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NOTICE OF PROPOSED RULEMAKIMG 

FLORIDA PUBLIC SERVICE COMMIISSION 

DOCKET NIO. 991651-PU 

RULE T I T L E :  

f i  

, 
OR i G I NAL 

RULE NO.  : 

Customer Compla in ts  2 5 - 2 2 . 0 3 2  

PURPOSE AND EFFECT: To e s t a b l i s h  p r o c e d u r e s  t h a t  are  d e s i g n e d  t o  

e x p e d i  t E! p r o c e  s s i n g  o f cus tomer  comp 1. a i n t  s w i t h o u t  e x  t e n s  i v e  

Commissi-on p a r t i c i p a t i o n .  I t  a l s o  p r o v i d e s  a n  i n f o r m a l  d i s p u t e  

r e s o l u t i - o n  p r o c e s s  f o r  t h e  (customer and  t h e  company i f  t h e y  

canno t  r e s o l v e  t h e  c o m p l a i n t  w i t h o u t  Commission i n t e r v e n t i o n .  

SUMMARY: I t  is t h e  Commissi3n's i n t e n t  t h a t  d i s p u t e s  between 

r e g u l a t e d  companies  and t h e i r  cus tomers  be r e s o l v e d  a s  q u i c k l y ,  

e f f e c t i v e l y ,  and  i n e x p e n s i v e l y  as  p o s s i b l e .  T h i s  r u l e  e s t a b l i s h e s  

customeir c o m p l a i n t  p r o c e d u r e s  t h a t  a re  d e s i g n e d  t o  accompl i sh  

t h i s  i n t e n t .  I t  i n c l u d e s  a n  e x p e d i t e d  t e l e p h o n e  warm t r a n s f e r  and 

t h r e e  day  r e s o l u t i o n  p r o c e s s  f o r  c o m p l a i n t s  t h a t  c a n  b e  r e s o l v e d  

q u i c k l y  by t h e  cus tomer  and t h e  company w i t h o u t  e x t e n s i v e  

Commissfion p a r t i c i p a t i o n .  I t  a l s o  i n c l u d e s  a p r o c e s s  f o r  i n f o r m a l  

Commiss.ion r e s o l u t i o n  of t h e  c o m p l a i n t  i f  t h e  company and t h e  
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S P E C I F I C :  AUTHORITY: 350.127(2), 364.1.9, 364.0252, 366.05, 

367.121, FS 

LAW IMPLEMENTED: 364.01., 364.0252, 364.03(1), 364.183, 364.185, 

364.15, 364.:19, 364.337 (5), 366.03, 366.04, 366.05, 367.011, 

367.111, 367.121, 120.54, 120.569, 120.57, 120.573, FS 

WRITTEN COMMENTS OR SUGGESTIONS ON THE PROPOSED RULE MAY BE 

SUBMITTElD TO THE F P S C ,  D I V I S I O N  O F  RECORDS AND REPORTING,  W I T H I N  

21 DAYS O F  THE DATE O F  T H I S  N O T I C E  FOR I N C L U S I O N  I N  THE RECORD O F  

THE PROCEEDING. 

I F  REQUESTED W I T H I N  21 DAYS O F  THE DATE O F  T H I S  N O T I C E ,  A HEARING 

W I L L  BE SCHEDULED AND ANNOUNCED I N  THE FAW. 

THE PERSON TO BE CONTACTED REGARDING THE PROPOSED RULE I S :  

Di rec tor  of  .Appeals, F l o r i d a  P u b l i c  !Service C o m m i s s i o n ,  2540 

Shumard O a k  B l v d . ,  T a l l a h a s s e e ,  F1or:ida 32399-0862, (850) 413- 

6245. 

THE FULL TEX'T OF THE PROPOSED RULE I!3: 

( S u b s t a n t i a l  rewording of R u l e  25-22.032 f o l l o w s .  See F l o r i d a  

A d m i n i s t r a t i v e  C o d e  f o r  p r e s e n t  t e x t .  ) 

25-22.0:32 C u s t o m e r  C o m p l a i n t s .  

