
.. 

ACt< 
AFA 
APP 

CAF 
CMU 
CTR 
EAG 

LEG 
LIN 

OPC 
RCH 
9!C l 

State of Florida 
ColftmiSs!OftCtS: • • lt:LIA l JOHNSON. CHAJJlMAI'I 
I TEM Y DEASON 
St.:SAN F' C1.AU. 

........ ; ,. 
"" ...... ,, .,.. 

JO£ OA.I vlA 
E • . L£0N JAC08!. Ill. ~ . ~ 

" l . • . 

December 7, 1998 

Mr. Carroll Webb 
Joint Administrative Procedures 

Committee 
120 Holland B·uilding 
Tallahassee, Florida 32399 

ORIGJNA.l 
otVISION Of AlfEALS 
OA VtO E. SMJn. 
DIUCTOa 
11101 4ll-6l4S 

Re: Docket No. 970882-TI - Proposed Rule 25-24.845, 
F.A.C., Customer Relations; Rules Incorporated; and 
Proposed Amendments to Rules 25-4.003, F.A.C., 
Definitions; 25-4.110, F.A.C., Customer Billing; 25-
4.118, F.A.C., Interexchange Carrier Selection; and 25-
24.490, F .A. C., Customer Relations.; Rules Incorporated 

Dear Mr. Webb: 

The Commission has approved the amendment of Rules 25-
24.845, 25-4.003, 25-4.110, 25-4.118, F.A.C., and 25-24.490 
without changes. 

cc: 

We plan to file the rule for adoption on December 8, 1998. 

Si ncerely, 

Diana W. Caldwell 
Associate General Counsel 

& Repor t i ng 

WAS---
rn'-l ___ OOCl:HfliT •· t ••!.lf!1-C'AT[ 

CAPITAL ClaCLE OfFICE CENTU • 2$..0 ~HUJ...t8ot~am !'~ALAHASSEE. Fl l23"~"o 
All A.l!\nMIM ~a,,.. • .....,_ ~PSC·kf.rvRDStRLPORW/r"'* ,.....,: cOHTACTVSC sr ... rut ~,;s 



1 25-4.003 Definit,iQDa. 

2 Pol. the purpose of· Chapter 25-4, the definitions to the following 

3 terms apply: 

4 (1) 11Acceaa Llne• or "Subscriber Line. 11 The circui.t or 

5 channel between the demarcation point. at:: the customer's premises 

6 and the serving end or claaa 5 central office. · 

7 (2) "Alter.na.tive Local Exchange Telecommuni.cations Company 

8 (ALEC). • Any teleo~unicatio.na company, as defined in Section 

9 3 64 . 02 < 1) , Florida Sta.tutes. 

10 (3) "Average ·a ·usy Season-B·usy Hour Traffic." The average 

11 traffic: volu~De far the busy season busy hours. 

12 (4) "Busy Hour.• The continuous one-hour period of the day 

13 du.ring which the greatest volume of traffic is handled in the 

14 office. 

15 (5) "Busy Seaaon." The calendar month or period of the year 

16 {preferably 30 days but not to exceed 60 days) during which the 

17 greatest. vol'Ume of traffic is handled in the off ice. 

18 ( 6) 11 Call. " 1m at tempted telephone message. 

19 (7) "Central Office.• A location where there is an assembly 

20 of equipment that establishes the connections betwel.ln subscriber 

21 access line-s, trunka, switched access circuits, private l i ne 

22 facilitiea, and special access facilities with the rest of the 

23 telephone network. 

24 ($) "Commission.• The Plor1da Public Service Commission. 

25 (9) "Company," "Te-lecommunications Company," "Telephone 
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1 Company,• or •Utility.• Tbeae term• may be uaed interchangeably 

2 herein. and shall mean •telecommunications company" as defined in 

3 Section. 364.02 (12), Ploricla Statutes . 

4 (10) "Completed. call.• A call which ha• been switched through 

5 an established pat,b so that two-way conversation or data 

6 transmission is po•aible~. 

7 (11) "Disconnec't" or •Disconnection. • The dissociation or 

8 re.lea·se of a circuit. In the case of a billable call, the end of 

9 the billable t .ime for the call whether intentionally terminated or 

10 terminated due to a service interruption. 

11 (12) "Drop or Service Wire." The connecting link that extends 

12 from the local distribution. service terminal to the protector or 

13 telephone· network, interface device on the customer's pre.mises. 

14 (13) "Exchange. • The entire telephone plant and facilities 

15 used in providing telephone aervice t.o subacribe.ra located in an 

16 exchange area. An ex,change may include more than one central 

17 office unit. 

18 (14) "Exch,ange (Service) Area." The territory of a local 

19 exchange company (LEC) within which local telephone service is 

20 furnished at the exchange rates applicable within that. area. 

21 (15) "Ex.tended Area Service. • A type of telephone service 

22 whereby subacribers of a given, exchange or area may complete call.s 

23 to, and receive messages from, one or mor e other exchanges or areas 

24 without toll charges, or comple.te calla to one or more other 

25 exchanges or areaa without toll meaaage charges . 
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1 '16) "Extension Station.• An additional station connected on 

2 the same ci.r·cuit. as the main. station and subsidiary thereto. 

3 (17) •Fore:iLgn Exchange Service. • A classification of LEC 

4 exchange service furnished under tariff provisions whereby a 

s subsc,riber may be provided telephone service from an e;)Cchange other 

6 th.a.n the one from which he would normally be served. 

7 (18) •rn.tercept Service. • A service arrangement provided by 

8 the telecommunication• company whereby calls placed to an 

9 unequipped non-working, disconnected, or discontinued telephone 

10 number are intercepted by operator, recorder, or auclio response 

11 computer and the calling party informed that the called telephone 

12 number is not in service, has been disconnected, discon.tinued, or 

13 changed to another number, or that, calls are received by another 

14 telephone. This service is also provided in certain central 

15 offices and swit.ching centers to inform the calling pari.t of 

16 conditions such as system blockages, inability of the &ystem to 

17 complete a call as dialed, no such office code, and all circuits 

18 busy. 

