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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION '
IN RE: Amendment of Part V, Chapter ) DOCKET NO. 860670~-TP
25-4, F.A.C., pertaining to telephone )
companies, gdeneral service provision. ) ORDER NO. 22388
)
)

ISSUED: 1-9-90

NOTICE OF RULEMAKING

NOTICE is hereby given that the Commission, pursuant to
section 120,54, Florida Statutes, has initiated rulemaking to amend
Rules 25-4,.070, 25-4.071, 25-4.0751, and 25-4.077, F.A.C,, relating
to customer trouble reports, adegquacy of service, direct distance
dialing, and metering and recording equipment.

The attached Notice of Rulemaking appeared in the December
22, 1989, edition of the Florida Administrative Weekly. If
requested, a hearing will be held at the following time and place:

9:30 a.m., Thursday, January 25, 1990
Room 122, Fletcher Building

101 East Gaines Street

Tallahassee, Florida

Written requests for hearing and written comments or suggestions on
the rules must be received by the Director, Division of Records and
Reporting, Florida Public Service Commission, 101 East Gaines
Street, Tallahassee, FL, 32399, no later than January 12, 1990,

By Direction of the Florida Public Service Commission,

this 9¢h day of JANUARY r 1990 -

EVE TRIBBLE rector
Division of Records & Reporting
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FLORIDA PUBLIC SERVICE COMMISSION

DOCKET NO. 860670-TP

RULE TITLE: RULE NO.:
Customer Trouble Reports 25-4.070
Adequacy of Service 25-4.071
Direct Distance Dialing 25-4.,0751
Metering and Recording Equipment 25-4.077

PURPOSE AND EFFECT: The rule changes made in this docket are
intended to:

require companies to meet the service objective of clearing
95% of service interruption reports within 24 hours and 95% of
service affecting reports within 72 hours for each exchange (Rule
25-4.,070);

make LEC call completion standards a uniform 95% (Rule
25-4.071);

require transfer of calls, not automatically identified, to
the LEC operator for identification (Rule 25-4,0751); and

establish a billing accuracy standard (Rule 25-4.077).
SUMMARY: The amendment of Rule 25-4.070 will distinguish between
service interruption (out of service or 008) and service affecting
(non-005) trouble reports. Companies will not be able to downgrade
a service interruption report and will be required to make every
reasonable attempt to restore service on the same day that
interruption is reported. Companies will be required to

investigate and to correct repeat trouble reports promptly.

" o
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The amendment will also require companies to meet the
service objective of clearing 95% of service interruption reports
within 24 hours and 95% of service affecting reports within 72
hours for each exchange.

Except for making the call completion standard a uniform
95%, the proposed changes to Rule 25-4,071 are basically stylistic
in nature.

The only substantive change to Rule 25-4.0751 applies to ANI
(automatic number identification) failure. That is, calls without
oroper calling number identification will have to be automatically
referred to a local exchange company (LEC) operator for the
recording of such identification.

The amendment to Rule 25-4,077 will specify the accuracy
levels or call measuring equipment and will establish acceptable
variances for the timing of measured service calls. It also
requires that companies verify with the National Standard Time
(Boulder, Colorado) the time of day reflected on the calculagraph
or DDD ticketing equipment. A check of the timing clock will be
required at least once every 24 hours to insure that the clocks are
synchronized and that the time is correct.

RULEMAKING AUTHORITY: 350.127(2), F.S.

LAW IMPLEMENTED: 364.03, 364.17, 364.18, F.S.

SUMMARY OF THE ESTIMATE OF ECONOMIC IMPACT OF THESE RULES: Few
additional costs are expected from the proposed changes to Part V,

General Service Standards. Most companies are already meeting the

-
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new standards. Monitoring of compliance with these rules takes
place within the context of a general service evaluation. The
changes would not measurably increase or decrease staff time
required to perform these evaluations.

IXCs report few if any costs expected if the proposed rules
are adopted. Most indicated that the changes will not change
either their current requirements and standards of their internal
operation.