-- 1. I n t e n t ;  A p p l i c a t i o n  and SCODIL 

-- I t  i s  t h e  C o m m i s s i o n ' s  i n t e n t  t h a t  d i s p u t e s  b e t w e e n  

r e a u l a t e d  companies and t h e i r  c u s t o m e r s  be resolved as  a u i c k l v ,  

e f f e c t i v e l v ,  and i n e x p e n s i v e l v  as  poss ib le .  T h i s  r u l e  es tab l i shes  

i n f o r m a l  cus tomer  comD:Laint procedures  t h a t  are  desianed t o  

accomplish t h a t  i n t e n t .  T h i s  r u l e  a D i D l i e s  t o  a l l  companies 
- _  



r e a u l a t e d  bv t h e  Commission. I t  p r o v i d e s  f o r  e x p e d i t e d  p r o c e s s e s  

f o r  cus tomer  c o m p l a i n t s  t h a t  can  be  r e s o l v e d  a u i c k l v  bv t h e  

cus tomer  and t h e  compariv w i t h o u t  e x t e n s i v e  Commission 

p a r t i c i p a t i o n .  I t  a l s o  p r o v i d e s  a p r o c e s s  f o r  i n f o r m a l  Commission 

r e s o l u t i o n  of c o m p l a i n t s  t h a t  canno t  be  r e s o l v e d  bv t h e  companv 

and t h e  cus tomer .  

(2:i Anv cus tomer  o f  a Commission r e a u l a t e d  companv mav f i l e  

a comDlaint w i t h  t h e  Dj-vis ion of  Consumer A f f a i r s  whenever t h e  

cus tomer  h a s  a n  unresol-ved d i s p u t e  w i t h  t h e  companv r e a a r d i n q  

e l e c t r i c ,  aas ,  t e l e p h o n e ,  w a t e r ,  o r  was tewa te r  s e r v i c e .  The 

compla in t  may be communicated o r a l l v  o r  i n  w r i t i n a .  The compla in t  

s h a l l  i n c l u d e  t h e  name of  t h e  companv a a a i n s t  which t h e  compla in t  

i s  made,, t h e  name o f  t h e  cus tomer  of  r e c o r d ,  and t h e  c u s t o m e r ’ s  

s e r v i c e  a d d r e s s .  Upon r e c e i p t  of  t h e  c o m p l a i n t ,  a s t a f f  member 

w i l l  d e t e r m i n e  i f  t h e  cus tomer  h a s  c o n t a c t e d  t h e  companv and ,  i f  

t h e  cus tomer  a a r e e s ,  w i l l  p u t  t h e  cus tomer  i n  c o n t a c t  w i t h  t h e  

companv f o r  r e s o l u t i o n  o f  t h e  compla.int  u s i n a  t h e  t r a n s f e r -  

connec t  s v s t e m  d e s c r i b e d  i n  s u b s e c t i o n  (31, o r  bv o t h e r  

a p p r o p r i a t e  means i f  t h e  cornpanv doe:; n o t  s u b s c r i b e  t o  t h e  

t r a n s f e r - c o n n e c t  svstern.  I f  t h e  cus tomer  does  n o t  aaree t o  be p u t  

i n  c o n t a c t  w i t h  t h e  cornpanv, f o r  t h o s e  companies s u b s c r i b i n a  t o  

t h e  t r a n s f e r - c o n n e c t  sys t em,  t h e  s t a f f  m e m b e r  w i l l  submi t  t h e  

c o m ~ l a i n t  t o  t h e  companv f o r  r e s o l u t i o n  i n  acco rdance  w i t h  t h e  

t h r e e - d a v  compla in t  r e s o l u t i o n  proce:;s se t  f o r t h  i n  s u b s e c t i o n  

( 4 ) .  For t h o s e  companies  n o t  s u b s c r i b i n a  t o  t h e  t r a n s f e r - c o n n e c t  



svs tem,  t h e  s t a f f  m e m b e r  w i . 1 1  submi t  t h e  c o m p l a i n t  t o  t h e  companv 

f o r  r e s o l u t i o n  i n  acco rdance  w i t h  t h e  p r o v i s i o n s  of  s u b s e c t i o n  

[5). 