19 (19) •rnterexc.:hange Company (IXC)." Any telecommunications 

20 company, as defined in se~tion 364.02(12), Florida Sta .. utes, which 

21 provides telecocmrunications s£-rvice between local calling areas as 

22 those areas are described in the approved tariffs of individual 

23 LECs. IXC includes, but is no·t limited to, MLOAB as defined in 

24 subsectign (35) of theaf: definitions. 

25 ( 20) • In·ter-office tall. • A telephone call originating in one 
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1 central office but terminating in another central office, both of 

2 which are in the same designated exchange area. 

3 (21) "Interstate Tol-L Message." Those toll messages which do 

4 not originate and terminate within the same state. 

5 (22) "Intertoll Trun.k." A line or circ·u.it between two toll 

6 .offices, two end officea., or between an end office and toll office, 

7 ove.r which toll calla are passed. 

8 (23) "Intra -office Call." A telephone call originating snd 

9 terminating within ·the same. central office. 

10 (24) "Intra-state Toll Message." Those toli messages which 

11 originate and terminate within the same state. 

12 (2.5) "Invalid Nun\ber." A number comprised of an unassigned 

13 area code number or a non-working central of.fice code (NXX) • 

14 (26) "Large LBC." ALEC certificated by the Commission prior 

15 to July I, 1995, that had i.n excess of 100,000 access lines in 

16 service an July 1, 1995 . 

17 (27) "Local Access and Transport Area (LATA)" or "Market 

18 Area . " A ge_ographical axea, which is loosely based on standard 

19 metropolitan statistical ar~as (SMSAs), within which a LEC ma.y 

20 transport t .elecommun.J_cation signal.e. 

21 (28) "Local Exchange Telecommunications Company (LEC) . " Any 

22 telecommunications .company, as defined in Secti.on 364.02 (6), 

23 Florida Statutee. 

24 (29) •Local Provider (LP) ." Any telecommunications company 

25 pJ:~oviding local telecunmunications service, excluding pay tel,ephone 
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1 provider• and. call aggregatora. 

2 (~0) "Local Service Area" or "Local Calling Area." The area 

3 within wbich te.le_phone service is furnished subscribers under a 

4 specific schedule of rates and without toll charges. A LEC' s local 

5 service area may include one or more exchange areas or portions :>f 

6 ex·cha.nge areas . 

7 (31) •Local Toll Provider (LTP) . ., Any telecommunications 

8 company providing intraLATA or intramarket area long distance 

9 telecommunications eer.vice . 

10 (32) "Main Station." The principal telephone associated with 

11 each se·rvice to which a telephone number is assigned and which is 

12 connected to the central office equipment by an individual or party 

13 line circu1t o·r channel. 

14 (33) ·M~esage." A completed telephone call. 

15 {34) "Mileage Charge." A tariff charge for circuits and 

16 channels connecting other services that are auxiliary to local 

17 exchange service such as off premises extensions, foreign exchange 

18 and foreign central of.fice services, private line se:rvices, and tie 

19 lines . 

20 ( J 5) "Multiple Location Discount Aggregator (fo4T~A) • " An 

21 entity that offers discl,)unted long distance telecomJtJunications 

22 services from an. underlying IXC to unaffiliated entities. An 

23 e·ntity is a MLDA if one or mc:::Jre of the following criteria applies: 

24 (a) It collects fees related to interexchange 

25 telecommuni.cationa aervi cea directly from subscribers, 
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1 (b) It bills for interexchange telecommunication. seiVices in 

2 ita c n name, 

3 (c) 'It. is responsible for an end user's unpaid interexchange 

4 telecommunications bill, or 

5 (d) A customer's bill cannot be determined by applying the 

6 tariff of the underlyin,g IXC to the customer's individual usage. 

7 ( 3 6) "Normal. Working Days. • The normal working da.ys for 

8 installa.tion and construction shall be all c:laya except Saturdays, 

9 Sundays, and holidays. The normal working days for repair service 

10 shall be all days except Sundays and holida.ys. Holidays shall be 

11 the days which are observed by each individual telephone utility. 

12 (37) "Optional c•lling Plan.• An optional service furnished 

13 under tariff provisions which recognizes the need of some 

14 subscribers for extended area calling withc.r.1t imposing the cost on 

15 the entire body of subscribers. 

16 (38) "OUt o.f se.rvice." The inability, as reported oy the 

17 custome'r, to complete either incoming or outgoing calls over the 

18 subscriber's line. "Out of Service" shall not include: 

19 (a) Service difficulties such as slow dial tone, circuits 

20 busy, or other network or switching capacity shortages; 

21 (b) Interrupt.ions cau£ed by a negligent or willful a.ct of the 

22 subscriber; and 

23 (c) S'itua·tions in whi ch a. company suspends or terminat es 

24 service because of nonpa~nt of bills, unlawful or improper use of 

25 facilities or service, or any other reason set forth in approved 

COD.ING: Words underlined are additions; words in 
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1 tariffs or Commias.ion rules. 

2 (39) --outside Plant." The telephone equipment and facilities 

3 installed on, along, o ·r unaer streets, alleys, highways, or on 

4 private rights-of-way between t .he central off'ice and subscrihers' 

5 locations or between central offices of the same or different 

6 exchanges. 

7 (40) "Pay Telep.hone Service Company." Any telecommunications 

8 company that provides pay telephone service as defined in Section 

9 3 64: • 3 3 75, Flo.rida Statutes . 

10 (41) '"PC-.Freeze." (.Preferred Carrier Freeze) A service offered 

11 that restricts the customer' a carrier selection until further 

12 notice from the cuatomer. 

13 (42) '"Provider." Any telecommunications company providing 

14 service, excluding pay telephone providers and call aggregators 

15 (i.e. local, local toll, and toll providers). 

16 (43) .. Service Objective." A quality of service which is 

17 desirable to be achi.eved under normal conditions. 

