that consumer 
information is vital in a competitive marketplace. Companies should 
compete 
on the basis o f  business practices and customer relations in addition to 
price. " 

Some states require individual customer notifications before 
implementing 
new charges such as this on customer bills. However those state 
regulations 
do not necessarily apply to interstate long distance services. 

# # #  

James Bradford Ramsay 
General Counsel 
dational Associatiun of Regulatory Utility Commissioners 
L L O L  Vermont Avenue, Suite ZOO 
Washington, DC 20005 

Phone: 2 0 2 . 8 9 8 - 2 2 0 7  
Fax :  202 .898 .2233  
E-Mail: jramsay@naruc.org 
Webpage: http://www-naruc.org 

PLEASE NOTE: This message and any attachments may be protected by the 
attorney-client privilege, work product doctrine or other l e g a l  
privilege. 
If you are not t h e  intended recipient o r  have received this message in 
error, please notify the sender and promptly delete the message. Thanks 
f o r  
your assistance. 
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STATE OF VERMONT 
PUBLIC SERVICE BOARD 

Docket No. 5903 

Invesligation into Service Quality Standards, ) 
Privacy Protections, and other Consumer 1 
Safeguards for lietail Telecommunications 1 
S c rvi ce 1 

Order entered: 7/2/99 

PRESENT: George E. Young, Hearing Officer 

APPEARANCES: Leslie A. Cadwell, Esq. 
Laura Scanlan Reliveau. Esq. 

for the Vermont Department of Public Service 

Thomas M. Dailey, Esq. 
for New England Telephone and Telegraph Company 
d/b/a Bell Atlantic-Vermont 

William B. Piper, Esci 
Primmer and Pipcr, P.C 

for Champlain Valley Telecom, 1ric.l 
Franklin Telephone Company 
L~idlow Telephone Company 
Northfielci Telephone Company 
STE/NE Acquisition Corp. d/b/a 

Perkinsville Telephone Company 
Shoreham Telcphonc Company 
Topsham Telephone Company 
Waitsfield-Payston Telephone Company, Inc. 

Northland Telephone Company of Vermont 

d/b/a Wai tsfield Telecom 

I. At the time of the hearings, Champlain Valley Telecom, Inc. and Waitsfield-Fayslon Telephone 
Company, Inc. were separate entities. Since that time, the two companies have merged into a single entity. 
The appearances reflect the status at the time of hearings. 
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These practices are harmful to Vermont cutisumers. ‘I’hereTore, I conclude that all 

customcrs need to have information on any ciiaIigcs in thc price and tcrms and condit.iclris of 

service h a t  cvuld increase a customer’s costs to the coiisumer prior to taking service. This 

notice should be provided individually to consumers far enough in advance of the onset of price 

increases to allow the custorner;to explore other options and switch service providers. This 

practice is also consistent with current Board rulings affecting companies that employ rate 

bands; the iBoard r.ecently concluded that these companies should notify their customers: of 

changes to the pikes withih a rate band at lcast 30 days in advaricc u l  a proposed rate 

cl.1ange. 

In general, the 30-day nolice is reasonable. However, requiring service providers to 

conduct a separate mailing may increase costs. ‘Therefore, it is reasonable to allow companies 

that provide notice of rate change through inserts in customer bills to coordinate thc nolice 

with the bi l l ,  so long as consumers still have sufficient time to evalriate the changed rates, t e ~  ms 

and conditions and pursi~e other options if they find the changes unacceptable. ‘These 

companies must provide notice at least 15 days prior to ttic cffective date in the change of 

rates, permitting companies to avoid the cost of separate r i ~ a i l i n g s . ~ ~ ~  Two exceptions to [he 

notice requirement should exist. Companies need not provide advance notice of rate 

decreases, although the customer’s first bill or other material disseminated individually to 

affected custoiners sliall occur no later than the first bill after the rate decrease. Similarly, if 

the Board allows a rate increase UT a change in tcrms and conditions that may increase rates to 

takc effect in less than one month, the cornparlies sliaI1 pm ,,ide notice concurrent with the 

impIementation of the changed tariffs.lG8 These principles are embodied in the following 

requirement, 

Telecommunications companies shall provide notice of any change in rates or 
other terms and conditions of service directly to each consumer that may be 
arfected by the change in rates. If the change rnay increase the cost of service 

166. Docket 57 13, Order of 2/4/99 at 49. 
167. Today, notice of rate changes for telecommunications providers is often performed by placirig 

notices in newspapers. Newspaper notice. however, is unlikely to reach many, if not most, of a company’s 
affected subscribers. Tr. 5/22/97 at 123-124 (Friar). Such notice does not, therefore, meet the needs of 
consumers and is not an adequate substltute for individualized notice. 