( 3 )  T r a n s f e r - c o n n e c t  s y s t e m .  

( a )  Each companv s u b i e c t  t o  r e a u l a t i o n  by t h e  Commission may 

p r o v i d e  a t r a n s f e r - c o n n e c t  ( w a r m  t r a n s f e r )  t e l e p h o n e  number bv 

which t h e  Coinmission mav d i r e c t l v  t r a n s f e r  a cus tomer  t o  t h a t  

companv”s cus tomer  s e r v i c e  o e r s o n n e l .  When t h e  t r a n s f e r  i s  

comple t e ,  anv f u r t h e r  c:harqes f o r  t h e  c a l l  s h a l l  b e  t h e  

r e s p o n s i b i l i t y  of  t h e  companv and n o t  t h e  Commission o r  t h e  

cus tomer .  Ealzh companv t h a t  s u b s c r i b e s  t o  t h e  t r a n s f e r  connec t  

svs t em must p r o v i d e  cus tomer  s e r v i c e  p e r s o n n e l  t o  hand le  

t r a n s f e r r e d  c a l l s  du r i r i a  t h e  companv”s normal b u s i n e s s  hour s  and 

a t  a minimum from Mondav t h r o u a h  F r i d a y ,  9 : 0 0  A.M t o  4:OO P . M . ,  

E a s t e r n  t i m e ,  e x c l u d i n q  a l l  h o l i d a v s  obse rved  bv t h e  companv. 

(4) Compla in ts  r e s o l v e d  w i t h i n  t h r e e  ( 3 )  d a v s .  

- Cornpanites t h a t  s u b s c r i b e  t o  t h e  t r a n s f e r - c o n n e c t  s v s t e m  mav 

r e s o l v e  cus tomer  c o m p l a i n t s  w i t h i n  t h r e e  d a v s  i n  t h e  f o l l o w i n q  

manner: 

(a : )  The Commission s t a f f  m e m b e r  h a n d l i n a  t h e  compla in t  w i l l  

f o rward  a d e s c r i D t i o n  of t h e  comDlaint  t o  t h e  companv f o r  

r e s p o n s e  and r e s o l u t i o n .  The t h r e e  dav  p e r i o d  w i l l  b e a i n  a t  5 : O O  

p . m .  on t h e  dav  t h e  infformation i s  s e n t  t o  t h e  companv and end a t  

5 : O O  D . m .  on t h e  t h i r d  dav ,  excludincx weekends and  h o l i d a v s .  I f  

t h e  companv s a t i s f a c t o r i l v  r e s o l v e s  t h e  c o m p l a i n t ,  t h e  ‘-companv 
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s h a l l  n o t i f v  t h e  s t a f f  m e m b e r  o f  t h e  r e s o l u t i o n .  

( b )  The Commission w i l l  c o n t a c t  t h e  cus tomer  t o  c o n f i r m  t h a t  

t h e  compla in t  h a s  been r e s o l v e d .  I f  t h e  cus tomer  c o n f i r m s  t h a t  

t h e  compla in t  h a s  been r e s o l v e d ,  t h e  compla in t  w i l l  n o t  b e  

r e p o r t e d  i n  t h e  t o t a l  number o f  compl-aints  shown f o r  t h a t  companv 

i n  t h e  Commission Consumer Complaint  A c t i v i t v  Repor t  . However, 

t h e  Commission w i l l  r e t a i n  t h e  i n f o r m a t i o n  f o r  u s e  i n  enforcement  

proceed]-nus ,  o r  f o r  any o t h e r  pu rpose  n e c e s s a r v  t o  pe r fo rm i t s  

r e a u l a t o r v  o b l i a a t i o n s  ._ 
( c )  I f  t h e  cus tomer  i n f o r m s  t h e  Commission s t a f f  m e m b e r  t h a t  

t h e  c o m p l a i n t  h a s  n o t  been  r e s o l v e d ,  t h e  Commission w i l l  n o t i f v  

t h e  companv and r e a u i r e  a f u l l  report ;  as  prescribed i n  s u b s e c t i o n  

(5). 