18 (44) ~service Standard." A level of service which a 

19 telecOITIJiunications company, under normal conditions, is expected to 

20 meet i.1 its certificated territory as repre.sentative of adequate 

21 services. 

22 (45) "Small LEC." A LEC certificated by the Commission prior 

23 to July 1, l99S, which had fewer than 100,000 access lines in 

.service on July 1, 1995. 

(46) "Station. • A telephone inat·rument: consisting of 
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1 transmitter, receiver, .a.ncl associated apparatus so connected as to 

2 per-it sending or receiving telephone messages. 

3 (47) "Subscriber" or "Customer. • Theae terma may be used 

4 interchangeably . herein and shall mean any person, firm, 

5 partnership, corporation, munic·ipality, cooperative organization, 

6 or gove·rnmental agency supplied with communication service ,by a 

7 tele·communicatio.ns company. 

a (48) "SUbscriber Line . " See ".Accesa Line." 

9 (49) •swi.t.ehing Center. • Location at which telephone traffic, 

10 either local or toll, is swit,ched or connected from one circuit or 

11 line to anotner. .A local switching center may be comprised of 

12 several central office units. 

13 (50) "Toll Connecting Trunk. • A t ::nmk which connects a local 

14 central office with ita toll operating office. 

15 (51) "Toll Mesa.age." A completed telephone call between 

16 stations in different exchanges for which message toll char ges a.re 

17 applicable. 

18 (52) "Toll Provider ( TP) . " Any telecommunications company 

19 providing interLATA long distance telecommunications service. 

20 (53) ~Traffic Study.• The process of recor~ing usage 

21 measurements which ca.n be translated into required quantities of 

22 equipment . 

23 (54) "Trouble Report. • Any oral or written report from a 

24 subscriber or user of telephone service to the telephone company 

25 indicating improper function or detective conditione with respect 
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1 to the operation of telephone facilities over which the telephone 

2 compg .y has control. 

3 (55) "TrUnk. • A communication channel between central office 

4 units or entities, or private branch exchanges. 

5 (56) •Valid Number. • A number for a specific telephone 

6 terminal in an assigned area code and working central office which 

7 is equ.ipped to ring and: connect a calling party to such terminal 

8 number. 

9 Specific Authority: 350.12'7(2) F.S. 

10 Law Implemented: 364.01, 364.02, 364.32, 364.335, 364 . 337 F.S. 

11 History: Revised 12-1-68, Amended 3-31-76, formerly 25-4.03, 

12 Amended 2-23-87, 3-4-,92, 12-21-93, 3-10-96, 7-20-98. 12/28/98. 

13 

14 25-4.110 CUStomer Billing for Local Exchange Telecoaaunicationa 

15 Compani.es. 

16 (1) Each company shall iss.ue bills monthly. Each bil... shall 

17 show the delinquent date, set forth a clear listing of all charges 

18 due and payable, and contain the following statement: 

19 "Written itemization of local billing available upon request.• 

20 (a) Each LBC shall provide an itemized bill ... or local 

21 service: 

22 With t:be firat bill rendered after local exchange service 

23 to a customer ia initiated or changed; and 
. 

24 2. To every customer at least once each twelve months. 

25 (b) The annual itemized bill shall be accompanied by a bill 
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1 etuffer which explain• the itemization and advises the customer to 

2 ve .. ify the items and charges on the itemized bill. This bill 

3 stuffer shall be submitted to the Comm.ission' s Division of 

4 Communications for prior approval. The itemized bill provided to 

5 reaid.ential customers and eo business cuatomera with leas than 10 

6 acceas linea per aervice location shall be in easily understood 

7 language. The itemized b.U.l provided to business customers with 10 

8 or more acce•a linea per service location may be stated in service 

9 order code, provided that it contains a statement that, upon 

10 request, an easily understood translation is available in written 

11 form without charge. An itemized bill shall include, but not be 

12 limited to the follow,ing information, separately stated: 

13 

14 

15 

16 

17 

18 

19 

20 

21 

2 2 

23 

24 

25 

l. 

2 . 

3 • 

4. 

Number and types of access lines; 

Cha,rges for acceaa to the system, by type of line; 

Touch tone service charges; 

Charges for custom calling features, separated by 

feature; 

bill. 

5. Unlisted number charges; 

6. Local directory assistance charges; 

.., Other tari.ff charges; and 

8. Other nontariffed, regulated charges contained in the 

(c) Each bill rendered by a local excha.ng,e company shall: 

l. Separate,ly state the following iteme: 

a. Any discount or penalty, if applicable; 
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1 

2 

3 

4 

5 

b. 

.. .... 
d. 

e. 

f. 

Pas·t due balance ; 

Unregula.t.ed charges, identified as unregula·ted; 

Long-dis·tance charge s, if included in the bill; 

Franchise fee, if applicable ; and 

Taxes, aa applicable on pu.rchases o,f locai and long 

6 distance service; and 

7 2. Contain a statement that nonpaymen·t of regulated charges 

8 may result in discontinuance of se.rvice and that the customer may 

9 contact the buaineaa office Cat a stated number) to determine the 

10 amount of regulated charges in the bill. 

11 (2) Each company· shall make appropriate adjustments or 

12 refund-: where the subscriber's service is interrupted by other than 

13 the subscriber' a negligent or willful act, and remains ou't of order 

14 in excess of 2:4 hours after the subscriber notifies the company of 

15 the interruption. The refund to the subscriber shall be the pro 

16 rata part of the mont,h' s charge for the period of days and that 

17 portion of the service and facilities rendered useless or 

18 inoperative; except that the refund shall not, be applicable for the 

19 time that 'the company stands, ready to repair the service and the 

20 subscriber does not, provide access to the company for such 

21 restoration work. The refund may be accomplished by a credit on a 

22 subsequent bill for te.lepbone aervice,. 

23 (3) (a) Bills •hall not be considered delinquent prior to 

24 the expiration of 15 days from the date of mailing or delivery by 

25 the company. However, thP company may demand immediate payment 
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1 under the following circumstances : 

2 

3 

l. 

