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FLORIDA PUBLIC SERVICE COMMISSION 

DIVISION OF APPEALS 

DOCKET NO. 970882-TI 
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-. . RULE NO: 

24-4.003 
. .. w -

25 .. 4.110 

Definitions 

Customer Billinq for Local Exchanqe 

Telecommunications Companies 

'-' 

25-4.118 Local, Local Toll, or Toll Provider Selection 

25-4.490 Cu•tomer Relations; Rules Incorporated 

25-4.845 Customer Relations; Rules Incorporated 

NOTICE OF CHANGE 

Notice is hereby given that the followinq changes have been made 

to the proposed rule• in accordance with subparagraph 

120.5~(3) (d)l., F.S., published in Volume 24, No. 23, June 5, 

1998 of the Florida Administrative Weekly: 

25·4.003 Definition.. No change. 

25-4.110 CU.ta.er Billiag for Local Exchange Telecommunication& 

Companie•. Ro change . 

25-4.118 Local, Local Toll, or Toll Provider Selection. 

(1) The provider of a customer shall not be changed without 

-----the custome~'s authorization. The customer or other authorized 

person may change the residential service. for the purpoaes of 

_____ this section. the tiQP •gtber autbg,ized po,aon• shall moon a 
EAG .. person 18 years of aqt or older within the ••me household. The 
LEG 
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WAS 
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______ person designated as the contact for the local telecommunicotinn~ 
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• 
company, an officer of the company, or the owner of the company 

is the person authorized to change business ssrvics. A LEC shall 

accept a provider change request by telephone call or latter 

directly from ita customers; or 

(2) A LEC shall accept a change request from a certificated 

LP or IXC acting on behalf of the customer. A certificated LP or 

IXC shall aubait • change request only if it has first certified 

to the LEC that at least one of the following actions has 

occurred: 

(a) No change. 

(b) The provider has received a customer-initiated call, and 

boqinninq aix mgntbe after tbt efftstiyt dote gf thio rule has 

obtained the following: 

1. The ew••••••'• eaftaaft• •• eeeee~ •he ••~•••••~ ehaftte aad 

i, •\R •••ia eaeae~ftl af information set forth in (3) {a)l. 

through 5. ; and 

2. yorifigttion dota including at l••at gnc of the 

follgwinq; 

I. Tho puotgmer1 1 dttt pf birth; 

b. Tho latt fgur diqita gf tho syatgmer's sgsial oosurity 

opmher; gr 

C· Tho suotgmer'o mgtbtr'o mtiden n•me· 

(c) A firm that is independent and unaffiliated with the 

provider claiming the subscriber has verified the customer'• 

requested change by obtaining the following: 



• 
1. The customer's consent to record the requested ~hange ~ 

the guotgm•r boa bt•n ngtifiod that tho call will be resgrdod; 

and 

2. Boqipnipq •i¥ pgptba afttr tho offcptive date of thio 

~ an audio recordin9 of the information stated in subsection 

(3) (a)l. through S.;or 

(d) 1. The provider has received a customer's change 

request, and has responded by mailing an informational package 

that shall include the following: 

a. A notice that the information is bein9 sent to confirm 

that a ~ele .. eha••• ~•atfte~ a customer's request to change the 

customer's telecommunications provider wee gbtaincd; 

b. - (5) No change. 

(6) Infprmetipn gbtaintd yoder f2l fll thrguqh fdl 'Q~a an~ 

a~~is eeeae~iRIS shall be maintained by the provider for a period 

of one year. 

(7) No change. 

(8) Chargee for unauthorized provider changes and all 1± 

charges billed on behalf of the unauthorized provider for the 

first 30 days or first billing cycle, whichever is longer, shell 

be credited to the customer by the company responsible for the 

error within 45 days of notification to tbo sgmpapy by tbo 

suetqmer, ypl••• the slaim it falee. After the fir•t 30 days up 

to 12 months, all 1+ chargee over the rates of the preferred 

company will be credited to the customer by the company 

responsible for the error within 45 days of notification tg the 
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~c~OWJ!DPfW.IIID~YC...WIIlC...,tJh••LJSUall'~t;,g.~rt._. upleee the qlaim ie falee • Upon notice 

from the cuatom.r of an unauthorized provider change, the LBC 

shall ch&Dga the cuatom.r beck, or to another company of the 

cuatomer• • choice. Tile ch&Dge muat be lllllde within 24 boura 

excepting Saturday, Sunday, and holideya, in which caaa the 

change ahell be 11111de by the and of the next buaine.. dey. .till. 

proyieigpe pf thfe p•hpestigp apply whether or ngt the shanqo i1 

dcoed tg be M "ft'»tMrisesl s•rrier qhepR' ipfregtiPD upder 

•uh••stiPD ,,,,, 

(!J) Ro ch&Dge. 

(10) Ro ch&Dge. 

(11) Ro change. 