(d l  For  p u r p o s e s  o f  t h i s  subsec t l ion  a compla in t  w i l l  be  

c o n s i d e r e d  “ r e s o l v e d ”  i.f t h e  companv and  t h e  cus tomer  i n d i c a t e  

t h a t  t h e  problem h a s  been cDrrected, o r  t h e  companv and t h e  

cus tomer  i n d i c a t e  t h a t  t h e v  have a a r e e d  t o  a p l a n  t o  c o r r e c t  t h e  

pr  ob1 e m  <L 

(511 Compla in ts  not: r e sDlved  w i t h i n  t h r e e  davs.  

-- If t h e  (customer d o e s  nDt aaree to c o n t a c t  t h e  companv 

d i r e c t l y ,  i f  t h e  cus tomer  i s  n o t  s a t i s f i e d  w i t h  t h e  companv‘s 

p roposed  r e s o l u t i o n  of  t h e  compla in t , ,  o r  i f  t h e  comDanv does  n o t  

s u b s c r i b e  t o  t h e  t ransf fe r -cDnnect  svs tem,  a Commission s t a f f  

m e m b e r  w i l l  i n v e s t i a a t e  t h e  complaint: and a t tempt  t o  r e s o l v e  t h e  
- _  

d i s p u t e  i n  t . h e  fo l lowi r i a  manner: 



(a) The staff member will notifv the companv of the 

cornplaint and reauest a response. The companv shall provide its 

response to the complai.nt within fifteen (15 )  workina davs. The 

response sha.11 explain the Icompanv' s actions in the disputed 

matter and the extent to which those actions were consistent with 

applicable statutes and requlations. The response shall also 

describe all attempts to resolve the customer's complaint. 

(b) The staff member investiaatina the complaint mav reauest 

copies of bills, billiria statements, field reports, written 

documents, or other information in the participants' possession 

that may be necessarv to resolve the dispute. The staff member 

' mav perform, or reauest the companv to perform, anv tests, 

on-site inspections, and reviews of companv records necessarv to 

aid in the resolution of the dispute, 

(6 : )  Durina the cornplaint process, a companv shall not 

discontinue service to a customer because of anv unpaid disputed 

bill. However, the companv mav require the customer to pav that 

part of a bill which is not in dispute. If the companv and the 

custome:r cannot aaree on the amount .in dispute, the staff member 

will malke a reasonable estimate to establish an interim disputed 

amount until the complaint is resolved. If the customer fails to 

pav the undisputed portion of the bi.11 the companv mav 

discontinue the customer's service pursuant to Commission rules. 

( 7 )  The staff member will propose a resolution of the 

complaint based on the information p.rovided bv all participants 



t o  t h e  compla in t  and a r m l i c a b l e  s t a t u t e s  and  r e a u l a t i o n s .  The 

p roposed  r e s o l u t i o n  may b e  e i t h e r  o r a l  o r  w r i t t e n .  Upon r e a u e s t ,  

e i t h e r  p a r t i c i p a n t  sha l .1  be  e n t i t l e d  t o  a w r i t t e n  CODV of  t h e  

p roposed  r e s o l u t i o n .  

( 8 )  I n f o r m a l  Confe rence .  I f  a p a r t i c i p a n t  o b j e c t s  t o  t h e  

p roposed  r e s o l u t i o n  t h e  p a r t i c i p a n t  mav r e a u e s t  an  i n f o r m a l  

c o n f e r e n c e  011 t h e  compl-aint  . 
( a )  The r e a u e s t  f o r  a n  i n f o r m a l  c o n f e r e n c e  s h a l l  be i n  

w r i t i n a  and f i l e d  w i t h  t h e  D i v i s i o n  of  Consumer A f f a i r s  w i t h i n  3 0  

davs  a f t e r  t h e  p roposed  r e s D l u t i o n  i s  s e n t  t o  t h e  p a r t i c i p a n t s .  