.. .c. • 

Where service is terminated or abandoned; 

Where toll service is two times g·reater than the 

4 su.bscriber' s a.verage ueage ae reflected on the monthly bills for 

5 the three months pri or to the current bill, or, in the case of a 

6 new customer who has been receiving service for less than foux 

7 months, where the toll service is twice the estimated monthly tol~ 

8 service; or 

9 3 . ~ere the company hae reaeon to believe that a bus .iness 

10 subscriber is about to go out of business or that bankruptcy ~ s 

11 imminent. for that aubacriber . 

12 (b) The demand for immediate payment shall be accompanied by 

13 a bill which itemizes the charg·es for ·which payment is demanded, 

14 or, if the dettlaDd is made orally, an itemized bill shall be mailed 

15 or delivered to the customer withi.n three days a .fter the demand is 

16 made. 

17 (c) If the company cannot present an itemized bill, it may 

18 present a summarized bill which includes the customer's name and 

19 ad~ress and the total amount due . However, a customer may refuse 

20 to maKe payment until an itemized bill is presented. The company 

21 shall inform the cueto·.ner that he may refuse paymunt until an 

22 itemized bill is presented . 

23 (4) Each telephone company sh'lll include a bill insert 

24 advising each subscriber of the directory closing date and of the 

25 subscriber' 8 opportun.ity co correct any error or make changes as 
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1 the subacriber deems ne.cessary in advance of the closing date. It 

2 shall also state that at no additional charge and upon the request 

3 of any resid.ential subscriber, the exchange company shall list an 

4 additional first name or initial under the same. address, telephone 

5 number, and surname of the s ·u.bscriber. The not ice shall be 

6 included in the b'illing1 cycle closest to 60 days preceding the 

7 directory closing date. 

9 (S) Annually, each telephone company shall include a bill 

9 insert advising eaah re•idential aubaeriber of the option to h.ave 

10 the subscriber·• s name placed on the "No Sales Solicitation" list 

11 maintained by the Department of Agriculture and Consumer services, 

12 Division of Consumer services, and the 800 number to contact. to 

13 receive more informatio.n. 

14 (6) Where any undercharge in billing of a customer is the 

15 result of a. company mistake, the company may not back:bill in excess 

16 of 12 months. Nor may the company recover in a ratemaking 

17 proceeding, any lost revenue which inures to the company's 

18 detriment on account of this provision. 

19 (7) Fra.nchi.se fees and municipal tele.communicat,ions taxes. 

20 (a) When a munici.pality charges a company· any franchise fee, 

21 or municipal t ,elecOIII'IlWlieations tax authorized by Section 166.231, 

22 Florida Statutes, the company may collect that fee only from its 

23 subscribers reeeiv·ing service wi.thi n that municipality. When a 

24 county charge• a company .any franchise fee, the company may collect 

2.5 that fee only from ita subscribers receivi.ng servi,ce within that 
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1 county. 

2 (b) A company may not incorporate any .franchise fee or 

3 municipal telecoamunications tax into its other rates for service. 

4 (c) This subaec.tion ahall not be construed as granting a 

5 municipality or county the authority eo charge a franchiae fe~ or 

6 municipal telecommun1cations tax. Thie eubsection only specifies 

7 the 11\ethod of collection of a franchise fee, if: a municipality or 

8 county, ha,vi.ng authority to do so, charges a franchise fee or 

9 municipa.l telecommunications tax. 

10 (8) (a) When. a cC~~nPanY elects to add the Oross Rece.ipte Tax 

11 onto the customer's 'bill as a. separately stated component of that 

12 bill, the company must first remove from the tariffed rates any 

13 embedded provision:& ·for the Gross Receipts Tax . 

14 (b) If the ·cariffed rates in effect have a pr.ovision for 

15 gross receipts tax., the rates .mu.at be reduced by an amount equal to 

16 the gross rece:ipts tax l.iability impose.d by Chapter 20.3, Florida 

17 St.at.utes, thereby rendering the customer's bill unaffected by the 

18 election to add the, Gross Receipts Tax as a separately stated tax. 

19 (c) This subsection shall not be construed as a mandate to 

2!> elect to .separately sta.te the Gross Receipts Tax . This subsection 

21 only specifies the method of applying such an election. 

22 (d) All services sold to another telecommunicat ions vendor, 

2 3 provided that the appl.icable rules of the Departmen.t of Revenue are 

24 satisfied, mu•t be reduced by an amount equal to the gross receipts 

25 tax liability imposed by Chapter 203, Florida Statutes, unless 
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1 those services have been adjuated by aome other Commission action. 

2 (e) When a nonrate base regulated telecommunications company 

3 exer-cises the option, of adding the gross receipts tax as a 

4 separately atated component on the customer' a bill then that 

5 company must file a tariff inaica.ting· auch . 

6 (9) Each LEC •hall apply partial payment of an end 

7 u.ser/auatomer bill first towards satis~ying any unpaid regulated 

8 charges. The remaining portion of the payment, if any, shall be 

9 applied to n<>nregulated. charges. 

10 (10) After January 1, 1999, or six months after the effective 

11 date of this rule, whichever is later, all bills produced shall 

12 cl.e.arly and conapic~uously display the following information for 

13 each service billed in regar4 to each company claiming to be the 

14 customeT's p~eaubacribed provide.r for local, local toll, or toll 

15 service : 

16 (a) The .name of the certificated company; 

17 (b) Type of service provided, i.e., local, local toll, or 

18 toll; and 

19 (c) A toll-free customer service number. 

20 (11) This section applies to LECs that prov'ide transmission 

21 services or bill and collect on behalf of Pay Per Call providers . 

22 Pay Per Call services a.ce defined as switc hed teleconununications 

23 services between location• within the State o.f Florida which permit 

24 communications between an end use customer and an in"formation 

25 provider's program at a per ca.ll charge to the, end user/customer. 
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1 Pay Per Call eervices include 976 services provided by the LECs and 

2 900 service• provided by interexchange carriere. 