(12) Bach prpyider • ;.., aball aiptein a tgll-fra• 

pymbtr fgr agsept,iM c=nlaigt;e reqerctinq ••g•uthorizod prgyidcr 

sheMot. yhigh may be eeapte frgm itt ot;bor euch·gmor aeryise 

numbera. •pd pzet M tp-[Od 24 beuq I day. liDO 4&y1 I wtCk 

If tho pymber it I ttpertte toll-free number. beginning aix 

month! after the offegtiyt date gf thie rule pew qyetqmera myat 

be notified pf the mnphtr in tho infgmation paskago proyidcd tg 

new pu•tqmere or op their fir1t bill, The numbtr eball provide a 

live operator ..... ...., .. ,..w,.aa• .... -tittaHa<llall•llli~•ll!l~•.,all>lol..ll.ta...,aiMI.-Ih!O .. .,.,,...,,. • ....,a ... <l•ha~)'f-T•....:;?'-•IH~)I'tl.,.ea 

weelt 1 eA' ehali •••••• eM liiiBII' e 1 pl•'••• or eball record end 

user cgmplaipte mede tg the gyetqmer ••ryigo nymhor tg •n•wcr 
inc;ominq galle. A combination of live operator• and recorder• 

may be used. If a racordar ia uaed, the company shall attempt to 

contact each complainant no latar than the next buaineaa day 

following the data of racording and ~f~g~r~t~hwr~•u•~ .. •ba-a•~ub~•~•~au~eun~t 



• 
daye npleee the su•t=sr ie reasbed. If the suetgmor ie ngt, 

u•sbed a J;be s; pay •hell tepd a letttr tg tbt syetqmer'e 

billing eddtft!l fpfppins tho QUitQMr II tp tho bttt tiM tho 

suetgmor ebpu14 qell gr prpyide tp •ddrt•• tg whish 

sormemndens• ehqyld be ••nt tg the sqgmany. Regiooins eix 

mqnthf after the •CC•stiyc dat• gf th'• rule. a minimum of ts 

percent of all call attempt• •hall be trep•ferrod by the eyetem 

tg • liye attcpd•pt pr resgpdipg devise prepared tg qiyo 

imgodiate eeeiet;•pge withip §Q ••conde aCtor tho laet digit gf 

tbt toltmbp• mpnt·r lieted •• the suet; gr eorviso qumber fgr 

uneuthgrizod prpyider qhepge sgmplaipte ••• dialed; prpyided that 

if the gall ie q let;f4 wit;hip 1$ eepondr tp 1Q iptt[fStiyt. 

menu·drivep. voia re'PPD'' ypit. the 60-teqPPd egenr tiM 1ball 

bo MIIUq4 frgw the ppint It ybis:b the SJ11tmer gltqtt I MDU 

gptign tp bt ggnp•sted tg a liyw attopd•nt~ Station buaiee will 

not be counted aa completed calle. The term •answer• •• ueed in 

thie eub8ection mean. more than an acknowledgment that the 

cuetomer ia waiting on the line. It shall mean the provider is 

ready to render a•eietance or accept the information nece••ary to 

procea• the call. 

llll tel A comp•ny oball not be doemod to haye cgmmitted an 

unautboriztd sorrier ghango infrastign if tho cgmgany, including 

it§ agonta and sgntrastprt. did tho follpyinq; 

1. FQllOWfd tbt prpQiduroa required under •ubsectign (2) 

with roogoct to the periOD requeotinq the cbtnqo; 

2, [gllqwtd theae prggoduroo in qgpd faith; and 

3, Cpmpliod with the credit prgsoduros gf puboection fB) 
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fbl In dttcpmininq wbotber finta or gthor remtdieo oro 

appropriate fpr an ypeuthgriztd garrier gbengo infragtign. the 

Cgmmiooign eboll sqnaidor the agtiono token by the cgmpany to 

mitigatt gr undp tba tffcgts pf tho unaythorizod change. The so 

agtign1 ingludt but oro opt 11m1tod to whether tbg cgmpony, 

including ita oqenta agd ggntragtgro; 

l, [gllpwtd tbt prgcedyrea rtqpired uodor IYhoectign 121 

with resptgt tg the porogn reqyo•tinq the cbonqe in good faith; 

2. C9'Pliod with tho crodit prgcedureo gf oubocption fll 

3. Tggk prqmgt ectign in reoponte tg the unouthgrizod 

ghaogc; 

4, Rtpgrtod to the Cpmiaoion toy ynu1ual girc;umotancea that 

might hayo tdyeraoly affoctod suotgmorp aucb oa oyotem errors or 

inapproprieto morketinq progtieea that roaulted ir unauthorized 

change• ond the remedial aptign taken; 

5. Repgrted eny unaythprizod prgyidor phongc• concyrrently 

affszc;tinq o large number gf c;ustomers; or 

6. Tgpk other c;grroc;tiyo agtion to romody the unoythprized 

phanqe apprqpri•t• undor the c;irgumatancoo. 

25-24.490 CU.tomer Relations; Rules Incorporated. 

25-24.845 CU.tomer Relationa; Rules Incorporated. 

No change. 

No change. 