(b:l When t h e  r e a u e s t  f o r  a n  i n f o r m a l  c o n f e r e n c e  i s  r e c e i v e d ,  

t h e  D i r e c t o r  of t h e  D i v i s i o n  of  Consumer A f f a i r s  w i l l  a s s i an  a 

Commission s t a f f  member t o  p r o c e s s  t h e  r e a u e s t  f o r  an  i n f o r m a l  

c o n f e r e n c e .  'The s t a f f  member w i l l  a d v i s e  t h e  p a r t i c i p a n t s  t o  

comple te  Form X (PSC/CAF Form XI, i n c o r p o r a t e d  bv r e f e r e n c e  

h e r e i n ,  and r e t u r n  t h e  form t o  t h e  Commission w i t h i n  f i f t e e n  ( 1 5 )  

d a v s .  A COPV of  Form X mav be o b t a i n e d  from t h e  D i v i s i o n  of  

Consumer Af f a i r s .  A t  a minimum, t h e  D a r t i c i p a n t s  s h a l l  p r o v i d e  

t h e  fol . lowina i n f o r m a t i o n  on t h e  form: 

-- 1. A s t a t e m e n t  d e s c r i b i n a  t h e  f a c t s  t h a t  a i v e  r ise t o  t h e  

camp 1 a i nt; 

-- 2 .  A s t a t e m e n t  o f  t h e  i s s u e s  t o  be  r e s o l v e d ;  and 

-- 3. A s t a t e m e n t  o f  t h e  r e l i e f  r e a u e s t e d .  

The i n f o r m a l  c o n f e r e n c e  s h a l l  be  l i m i t e d  t o  t h e  compla in t  and  t h e  

s t a t e m e n t  of  f a c t s  and  i s s u e s  i d e n t i f i e d  bv t h e  p a r t i c i p a n t s  i n  
-. 



t h e  form. The Commission s t a f f  w i l l  r i o t i f v  t h e  r e a u e s t i n q  

p a r t i c i p a n t  t h a t  t h e  r e a u e s  t f o r  a n  i n f o r m a l  c o n f e r e n c e  w i l l  b e  

d e n i e d  i f  t h e  r e a u e s t i n a  p a r t i c i p a n t ’  s form i s  n o t  r e c e i v e d  

w i t h i n  t h e  1.5 d a v s .  

(cli The D i r e c t o r  of  thle D i v i s i o n  w i l l  r ev i ew t h e  s t a t e m e n t s  

and e i t h e r  a p p o i n t  a s t a f f  inember t o  conduc t  t h e  i n f o r m a l  

c o n f e r e n c e ,  o r  make a recommendation t o  t h e  Commission f o r  

d i s m i s s a l  based  on a f i n d i n 3  t h a t  t h e  c o m p l a i n t  s t a t e s  no b a s i s  

uDon which r l e l i e f  mav be  a r a n t e d .  

(d:l I f  ,a c o n f e r e n c e  i s  a r a n t e d ,  t h e  s t a f f  member aDPointed 

t o  conduct  t h e  c o n f e r e n c e  s h a l l  n o t  have p a r t i c i p a t e d  i n  t h e  

i n v e s t i g a t i o n  o r  p roposed  r e s o l u t i o n  of  t h e  c o m p l a i n t .  

(el  A f t e r  c o n s u l t i n u  w i t h  t h e  p a r t i c i p a n t s ,  t h e  s t a f f  m e m b e r  

w i l l  s end  a , w r i t t e n  n o t i c e  t o  t h e  p a r t i c i p a n t s  s e t t i n a  f o r t h  t h e  

u n r e s o l v e d  i s s u e s ,  t h e  p r o c e d u r e s  t o  b e  f o l l o w e d  a t  t h e  i n f o r m a l  

c o n f e r e n c e ,  t h e  dates bv which w r i t t e n  m a t e r i a l s  a r e  t o  be  f i l e d ,  

and t h e  t i m e  and  place f o r  t h e  c o n f e r e n c e .  The c o n f e r e n c e  mav be  

h e l d  bv t e l e p h o n e  c o n f e r e n c e ,  v i d e o  t e l e c o n f e r e n c e ,  o r  i n  p e r s o n ,  

no s o o n e r  t h a n  t e n  dav:; f o l l o w i n a  t h e  n o t i c e .  