3 (a) Chargee for Pay Per Call service (900 or 976) shall be 

4 segregated from chargee for regular long distance or local chargee 

5 by appearing eeparately under a heading that reads as follows: 

6 "Pay Per Call (900 or 976) nonregulated charges . • The following 

7 information shall be clearly and conepicuously disclosed on each 

8 section of the bill containing Pay Per Call service (900 or 976) 

9 charges: 

10 1. Nonpayment of Pay Per Call service (900 or 976) charges 

11 will not result in disconnection of local service; 

12 2. End users/customers can obtain free blocking of Pay Per 

13 Call service (900 or 976) from the LEC; 

14 3. The local or toll-free number the end user/customer can 

15 call to dispute charges; 

16 

17 

4 . 

5. 

The name of the IXC providing 900 service; and 

The Pay Per Call service ( 900 or 976) program n,ame . 

18 (b) Pay Per Call Service (900 and 976) Billing. LECs and 

19 IXCs who have a tariff or contractual relationship with a Pay Per 

20 Call (900 or 976) provider shall not provide ~ay Per Call 

21 transmission service or ·~illing services, unless the provider does 

22 each of the following: 

23 l. Provides a preamble to the program which states the per 

24 minute and total minimum charge• fer the Pay Per Call service (900 

25 and 976); child'• parental notification requirement is announced on 
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1 preamble•· foz: all programs where there is a potential for minors to. 

2 be attract.ed t ,o the program; child's parental n.otification 

3 requirement in any preamble to a program targeted to childr·en must 

4 be in language easily understandable. to children; and programs that 

5 do not exceed $3.00 in total charges may omit the preamble, except 

6 aa provided in Section (11) (b) 3.; 

7 2. Provide• an 18-second billing grace period in which the 

8 end user/customer can disconn.ect the call without incurring a 

9 cha.rge; fi'OM the time the call is answered at the Pay Per Call 

10 provider's premises, the preamble message must be n.., longer t,han 15 

11 seconds. The program may allow an end user/customer to 

12 affirmatively bypass a preamble; 

13 3. Provides on each progra·m promotion targeted at children 

14 (defined as younger than 18 year·s of age) clear and conspicuous 

15 notification, in languag·e unde.rstandable to children, of the 

16 requirement to obtain parental permission be.fore ~lacing or 

17 cont.inuing with the call . The parental consent notification shall 

18 appear prominently in, all advertising and promotional materials, 

19 and in the program preamble. Children's programs sha.ll not have 

20 rates in excess of $5. oo per call and shall not include the 

21 enticement of a gif't or premium; 

22 4. Promotes its services without the use of an autodialer or 

23 broadcasting of tones that di,al a Pay Per Call ( 900 and 976) 

24 number; 

25 5. Prominen.t .ly discloses the add.itional cost per minute or 
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1 per call for any other telephone number that an end user/customer 

2 is referred to either directly or indirectly; 

3 6. In all advertisin) and promotional materials, diaplays 

4 charge• immediately above, below, or ne,xt to the Pay Per Call 

5 number, in type size that can be seen as clearly and co·nspi.cuously 

6 at a glance as the Pay Per Call number. Broadcast television 

7 advertising charges, 'in Arabic nume:rals, must be shown on the 

8 screen for the same durati.on as the Pay Per Call number is shown, 

9 each time the Pay Per Call number is shown. Oral repres.entations 

10 shall be equally' as clear; 

ll 7 . Provides on Pay Per Call serv.ice.s that involve sales of 

12 products or merchandise clear preamble notification of the price 

13 that will be incurred if th.e end user/customer stays on the line, 

14 and a local or toll free number for consumer complaints; and 

15 8. Meets int~l standards established by the LEC or IXC as 

16 defined in the applicable tariffs or contractual agreement between 

17' the LEC and the IXC; or between the LEC/IXC and the Pay Per Call 

18 (900 or 97'6) provider which when violated, would result in the 

19 termination of a transmission or billing arrangement . 

20 (c) Pay Per Call (900 and 976) Blocking. Each LEC shall 

21 provide bloc.king where technically feasible of Pay Per Call service 

22 (900 and 9'76), at the request of the end user/customer at no 

23 cba.rge. Ea.ch LEC or IXC must implement .a bill adjustment tracking 

24 system to aid its efforts in adjusting and sustaining P.ay .Per Call 

25 charges. The LBC or IXC will adjuat the first bill containing Pay 
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1 Per Call charges upon the end user' s/ customer's stated lack of 

2 knowledge that Pay Per Call service ( 900 and 976) haa a charge. A 

3 second adjustment will be mae!e if necessary to reflect calls billed 

4 in the followlngr month which were placed prior to the Pay Per Call 

5 service inquiry. At the time the charge is removed, the end 

6 user/cust,omer may agree to free blocking of Pay Pe.r Call service 

7 (900 and 976). 

8 (d) Dispute relolution for Pay Per Call service (900 and 

9 976). Charges for Pa--y Per Call service (900 and 976) shall be 

10 automatically adju1ted upon complaint that: 

11 1. The end user/customer did not receive a price 

12 advertisement, the price of the call was misrepresent.ed to the 

13 consumer, or the price advertisement received by the consumer was 

14 false, mieleading, or deceptive; 

15 2. The end uaer/cuatomer was misled, deceived, or confused 

16 by the Pay Per Call (900 or 976) adverti·sement; 

17 3. The Pay Per Call (900 or 976) program was incomplete, 

18 g.a:rbled, or of s.ucb quality as to render it inaudible or 

19 unintelligible, or the end user/customer was disconnected or cut 

20 off f rom the service; 

21 4. The Pay Per Call (900 and/or 976) service provided 

22 out-of-date information.; or 

23 5. 'l'he end uaer/cuatomer te·rminated the call during the 

24 preamble de•cribed in 25-4.110(11) (b)2., but was charged for the 

25 Pay Pe-r Ca,ll service (900 or 976) . 
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1 (e) If the end user/customer refuses to pay a. disputed Pay 

2 Per Call service (900 or 976) c.harge which is subsequently 

3 detennined by the LBC to ,be valid, the LEC or IXC may imple.ment Pa.y 

4 Per Call (9.00 md 976) blocking on that line. 

5 (f) Credit and Collection. LECs and. IXCs billing .Pay Per 

6 Call (900 and 97'6) charges to an end user/customer in Florida shall 

7 not : 

8 1. Collect or attempt to collect. Pay Per Call service (900 

9 or 976) charges which are being disputed or which have been removed 

10 from an end u•er' •le-u•t:omer' • bill; or 

11 2 . Report the end user/customer to a. credit bureau or 

12 collection agency aolel'y for non-payment of Pay Per Call (900 or 

13 976 ) charges. 