168. E h .  DPS-CPP-2 at  3. 
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for a consumcr, notice shall be provided at least 30 days in  advancc of any 
change in rates or terrns and condit.ioris of service, excepl i.hat companies may 
provide notice through bill inserts provided that customer5 arc notified a t  least 
15 days i n  advance of the effective date of the change. IC the Board allows a rate 
increase to talte effect on less than 30-days' notice, the companies shall instead 
provide notice no later than the date on which the change is implemented. In 
the cas(;\ or a rate decrease, companies shall notify each affected consumer no 
later than the first biil following implemen[ation of the rate change. 

This recommendation i s  consistent with Section 225(a), which allows the Board to direct 

t.he notice that conipanies shall provide their ciist.orners of rate changes, and thus docs not 

require hriher rulemaking to be i m ~ l e r n e n t e c i . ~ ~ ~  It ensures adequate notice to consumers. 

At the same time, it is tailored so that companies need not notify consumers that are 

unaffected by the rate change. 

The advanced notice requirement may rodrice the flexibility of companies to rapidly 

deploy new products. Vermont law, however-, already requires that tariff changes be fiIed at 

least 45 days i n  advance of the intcnded date for impkmenting service. The advance notice 

requirernent thus should riot inhibil companies from changing scrvices.l'1° At the samc time, it 

ensures that customers are provided with the information necessary to allow them to make 

informed choices. 

f. Fair Markctin2 Practices 

Corisiirriers not only need accurate inforrriat,ion, but also should be free from unfair and 

deceptive practices. All parties agree that companies in the competitive marketplace must 

engage in honest and fair marketing practices.171 To implement these principles, the Industry, 

through Code of Conduct Item A5, proposes that the Board require companies to "engage in 

honest and fair marketing practices, consistent with all applicabIe laws and regulations of the 

169, The notice Iwpirernenc aIso is consistent with the prachces 01 several other slates. For cxiunple, 
New I lampshire rcquircs noticc of rate changes no later than 30 days from the date of filing with the Public 
Utilities Commision. N.H. Code Admin. R. PUC 403.08. See also Or. Admin. R. 860-034-0310. 

170. It is possible that tariff requirements will be modified or relaxed in the future under 30 V.S.A 
§§ 226a, 226b, or 227a. If the Board reduces the tariff filing requirements or the review of those tariffs. 
advance notice to consumers may be the only way by which consumers are notified that rates are changed - 
until they receive a bill reflecting those changes. 

171. Exh. DPS-CPP-1 at 11; exh. Independents-1 at 6; exh. " E X - 1  at 11. 
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CONSU ER PROTECTIO 

FOR A 

PETITWE TELECO UNICATIONS 

INDUSTRY 

TELECOMMUNICATIONS DIVISION STAFF REPORT AND 
RECOMMENDATIONS 

February 3,2000 

California Public Utilities Comniission 

San Francisco, California 

www.CPUC. M. QOV 

02/22/2001 



229-6846 

Email: consumer-affairs@cpuc.ca.gov 

If your complaint concerns interstate or international 
calls, you should contact the Federal Communications 
Cornmission (FCC) at: 

Common Carrier Bureau 

Consumer Complaints 

Mail Stop 'I600 A2 

Washington, DC 20554" 

~~ Rule 7: Late payment, Back-hilling, and ProralLng-of-Charges 

a. Lzte Payment Charges. A late payment charge of not more than 
1.5% per month may be applied to the undisputed, overdue 
telephone bill amount. The bill amount becomes overdue when the 
utility or agent does not receive payment o n  or before the payment 
due date. The late payment date shall not be less than 16 days after 
the bill mailing date. Carriers shall credit payments on the business 
day payments  are received by the carrier or its agent, to avoid 
assessing late payment charges incorrectly. Late payment charges 
shall be credited to the customer for amounts that are in dispute. 
Late payment charges shall not be applied to amounts in dispute that 
are resolved in the customer's favor. 

b. Backbilling. A bill shall not include any previously unbilled charge for 
intrastate service furnished prior to three months immediately 
preceding the  date af the bill, four months in the case of CMRS 
"roamer" charges on a foreign system, and five months for collect 
and 3M1 party billed calls. A backbilling period of one and one-half 
years will be permitted in cases involving customer fraud. Customers 
are permitted a period of three years to seek redress in the case of 
utility over-billing. 

c. Prorating Charges. Carriers shall prorate customer monthly recurring 
charges for service for partial months. A 30-day month may be used 
for prorating in lieu of calendar days. 