( f )  A t  t h e  c o n f e r e n c e ,  t h e  p a r t i c i D a n t s  s h a l l  have t h e  

o D P o r t u n i t v  t o  p r e s e n t  i n f o r m a t i o n ,  o r a l l v  o r  i n  w r i t i n a ,  i n  

s u p p o r t  o f  t h e i r  p o s i t i o n s .  Durina t h e  c o n f e r e n c e ,  t h e  s t a f f  

m e m b e r  mav encouraae  t h e  p a r t i e s  t o  r e s o l v e  t h e  d i s p u t e .  The 

Commiss.ion w i l l  be r e s p o n s i b l e  f o r  t a p e - r e c o r d i n a ,  b u t  n o t  

t r a n s c r i b i n q ,  t h e  i n f o r m a l  c o n f e r e n c e .  A p a r t i c i p a n t  mav a r r a n a e  
- -_ 



n 

for transcriDtion at his own expense., 

(a) The staff member mav permit anv participant to file 

additional information. documentation, or arauments. The opposinq 

participant shall have an onportunitv to respond. 

(h) If a settlement is not reached within 20 davs followinq 

the informal conference or the last Dost-conference filina, 

whichever is later, the staff member shall submit a 

recommendation to the Commission for consideration at the next 

available Aaenda Conference. Copies of the recommendation shall 

be sent to the participants. 

(i) If the Director denies the reauest for an informal 

conference, the participants shall be notified in writina. 

Within 20 days of aivina notice, the staff shall submit a 

recommendation for consideration at the next available Aaenda 

Conference. Copies of the recommendation shall be sent to the 

participants. 

(i) The Commission will address the matter bv issuina a 

notice of proposed aaencv action or bv settina the matter for 

hearina pursuant to section 120.57, Florida Statutes. 

( 9 )  At anv point during the comlcilaint proceedinas, a 

particilciant has the riqht to be represented bv an attornev or 

other representative. For purposes of this rule a representative 

mav be amv person the partv chooses, unless the Commission sets 

the matter for hearina. If the Commission sets the matter for 

hearina, the participants mav be represented bv an attornev or a 



q u a l i f i e d  r e p r e s e n t a t i v e  a s  p r e s c r i b e d  i n  Rule  2 8 - 1 0 6 . 1 0 6 ,  

F l o r i d a  A d m i n i s t r a t i v e  Code, o r  may r e p r e s e n t  t h e m s e l v e s .  Each 

p a r t i c i p a n t  s h a l l  be  r e s p o n s i b l e  f o r  h i s  own exDenses i n  t h e  

h a n d l i n q  o f  t h e  c o m p l a i n t .  

(10) A t  anv t i m e  t h e  p a r t i c i p a n t s  mav auree t o  s e t t l e  t h e i r  

d i s p u t e .  I f  a s e t t l e m e n t  i s  r e a c h e d ,  t h e  p a r t i c i p a n t s  o r  t h e i r  

r e p r e s e n t a t i v e s  s h a l l  f i l e  w i t h  t h e  D i v i s i o n  o f  Consumer A f f a i r s  

a w r i t t e n  s t a t e m e n t  t o  t h a t  e f f e c t .  The s t a t e m e n t  s h a l l  i n d i c a t e  

t h a t  t h e  s e t t l e m e n t  i s  b i n d i n a  on b o t h  p a r t i c i p a n t s ,  and t h a t  t h e  

p a r t i c i n a n t s  waive anv riahl:  t o  f u r t h e r  r ev iew o r  a c t i o n  by t h e  