14 (g) LECtr and IXCs billing Pay Per Call service (900 and 976) 

15 charges to end ·user•/custome:rs in Florida shall implement 

16 safeguards to prevent the disconnection of phone service .for 

17 non-payment of Pay Per Call (900 or 976) charges. 

18 (12) The cust.omer must be notified via letter or on the 

19 customer's first bill and annually thereafter that a PC Freeze is 

20 available. Existing customers must be notified by January 1 , 19:99, 

21 or six months after the eff.ect.ive date of this rule, whicheve.r is 

22 later, .and a.nnually thereafter t hat a PC Freeze is. available. 

23 (13) By January 1, 1999, or six months after the e :ffective 

24 date of this rule, whichever is latt!r , the customer must be given 

25 notice on the first or second page of the customer' s next bill in 
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1 conspicuoua bold face type when the cu•tome.r' • provider of local, 

2 local toll, or to,ll •ervice has changed. 

3 Specific Authority: l50.127 F.S. 

4 Law I.mplement:ed: 364.1.7, 350.113, 364.03, 364.04, 364.05 , 364 . 19, 

5 P.S. 

6 History: New 12-1-68, Amended 3·31-76, 12-31·78, l-17-79, 

7 7-28-81, 9-8-81. 5-3-82, 11-21-82, 4-13-86, 10-30-86, 11-28-89, 

8 3-31-91, 11-11-91, l-10-96, 7-20-97, 12/28/98. 

9 

10 .25-41.118 Local, Local. To·ll, or Toll Provider Selection. 

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

12 the customer's authorization. The customer or ot.her authorized 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

2S 

person may change the residential service. For the purposes of 

this section. the term "other authorized person" shall mean a 

person 18 years of age or older within the same hoysehold. The 

pe.rson designated as the contact for the local telecommunications 

company, an officer of the company, or the owner of the company is 

the person authorized to change business service. A LEC shall 

accept a provider change request by telephone ca! l or letter 

directly from its customii!rs; or 

(2) A LEC sha.ll accept a change request from a certificated 

LP or IXC a.cting on be.ha.lf of the customer . A certificated LP or 

IXC shall submit a change request only i 'f it has first certified to 

the LEC that at. lea•t. one of· the following actions has occurred: 
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3 (b) The prooorider has received a cuatomer·-in.itiated call, and 

4 bcqiMinq aix mgotba after the effective ciate of this rule has 

5 obtained the fo·llowing: 

6 1. 

7 iL An •~•te •eee••ift! ef information aet forth in (3) (a)l. 

8 through 5.; and 

9 Veritic;ation data inc;luding at least one of the 

1.0 following: 

11 The customer's date o( birth; 

12 The laat four digits of the customer's social security 

1.3 nu!Dber; or 

14 ~ The customer's mother 's maiden name. 

15 (c) A firm that ia independent and unaffiliated with the 

16 provider claiming the subscriber has verified the cust:omer' s 

17 requested ch.ange by obtaining the following: 

18 1' The cu.stomer' s consent to record the requested change 21: 

19 tbe cust omer has been notified that the call will b~ recorded; and 

20 2. Beginning aix mgnths after the effective date o f this 

21 x:u.lJ:. .an audio recor~ing of the information st~tted in subsection 

2 2 ( 3 ) (a) 1. throu:gh 5 • ; or 

23 (d) 1. The provider has received a customer's change reque·st, 

24 and bas reaponded by mailing Ad informational package that shall 

25 include the following: 
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1 a. A notice tbat the information is being· sent to confirm 

2 that a eele.al'hetel' eetai:Be~ a custom.er' s request to change the 

3 customer's telecommunications provider was obtained; 

4 b. A descr iption of any terms, conditions, or charges that 

5 will be ;incurred; 

6 c. The name, address, and telephone number of both tl1..:! 

7 customer and the solici.tingr company; 

8 d. A postcard which the customer can use to confirm a change 

9 request; 

10 e. A clear statement .that the customer's local , local toll, 

11 or toll provider will be changed to the soliciting company only if 

12 the customer •19Tl8 and return• the postcard confirming the change; 

13 and 

14 f. A notice 'that the customer may contact by writing the 

15 Commission' a Diviaion of Consumer Affairs, 2540 Shumard Oak. 

16 Boulevard, Tallaha•eee, Florida 32399-0850, or by callir.g, toll-

17 free (TOO & Voi ce) 1-800-342 - 35,52, for consumer complain':s. 

18 2 . The soliciting company shall submit the change request to 

19 the LP only if it . has first rec:e .ived, the postcard that must be 

20 signed by the customer. 

21 (3) (a) The LOJ. submitted to the company requesting a 

22 provider change shall i .nc lude the following infortnation {each shall 

2 3 be separately atated) : · 

24 l. CUstomer ' • billing name, addre.ss , and eaeh telephone 

25 number to be c hanged; 
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l 2. Statement clearly identifying the certificated name of 

2 t .e prov1der and the service to which the customer wishes to 

3 subscribe, whether or not it uses the facilities of another 

4 company; 

5 3 • Statement that the person requesting the change is 

6 authorized to request the change; 

7 4 . Statement 'that the customer' • change request will apply 

8 on! y to the number on the reques:t and there must only be one 

9 presubscribed local, one presubscribed local toll, and one 

10 presubscribed toll provider for each number; 

11 5. Statemen.t that the. LEC may charge a fee for each provider 

12 change; 

13 6. CUstomer's signa.'tu.re and a statement that the customer's 

14 signature or endorsemen.t on the document will result in a change of 

15 the customer's provider. 