Rule 8: Notices of Change in Service Terms and of Ownership 

a. All affected customers shall be notified of any increase in rates, 
charges, or change in terms and conditions contained in an 
agreement that negatively impact the customer, at least 15 calendar 
days before the change becomes effective, with the exception of 
mandated fees. 

b. Any notice the carrier sends to customers, ur the Commission, shall 

http://www.ucan.or@law - policy/teledocs/telco-consjrotect-report.htm1 02/22/200 1 



be legible and printed in a IO-point type or larger. Such notice shall 
be sent via first class mail or through electronic means agreeable to 
the customer. Notice shall contain the  carrier's name and "FCC #" or 
Ta l .  PUC U-ff". 

c. No change in the rates, terms, and conditions of any service 
specified in a written contract shalt be enforceable unless such 
change is set forth in writing signed by the customer who signed the  
original contract, or that customer's duly authorized agent. 

d. Customers shall be notified of any change of ownership of the 
company providing service to the customer as follows: 

1. The notice shall be in writing. 
2. The carrier shall provide it to customers no later than 30 

days before the proposed transfer. 
3. The notice shall contain a straightforward description of 

the upcoming transfer, any change in the customer's 
service agreement, a statement of the customer's right to 
switch to another carrier, and a toll-free telephone 
number for questions. 

Rule 9: Swvjce Termination and Notice 

a. Any deposits, less the undisputed amount of any unpaid bills for 
service furnished by the carrier, shall be refunded within 30 days 
after the discontinuance of service, or after one year if applicant has 
established a record of payment in compliance with the carrier's 
terms, whichever is earlier. 

b. Notices to terminate service for nonpayment of bills shall be 
provided in writing to the customer not less than 7 calendar days 
prior to termination, with the exception of termination for customer 
acts of fraud. 

c. Carriers may not disconnect local exchange or long distance 
telephone service for failure to pay disputed charges for "information 
services" ( n on-t e I ecommun icat i ons related services) or separately 
billed charges of other telephone companies, pursuant to P.U. Code 
Sections 2884 - 2882.6 and 2889 - 28"9.2. 

d. Each notice of termination shall include all of the following 
information: 

1. Carrier's name and "FCC #" or Tal .  PUC U-#". 
2. The name and address of the customer whose account is 

delinquent. 
3. The amount that is delinquent. 
4. The date when payment or arrangements for payment are 

required in order to avoid termination. 
5. The toll-free telephone number of a representative of the 

carrier who can provide customer assistance. 
6. The utility procedure the customer may use to initiate a 

complaint or to request an investigation concerning 

http://www.ucan.org/lawqolicy/teledocs/telct, - consjrotect-report.htm1 02/22/2001 
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T&T Suspends Rate Increases in Oklahoma. 
stwork Briefing 
PNA 
ept 27 
1999 

(THIS IS THE FULLTEXT) 

SSN:  1360-1369 
3nguage: English 

scument Type: Magazinc/Journal 

3rd Count: 253 
EXT : 
4T&T Corp has tried to win over angry customers in Oklahoma who found the 
3mpany had increased the tariff for in-state calls up to sixty days before 
hey received notice of the tariff changes. The increases ranged from 
stween 20% and 100% depending on what calling plan the AT&T customer was 
n.  According to AT&T the average customer saw in-state long distance c a l l s  
3 i sed  by an average of 308. AT&T s a i d  that it had intended to warn its 
Astomers before the rate increase but; t o o k  too long printing and posting 
ne rate change information. 

The increase began July 8 and resulted in hundreds of complaints to 
ne Oklahoma Corporation Commission (OCC). Although the state regulator 
3cided against fining AT&T for the billing without warning, it has 
ightened up regulations on when operators must inform their: customers of 
2te increases. Whereas before the regulations had o n l y  stipulated that 
3rnings should be given as soon as possible, now carriers must ensure that 
3tification has been received before  t h e  rates are increased. 
T & T ,  which says the rate hike was the first in seven years i.n the 
tate, apologized for the late notification and said that in future it 
2u ld  notify customers in advance or at the time of any rate changes. It 
ill  not issue refunds to customers for the increased call charges but says 
t will hold back the rate increase over the next two months returning them 
3 the previous level for the months for October and November. 

T H I S  IS THE FULL TEXT: COPYRIGHT 1999 ComputerWire Inc. Subscription: 
GBP 495/year. Published 260 times per year. Contact APT Data Group, 12 
Sutton Row, 4th floor, W1V 5FH, UK. Phone 44-171-208-4200. Fax 

Record Type: Fulltext 

Trade 

44-171-439-1105. 
JBLISHER NAME: ComputerWire, I n c .  
IMPANY NAMES: *AT and T Corp. 
JENT NAMES: *743 (Consumer prices); 290 (Public affairs) 
<OGRAPHIC NAMES: *1U70K (Oklahoma) 
iODUCT NAMES: *4811000 (Telephone Service) 
dDUSTRY NAMES: BUSN (Any type of business); CMPT (Computers and Office 
jutomation); INTL (Business, International) 
l I C S  CODES: 51331 (Wised Telecommunications Carriers) 

Copr. 0 West 2001 No Claim to Orig. U.S. Govt. Works 
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