
OEFORE T il E FLOIUDA PUl3L1 C SEn VlCE CONJ-1J SS I OH 

I N RE : Amendm~nt o f Ru le 
25-4 . 073 , F .A. C., 
An s wer-i ng Time . 

DOCKET HO . 910506 - TL 
ORD ER HO . PSC-92-0997 -tiOR - Tl. 
I SSUED : 09/lG/92 

NOTfCF; OF .. lll!l&l1AK1 ~G 

NOTICE i s h e r eby given that the Commission, purs uant t o 

section 120 . 5 4, Florida S t a t ute s , ha s ini t iateJ rulcma k ing t o 

ame n d Ru l e 25-4. 073 , F .A. C . , relating t o an5 wc r inq time . 

Th e a ttach e d Notice of Ru l emaki ng will appea r in the 

September 18 , 1992 , edition of the Fl o rida Admini s tr-a tive Weekly. 

If reques t e d , a hearing will be h e ld at h e f ollo~ing t im ilnd 

p l ace : 

9 : 30a . m., Tuesday, Oc t o b e r 27 , 1992 
Room 1 22 , Fletc he r Uuilding 
1 0 1 Ea s t Ga ines S tree t 

Writt e n r e ques t s for h ea r ing and writ t e n comm nt s o r 

s ugges t ion s on the rul e must be rece ived by the Direc t o r, 

Di vi s ion o f Recor ds and Report i ng , Fl o rida Publ1 c Se rvi ce 

Commi ss i o n , 1 0 1 East Gc:lines S tree t , Tall i\h asser> , FL )2399 , n o 

later th<ln Oc o ber 9 , 1992 . 

By ORDER o f t h e Fl o rida PublicS rvace Comm i s:; ion thi ~ l~th 

du y o f ScptembQ r , ~· 

( ~; E A L ) 
\vEW 

amd91506 

STt·.VE TIU BilLE , Dl C~"'Ctor 
Division o r Records & Reporting 

by :_Y~.L..o._ ~
chiet~~~s 

1 0o~ 7 ~t:r l G 
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FLORIDA PUBLIC SERVI CE COMM1 SS 10 fl 

DOCKET NO . 910506 - TL 

RULE TIT! E : 

Answering Time 

RULE !10 .: 

25-4. 073 

PURPOSE AND EFFECT : The purpose o 1 these r ev i sions to Rule 25 -

4 . 073 , 1' . /\ . C ., is to promulga en"'' ~tand rd s f or telephone 

answering time which accomodate the usc of dUtomated interuc tive 

answering s ys tems by local exchange tel phone companies, while 

being cons istent with the public intcrr~t . The e ffect o f these 

rules will be he employment of new proc dures and methodologies 

by he Comm i ssion in measuring quality o f servi ce . 

SU:·H·lARY : The revisions t o he rule> prir:~.lr ily addn:.•ss au om.::~t d 

interactive ans wering systems and the s anda rdz thos system~ 

will br ested ~gainst . One of the mos t importdnt f utures o f 

thf' new requirements is the opt i o n of tr nsferring to a live 

t ndant . Th r revisions al so crea e a dif t erentiation , for 

l oca l operato r ~nswering ti me standards , betw n those dreus 

·.:h1 c h ure t o t ;l) ly s rv<'d by <Jll emerg nc y ~;e rvi ce < nd those c1re,1:-:; 

no t o tally served by 91 1 . Finally, und r the r e vised r ule the 

• 1 n!;· ... ·pr· i ng lime will be measured 1 r om the ime the last digit , or 

zero o nly, is dia l ed . 

RUI EMAKING AUTIIORlTY : 350 . 127(2} , F . S . 

1.1\\v 1MPIE!·1EN'l'ED : 364 .03, F.S. 

\·: JUT'! Ul COMI'1EHT ~i OH !;UGGE::)T lO!IS ON T il E PROPOSED RULE MA Y BE 
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SUI3MITTED TO T il E FPSC , DIVI SION OF RECORDS A llD REPCRTJNG , WI T IIIII 

21 DAYS OF T il E DATE OF T HIS NOTICE FOR lllCLUSION lN T il E RECORD OF 

TilE PROC EEDING . 

IF REQU ESTED h'ITHIIJ 2 1 DAY S OF T HE DATE OF Till S !WT ICE , A IIEAHIHG 

\oJI LL 13E HELD AT THE DATE AND PLACE SIIOI.JH BELOW: 

T IME AND DATE : 9 : 30 A .M., Oc tober 27 , 1992 

PLACE : Room 1 22 , 1 0 1 Ei'lst Ga ines Stree , Tu llahassee , Florida . 