Commission. I f  t h e  comclainl: h a s  been  d o c k e t e d ,  t h e  D i v i s i o n  of 

Consumer A f f a i r s  s h a l l  submi t  t h e  s e t t l e m e n t  t o  t h e  Commission 

f o r  approva l . .  I f  t h e  ccmpla.int h a s  n o t  been  d o c k e t e d ,  t h e  

D i v i s i o n  w i l : L  acknowledae t h e  s t a t e m e n t  of  s e t t l e m e n t  bv l e t t e r  

t o  t h e  v a r t i c i p a n t s .  

(11 1 Record r e t e n t i o n  (2nd a u d i t i n a .  

( a )  A l l  companies sha1.L r e t a i n  n o t e s  o r  documenta t ion  

r e l a t i n c l  t o  e a c h  Commission complaint.  f o r  two vears ,  b e a i n n i n q  

when t h e  cornpla in t  was f i r s t  rece ivec l ,  

( b )  A l l  companies sha1.L f i l e  w i t h  t h e  Commission, b e a i n n i n q  

60  davs  a f t e r  t h e  e f f e c t i v e  da te  of  t h i s  r u l e  and  monthlv 

t h e r e a f t e r ,  a r e p o r t  t h . a t  summarizes t h e  f o l l o w i n a  i n f o r m a t i o n  

f o r  t h e  p r e c e d i n a  c a l e n d a r  month: 

-- 1. The t o t a l  number o f  c a l l s  hand led  v i a  t r a n s f e r  c o n n e c t ,  

i n c l u d i r i a  the c u s t o m e r ' s  name, a b r i e f  d e s c r i p t i o n  o f  ' the  



n A, 

complaint, and whether lor nclt the complaint was addressed; 

-- The number of complaints 2. handled under the three dav 

complaint res,olution procedme; and whether the complaint was 

r e s o 1 ve d, 

(c) The Commission shal.1 have access to all such records for 

audit purposes. 

Specific Authority 350.127 ( > I ) ,  364.19, 364.0252, 366.05, 367.121, 

FS. 

Law 1mplement.ed 364.01, 364.0252, 364.03(1), 364.183, 364.185, 

364.15, 364.1.9, 364.337 ( 5 1 ,  366.03, 366.04, 366.05, 367.011, 

367.111, 367.121, 120.54, 1210.569, 120.57, 120.573, FS. 

History--New 01-03-89, Amended 10-28-93. 

NAME OF PERSON ORIGINATING E’ROPOSED RULE: Pamela Johnson 

NAME OF SUPEFWISOR OR PERSONS WHO APPROVED THE PROPOSED RULE: 

Florida Pub1i.c Service Commi.ssion. 

DATE PRClPOSED RULE APPROVED: April 18, 2000 

DATE NOTICE OF PROPOSED RULE: DEVELOPMENT PUBLISHED IN FAW: 

Volume 26, Number 2, January 14, 2000. 

If any person decides to appeal any d.ecision of the Commission 

with respect to any matter considered at the rulemaking hearing, 

if held, a record of the hearing is necessary. The appellant must 

ensure that a verbatim record, includ.ing testimony and evidence 

forming the basis of the appeal is made. The Commission usually 

makes a verbatim record of rulemaking hearings. 

Any person requiring some accommodation at this hearing because 
- -_ 



of a p h y s i c a l  impairment  s h o u l d  c a l l  t h e  D i v i s i o n  of Records and  

R e p o r t i n g  a t  (850)  413-6770 a t  l e a s t  48 h o u r s  p r i o r  t o  t h e  

h e a r i n g .  Any p e r s o n  who i s  h e a r i n g  or speech  impa i red  s h o u l d  

c o n t a c t  t h e  F l o r i d a  P u b l i c  S e r v i c e  Commission by u s i n g  t h e  

F l o r i d a  R e l a y  S e r v i c e ,  which can  b e  r e a c h e d  a t :  1-800-955-8771 

( T D D )  . 