16 (b) The soliciting company's provider change .fee statement, 

17 as described in (.a)S. above, shall be legible, printed in boldface 

18 at least as la.rge as any other text on the page, and located 

19 directly above. the signa.t ·ure line. 

20 (c) The soliciting company's provider change statement, as 

21 described in (a)6. above, shall be legible, printed in boldface at 

22 least .as large as any other tex.t on the page, and located directly 

23 below the signature line. 

24 (4) The LOA ahall not be combined with inducements of any 

25 kind on the same document. 'l'he document as a whole must not. be 
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1 misleading or deceptive. For purposee of this rule, the terms 

2 "misleading o.r decep·tive" mean that, because of the style, format 

3 or r.ontent o"f the document or oral statements, it would not be 

4 readily appare:nt t .o the person signing the document or providing 

5 oral authorization that the purpose of the signature or the oral 

6 authorization was to authorize a provider change, or it would b., 

7 unclear to the customer who the new provider wou.ld be; that the 

8 custome:r• s selection would apply only co. the number listed and 

9 there could only be one provider for that number; or that the 

10 customer's LP might charge a fee to switch service providers. If 

11 any pa.rt of the LOA is written in a language other th~n English, 

12 then it ·must contain all relevant information in each language. 

13 Notwithstanding the above, the LOA. may be combined with checks that 

14 contain only the requir-ed LOA language as prescribed in subsection 

15 (3) of this section and the information necessary to make the check 

16 a negotiable instrument. The LOA chec'k shall not contain any 

17 promotional language or mate·rial. The LOA check shall c :mtain in 

18 ea.sily :readable, bold-face type on the front: of the check, a notice 

19 that the consumer is authorizing a primary ca.rrier change by 

20 signing the check . The LOA language shall be placed near the 

21 signatu,:re line on the t..ack of the check. 

22 (5) A prospecti ve provider must have· received the signed LOA 

23 before initiatingr tbe change . 

24 

25 

(6) Information obtained yoder !2> !a) through {d) bOAs e"d 

attelie reeerdin,e shall be .maintained by the provider for a period 

... , 
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l of one year. 

2 (7) CUetomer requests for other se.rvicea, such as travel card 

3 service, do not constitute a pr..,vider change. 

4 ( 8) Charge a tor unauthor iz.ed provider changes and all l.t. 

5 charges billed on behalf of the unauthori.zed p·rovider for the fir~t 

6 30 days or first billing cycl:e, whichever _is longer, shall be 

7 credited to the cuatome.r. by the company responsible for the error 

8 within 45 da,ys of noti.fication to the comoany by the customer. 

9 unl1:ss tho clAim is fAl•o. After the first 30 days up to 12 

10 months, all 1+ charges over the rates of the preferred company will 

ll be credited to the customer by the company responsible for the 

12 error within 45 days of notification to the company by the 

13 customer. unless the claim is false. Upon notice from the customer 

14 of an unauthorized provider change, the LEC shall change the 

15 cust.omer back, or to another company of the customer's choice. The 

16 change must be made within. 24. hours excepting Saturday, Sunday, and 

17 holidays, in which case the change shall be made by the end of the 

18 next business day. Tho provisions of this Subsection apply whether 

19 o r not tho change is deemed to be an unauthorized carrier change 

20 infraction under subaection (13). 

21 (9) The company shall provide the following disclosures when 

~ 2 soliciting a change in service. from a customer: 

23 (a) Iden.tification of the company; 

24 (b) That the purpose of the visit or call is to solicit a 

25 change. of the provi der o 4! the customer; 
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1 (c) That the provider shall not be changed unless the 

2 customer autnorizes the chan.ge; and 

3 (d) All information as refe.renced in Rule 25-24.490(3). 

4 (10) Du.ring telemarket.ing and verification, no misleading or 

5 decept.ive references shall be made ·o~hile soliciting . for 

6 subscribe.rs. 

7 (11) A provider must provide the customer a copy of· the 

8 authorization it relies upon in submitting the change request 

9 within 15 calendar day• of request . 

10 (12) Each proyidor ae.,.atty shall mAintain A toll-free nuU\ber 

11 for accepting complaints regarding unauthorized provider changes. 

12 which may be separate from ~tl other customer seryice numbers. and 

13 must be answered 24 bour• o d,ay. seyen days A week. If tbe number 

14 is a separAte toll-free nu!Dber. begiooing six months after the 

15 effective date of this rule new customers must be noti{ied of tbe 

16 number in tbe information package provided to new customers or on 

11 their firot bill. Tbe QUrnber shall provide a live ope~ator ~ 

18 aftewel!' i:fte&MiB!J ealle 114 )lettl!'s a say, 7 says a weelt, el!' shall 

19 reeel!'a ea4 tteel!' eel'llplail,t:e or sllall record end user complaints made 

20 to the customer service number tQ answer iQcQming calla. A 

21 combination of live operators and recorders may be used. If a 

22 recorder is used, the company shall attempt to contact each 

23 complainant no later than the next business day following the date 

24 .of recording and. for three neft s\lPsegyen& days unless the custQmE:" 

2 5 is reacbed I I"f &he s;;ustgmer _is no& reacbed I the company shall send 

CODING: w·orde underlined are addition•; word• in 
e1!1!'ttelt lft::l!'ett!h type are deletions from existing law. 