T il E PERSOH TO BE CO!ITACTED REGARDING T il lS HULE AND TilE ECO!IOHI C 

IMPACT ST/\TF:MF.IIT I S : Direc o r of /\pp il : ; , F lor ida Publi c Service 

Cor.1r.iss i on , 1 0 1 Eas t Gai n es Stree t, T.lll<~h.i::; see , Flori d,, 3?3<J<j . 

TilE FULL TEXT OF T il E RULE I S : 

25 - ~ . 073 Answering Tim . 

(1) E;-tch t elepho ne u tility s hil l! p r o vide equipme n d e :;lC) n ed 

a nd engineered o n the ba sis o t r ea li s it· f o recas t s o f gro w h, a nd 

s h clll m<1~:c all r eoson abl • e ff o r s t o pro vide ad quote personne l 

-;o as t o mee h e f o llo wing se r vice c ri 0r ia under no r r.Jd l 

ope r i'l ting conditio n s : 

( a ) scrvic.:c .. ~_Jor_ he• u :c •s _ 9 _2 l sc1.:_v in~ _ilrea 

i s cu r.rc..nt ly.-!"1n s wered b s nine y ( <JO ' ) 

per cent o f th<> oH oll c alls o ff e r d o he u :c proy_ided 

ten l 0) srrond5 after 7.(' r 0 On Jy i2 ci j oi l N l lht> ~lr"1 r't O f ti\P 

a ud-ib1e ring. 
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1 :~ n o t r urrcnt;;_l,y u n s wered b 

{ '10~) p c_rce n o f all the calls Q_f e d §.llili l 

/.0 ~c~gnd.s af ~ r zero o nl i s diale 

( c ) {b)- At least ninety (90%) percen t o f all cu ll s 

dircc c d to intercept, di r e c o ry ass istance and r epui r s e rv i c s 

.t nd 0iqh y ( 80~) perccn o f all c ull s o busi n ess o 1ti c es s hall 

I • H. :~o,: c rcd 0.-.• i hin hir :t _{30J wen y ( ? r th 

1 s cii.£1.Le<_l st=a~t o f- the t1Uu i bl-e t' i nq . 

. 1~ tlH' ~~y:~en)-' _i'l _ l •ns_ (9 51) pcr.cent o f he> Ci\ 1_] s o f f ~ rcrl ~h .ll.l 

I 0 on : o .. ;0rcd v: i hi n 1 C) <;e>conds a f c r h e> I , , 5 rl i g i i !~ d i i \ 1 P<l 0 

c u:tor.wr s h Q.ll g nl idc_n _jfy h <:>sompany an 

.tv.1 il ttbl g_!_Q_ t bc cu s t01'1£r:._. _Th~ o tion Qf _ rclrl !; f .Q_rr· ing t o, liv£ 

.1- "11 l.tnl s hall be inc luded in t ll,c !_ni i ~ 1'1CS!>.lg <:> o Fo r 

~u l o.c r ibc rs <:>lP<;: __ j__r}g he o ti () n o f _ r i1nsfprring o a_ liv.Q 

o f ...!- h L tc I e h o n Q 

nunbcr 1 i s t eci_ in he _9i r cctor a ny~crvi ~e sj _ wi1 s 
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attendant within fifty - five ( 5~ } seconds ~(ter the . ln~~it i~ 

d i a 1 cd .:...· _ _,_A,_,t"---'a"'-'-'n~ i me dur i.ng he ca 11 , he_5ustomer s hall br-

transferred to live assistance if the 

(p_r:c:>ssingj _ a_ nunber or_ch~r<~c c r o f il Du<~l - 'J onc :ul iple.:: 

1 r~.£ll!~nc_y_.J..Q.Tt·lFj_ ~ad ~ssoc i '' __ eg wi t h ,, t e I phg ne . 

revi s i on ~ 

s h a l l e incl!Jded to allow h~_customer o make .1n ,lppo int;lt}9n _o r: 

ilPPQ i nt.II'~.Dt o r comm i tmgnt~f 1 c>rcq_to the cu~ onc> r by t hr -~ystr ., . 

The s ubscribe r s h <'l 11 be abl c· o ren~go t i.1 c .1ppo i ntc_nts using 

the s s tem . 

