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RULE NO: RULE TITLE: = =
24-4.003 Definitions " =
25+4,110 Customer Billing for Local Exchange

Telecommunications Companies

25-4.118 Local, Local Toll, or Toll Provider Selection
25-4.490 Cuatomer Relations; Rules Incorporated
25-4,845 Customer Relations; Rules Incorporated

NOTICE OF CHANGE
Notice is hereby given that the following changes have been made
to the proposed rules in accordance with subparagraph
120.54(3)(d)1., F.S., published in Volume 24, No. 23, June 5,
1998 of the Florida Administrative Weekly:
25-4.003 Definitions. Ko change.

25-4.110 Customer Billing for Local Exchange Telecommunicationg
Companies. No change.

25-4.118 Local, Local Toll, or Tcll Provider Selection.
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AFA (1) The provider of a customer shall not be changed without

APP the customer's authorization. The customer or other authorized
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CMU person may change the residential service. [For the purposes of

CTR —_this section. the tamm “gther authorized peracn” shall mean a

EAG T person 18 vears of age or older within the same household, The
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company, an officer of the company, or the owner of tha company
is the person authorized to change business service. A LEC shall
accept a provider change request by telephone call or letter
directly from its 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 submit a 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
beginning aix months after the effective date of this rule has
obtained the following:

1. The ecustenesrig—eonoent—to—retord—the—trequested—ohange—any
———— o —gudieo—reogording—eof information set forth in (3)(a)l.

through 5.; and
2. Verification data including at least opne of the

(c) A firm that is independent and unaffiliated with the
provider claiming the subscriber has verified the customer's

requested change by obtaining the following:
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1. The customer’s consent to record the requested change gor
the customer has been notified that the call will be recorded;
and

2. Beginning six months afier the effective date of this
Iule an audio recording of the information stated in subsection
(3) (a)l. through 5.;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 fhat the information is being sent to confirm
that e—telemasrheter—eobtained a customer’s request to change the
customer’s telecommunications provider was cbhtained:

b. - (5) No change.

(6) Information obtained under (2)(a) through (d)} LGAs—and
audio—precordinge shall be maintained by the provider for a period
of one year.

(7) Mo change.

(8) Charges for unauthorized provider changes and all 14
charges billed on beshalf of the unauthorized provider for the

firet 30 days or first billing cycle, whichever is longer, shall
be credited to the customer by the company responsible for the

error within 45 days of notification to the company by the

custoger, unleas tha claim is false. After the first 30 days up
to 12 months, all 1+ cherges ovar the rates of the preferred

company will ba credited to the customer by the company
responsible for the error within 45 days of notification Lo the
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company by the customar. ualess the claim is falss. Upon notice

from the customer of an unauthoriged provider change, the LEC
shall change ths customer back, or to another company of the
cugtomer‘s choice. The change must bs made within 24 hours
excepting Saturday, Sunday, and holidays, in which case the
change shall be made by the end of the next business day. The

provisiona of this subsaction apply whether or not the change ig
deamed to be an unauthorized carrisx changs infraction under
aubssction (13),

{9} No change.

{(10) No change.

(11) No change.

(12) Each providar eempeny shall maintain a toll-fres

new customers or on thelr first bill, The gumber shall provide a
live operator seo—answer—ineoning—eei-lo—it—houre—a—day—7-deys—a
weelh—or-—shali—receord-eni—weer-conplainee 9r ghall record end
uger complaints made to the customer service number to answer
incoming calls, A combination of live operators and recorderes

may be used. If a recorder is used, the company shall attempt to

contact each complainant no later than the next business day
following the date of recording and for threea eaeh subsaguent



months after the effective date of this rule, a minimum of 95
percent of all call attempts shall be transferred by the system
to a live attendant ox recording davice prepared to give
inmediate assistance within 60 saeconds after the last digit of
the telaphona number limted as the customear service number for

menu-driven, voice responss unit. the 60-second answer time shall
be measured from the point at which the custouer selects a menu
cption to ba connacted to a live aktendant, Station busies will

not be counted as completed calls. The term ‘aﬁ-wer' as used in
this subsection means more than an acknowledgment that the
customer is waiting on the line. It shall mean the provider is
ready to render assistance or accept the information necessary to

process the call.
{13} (a) A companyv shall not be deemed to have committed an
unauthorized carrier change infraction if the company., including



&. Took other corrective action to remedy the unauthorized
shange apprgpriate under the circumstances.

25-24.490 Customer Relationa; Rules Incorporated. No change.

25-24.845 Customer Relations; Rules Incorporated. No change.