- 27 -



1 a letter to the cuatomer's billing address informing the customer 

2 as to the best time tho customer should call or provide an address 

3 to which correspondence. ahould be sent to the company . Beginning 

4 six months after the effective date of this rule. a minimum of 95 

5 percent o·f all C'all attenqj)tl ahall be transferred by the system to 

6 a 1 i ve attendant or recordina device orepared to giye immediate 

7 assistance within 60 secondl after the last digit of the telephone 

' 
8 DUmber listed II the C!Uit.omer ICrvice number for unAUthorized 

'9 provider cbange complaints was dialed; proyided tbat if the call is 

10 completed within 15 ••sond• to an ipteractiye. menu-driyen. voice 

11 resoonse unit.. the 60-second answer tiiDI sball be roea•urod f.rom the 

12 point at which tho cuatomer solecs;s a menu opt;ion to be connected 

13 to a liye as;tendapt. Station. buahaa will not be counted as 

14 completed calla. The term "answer• as used in this subsection 

15 means more than an a ·cknowledgment that the customer is waiting on 

16 the line. It shal l mean the provider is ready to render as.sistance 

17 or accept the informa.tion necessary to process the call. 

18 

19 

20 

21 

22 

23 

24 

25 

Cl3l Cal A company shall not be deemed to haye committed an 

unauthorized carrictr changct infraction if the company. including 

its agents and contractors. did \;he following; 

L.. Followed tho procedyres regyired yoder s v ?sect ion L2l 

with respect to the person regyestiog the chemgi:; 

2.&, Followed these procs:dyres in good faith; and 

~ Complied with the credit procedures of subsectio n (81. 
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1 .UU. In detemining whether fines or other remedies are 

2 appropriate .for an unauthorized carrier change infraction. the 

3 Commission shall con.1ider the actions taken by the company to 

4 mitigate or undo the effects of the unauthorized change. These 
5 

actions include but are not limited to whether the company, 
6 

including its agents and contractors; 
7 

.L. Followed the procedures regui rf!d under subsoct ion C 2 l 
8 

9 
with respect to tho person requesting thf! chango in good faith; 

10 
2,. Complied with the credit procedures of subsection C8l; 

11 
.L_ Took prompt action in response to the ;.;naythorized 

12 cb.ange; 

13 ~ Reported to the Commission any unusual circumstances that 

14 might baye adyeroelv affected customers such as syst em errors or 

15 inappropriate marketing practices that resylted in tmaythorized 

16 changes and the remedial action taken; 

17 

18 

19 

20 

21 

22 

23 

24 

25 

2. Reported any unaytborizf!d provider changes concurrently 

affecting a largo number 9f customers; or 

h Took other CQrrectiye as:;tioo to remedy the ynaythorized 

change appropriate under the cirs:;umstancos. 

Specific Authority 350 . 127(2) F.S. 

Law Implemented 364.01, 364.19, 364 . 285 F.S. 

History: New 3-4-92, Amended 5-31-95, 7-20-98. 12/28/9B . 
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1 25-24.490 cuato.er Relatione; Rule• Incorporated . 

. 2 (1) The following rules are incorporated herein by reference 

3 and apply to IXCa. 

4 Portions 

5 Section 

6 2.5-4.110 

7 

8 25-4.111 

9 

10 25-4 . 112 

11 

12 25-4.113 

13 

14 25-4.114 

15 25-4.117 

16 25-4.118 

17 

18 

T.itle 

CUstomer Billing 

CUstomer Cocnplaint 

and Service Requests 

Termination of Service 

by CUstomer 

Refusal or Discontinuance 

Applicable 

Subsections (10), 

( 11) , ( 12) , and ( 13) 

All except 

Subsection {2) 

All 

of Service by Company All 

Refunds All 

800 Serv'ice All 

Local, Local Toll, or All 

Toll Provider 

Selection 

19 (2) An IXC may require a deposit as a condition of. service 

20 and may collect advance payments for more than one roonth of service 

21 if it maintains on file with the Commission a bond covering its 

22 current balance of deposita and advance payments (for more than one 

23 month's service) . A company may apply to the Commission for a 

24 waiver of the bond requirement by demonstrating that it possesses 

25 the financial resourc es: and income to provide assurance of 
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1 continued! operation under its certificate over the long term. 

2 (3) Upon request, each company shall provide verbally or in 

3 writing to any person inqul.ring about ttte company's service: 

4 

5 

6 

7 

8 

9 and 

10 

(a) any nonrecurring charge, 

(b) .any mon.thly service charge. or minimum usage charge., 

(c) company deposit practices, 

(cl) any cbargea applicable to call a 'ttempts not answered, 

(e:) a statement of when charging for a call begins and ends, 

(f) a statement of billing adjustment pracLices for wrong 

11 numbers or incorrect bills. 

12 In addition, the above information shall be included in the first 

13 bill, or in a separate mailing no later than the first bill, to all 

14 new customers and to all customers presubscribing on or after the 

15 effective date. of this rule, and in any information sheet or 

16 brochure distributed by the company for the purpose of providing 

17 i .nformation about the company's services. The above information 

18 shall be clea:rly exp·r ·essed in simple words, sentences and 
-

19 paragraphs. It mu.st avoid u.nnecessarily long, complicated or 

20 obscure phrases or acronyms . 

.21 Specific Authority 350 . 127(2) F.S. 

22 La.w Impleme·nted 364.03, 364.14, 364.15, 364.19, 364.337 F . S. 

23 History: New 2-23-87, Ame-nded 10-31-89, 3-5-90, 3-4-92, 3-13-96, 

24 7-.20-98. 12/28/98. 

25 
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1 25-24.845 Custoa~er Relat.ions; Rules incorporated. 

The following rules are incorporated herein by refe:renc·e and 

3 apply to ALBCs. In the following rules, the acronym 'LEC' should be 

4 omitted. or interpreted aa 'ALEC•. 

5 Section 

6 25-t . llO 

7 

8 24-4 . 118 

9 

Title 

Cu•tomer Billing 

Local, Local Toll, or 

Toll Provider Selection 

Portions Applicable 

Subsections (10), (11), 

(12), and (13) 

All 

10 Specific Authority: 350.127(2) and 364.ll7(2) , F.S. 

11 Law Implemented: 364.331(2) . 

12 

13 

14 

15 

16 

17 

18 

19 

2 0 

21 

22 

2 3 

24 

25 

History: New 7-20-98. 12/28/98. 
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