_not con "in pro..rno i o naj_ or 

mg r_c hilndising m~te · al unl !>S h _ custon<' r St"')C'C2 ,,nd c h oost"'s 1 o 

_!g) -{c) The terms " an!;t,..•e red " a::; u!; ·d in s ubpar.1graph r; (a) 

.lnd ( ) above s haJ l be cons trued t o mean mo re than an 

t~cJ.:now ledgment that the c u stomer is waiting on the line . Jt 

~hall mea n thnt the operato rL OP serv i c e repre~entattve o~ 

ready to render a ssis tance andjor accept the 

Jnt ormt~tion nec<:ssary t o proces::; the c all , ., e xcept thtl ~w ith 
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r espec t t o ca ll s to bus iness e ff ie s rviccs wh r e the compan y 

pra~t icc provides that s uc h ca ll s a r c d irect ed o ~n ope rator 

pos ition , an additional twe nty ( 20) s~conds wil l be all owed to 

e xte nd the ca ll exc luding the time r equired f o r the c us t ome r t o 

p r ov ide s uffi cient information t o the operator in o rder t o 

process the ca ll. In those insta nces where the cal l ca nnot be 

ex e nded within the ll o ed interv.:1l, the c.:~llinq p.:1 rty i s t o be 

gi\en the o p i o n of placing he c .:1ll aq~in o r providi ng a nun er 

by v.'hi c h a company rcprcscn ativc wil l 1'!..' urn t he c all within en 

( 10) minu tes or a t a ti me mu ually convcntcnt to the parti s . 

( 2) .1\ ns wcring ti me s tud ies !JSi n c1Ct"Uil] 9f1t i1 Or t1n 

s .1 i s t · c a 1 I valid s ubsti _u _,.g _fQr actual dn t .1 sh.:1l l be n<..~de o 

the e xte n . and freque ncy necessa ry to Jct e rmin compli.1nc with 

thi s rule . 

t ime> f o r cnch ca 11 . Th ilL_t c>n ll.QJ__§_Q_cQnci t;:o ns _jl.O.LW ill 

s~u s titutc for actual datn on _the ti me r0gui r~d_fQr he ca _l _l _ t n 

~_g nne£..L to t he ' ~ f acj_ li.ti c>s . Mon hly ~unma ry r0s u lts o ! 

s uc h .~tudies s hnll be fi led with the Commi s sion p r omptly after 

the ~nd of earh ca l enda r quar cr . 

(3) All tel ephone companicG n r c expec ed o answer th~i r 

r. lin published clepho ne nu mber o n a w~n y-f ou r (2·~ ) hour a d<~y 

Such .:1ns wcring may be ha ndled by a s r C'ci.11 operator <.~t 

the t o l l c entC'r o r direc t o r y assistance f acili ty whe n the compan; 

o t t ices arc closed . Where after ho ur s cal l s a rc not handled a s 
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described above , at leas t the first publi s hed business offi c e 

number will be equipped with a telephone onswering devi ce whi c h 

will notify c allers after the norm~! working hou r s o f the hou r s 

o f operation f o r that business o ffi c Where recording devi c ~ 

arc used, h e message shall include the telephone number ass igned 

to handle urgent o r emerg e ncy call s wh e n he business o tti ce i s 

c l osed . 

Specific Au hority : J 'J 0 . 1 :' 7 ( 2 ) , F . !; . 

, ,, . .., Jmplemen ed : J6 tl. OJ , F. S . 

Hi s ory : New 12/1/68, f ormerly :>!.1-t. . "lJ , Amended l/3 1 /76 , _ 

!IM1E OF PERSO!J OR JGINATIIIC PROPOSI:I) Hl'I.E : /d iln 'l'tlyl o r, Divi sion 

o t Communic~t1ons 

!lAME OF SUPEI~VI !;OR OR PEHSOll ( S) 1•/110 AI'I 'HOV ! D '!'liE I'HOI'OSED Hl I.E : 

fl o rida Publi c Servic Commission. 

DATE PROPOSf.D RULE APPROVED : Sep emb r 1 , 199? 

If any perso n decides to appea l i'lny decision o f the Commiss Jon 

wi h r espec o ny ma t er cons idered a he rul emaking hcarinq , 

if held , a record of the hearing i"' nccess.1ry . The appc l 1 an 

mu::;t e ns ure that a ve rbil im r ecord , inc ludinrJ te s timo ny ,"\nd 

e vide nce f orming the basis o f the appeal is made . Th Commis~ 1 o n 

u~';l!.ll ly mil kc:; ,, verba im record o t rul m<~k l nq hear1ng :.> . 

Any p e r son r equ iring some accommodation <tt this hearinq becr~u sc 

o t ~ physical impa irment s hould ca ll the Di vi sion of Reco rds and 

Hepa r ing at (<JOtj) tj8 8-8J7 l a let~~; f ive c .:1lendar days prior t o 



ORDER NO. PSC-92 -099 7 -NOR-TL 
DOCKET NO. 910~06-TL 

PAGE 8 

the h ea rjng . If yo u arc hearing o r s pe c h i mp~ i red , please 

cont~c t the Fl o rida Public Servj ce Commission u s in~ the Fl o r ida 

Relay Service , which c an be r each e d a : 1 - 800 -9~~ -877 1 (TDD) . 
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