WRITTEN COMMENTS OR SUGGESTIONS ON THE PROPOSED RULE MAY BE
SUBMITTED TO THE FPSC, DIVISION OF RECORDS AND REPORTING, WITHIN 21
DAYS OF THE DATE OF THIS NOTICE FOR INCLUSION IN THE RECORD OF THE
PROCEEDING. IF REQUESTED WITHIN 21 DAYS OF THE DATE OF THIS
NOTICE, A HEARING WILL BE HELD AT THE DATE AND PLACE SHOWN BELOW:
FIME AND DATE: 9:30 A.M., Thursday, January 25, 1990.

PLACE: Room 122, 101 East Gaines Street, Tallahassee, Florida.
THE PERSON TO BE CONTACTED REGARDING THESE RULES AND THE ECONOMIC
IMPACT STATEMENT IS: Director of Appeals, Florida Public Service
Commission, 101 East Gaines Street, Tallahassee, Florida 32399
THE FULL TEXT OF THE RULES ARE:

25-4.070 Customer Trouble Reports. ¥Interrupkion-ofé-Service

(1) Each telephone utility shall make all reasonable efforts

to minimize the extent and duration of trouble conditions that

disrupt or affect customer telephone service. Trouble reports will

be classified as to their severity on a service interruption
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(synonymous with out-of-service or 00S) or service affecting

(synonymous with non-out-of-service or non-00S) basis. Service

interruption reports shall not be downgraded to a service affecting

report, however, a service affecting report shall be upgraded to a

service interruption if changing trouble conditions so indicate.

tnkerrupkions-of-seryieer-——-Gervice-repatr-programa-ahentd-have-as
thetr-objeckive-bthe-restoratton-af-serviee-an-the-same-day-rhae
the-+nterrypkion-ia-reported-ko-the-companys--{5undays-and
heridays-exeeptedyr—-

(a) Companies shall make every reasonable attempt to restore

service on the same day that the interruption is reported to the

serving repair center.

(b) In the event a subscriber's service is interrupted

otherwise than by negligence or willful act of the subscriber and

it remains out of service in excess of 24 hours after being

reported to the company, an appropriate adjustment or refund shall

be made to the subscriber automatically, pursuant to Rule 25-4.110

(Customer Billing). Service interruption time will be computed on

a continuous basis, Sundays and holidays included. Also, if the

company finds that it is the customer's responsibility to correct

the trouble, it must notify or attempt to notify the customer

within 24 hours after the trouble was reported.

(c) If service is discontinued in error by the telephone

company, the service shall be restored without undue delay, and
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clarification made with the subscriber to verify that service is

restored and in satisfactory working condition,

(2) Sundays and Holidays: Baeh-teiephone-utiliey-shaii

eonduct-itts-operations-in-such-manner-to-insure-khaty-ta-eaeh
exehangey-ninety-five-{95%)-percent-of-ati-inkerrupkions-in
retephone-seryice-ocecurring-tn-any-tatendar-month-shaii-be
eiecared-and-service-raskrared-within-twenty-four-{243-hours
{5undaya-and-hotidays-exeepredi-abeer-the-broubie-ta-reparted-teo
Ehe-esompanyy-except-where-sueh-interruptions-are-cansed-by
emerqency-sibuakionsy-unaverdabie-casunatbtes-and-acea-of-Geod
atfeerina-tarqe-aqroups-nf-supscribers-or-due-to-subseriper-owned
equipments

(a) Except for emergency services, i.e., military, medical,

police, fire, etc., Companies are not required to provide normal

repair service on Sundays. Where any repair action involves a

sunday or holiday, that period shall be excepted when computing

service objectives, but not refunds for 00S conditions.

(b) Service interruptions occurring on a holiday not

contiguous to Sunday will be treated as in (2) (a) of this rule.

For holidays contiquous to a Sunday or another holiday, sufficient

repair forces shall be scheduled so that repairs can be made if

requested by a subscriber.

(3) Service Objectives:

(a) Service Interruption: Restoration of interrupted service

145
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11 be scheduled to insure at least 95 percent shall be cleared

within 24 hours of report in each exchange as measured on a monthly

basis. For any exchange failing to meet this objective, the

company shall provide an explanation with its periodic report to

the Commission.

(b) Service Affecting: Clearing of service affecting trouble

reports shall be scheduled to insure at least 95 percent of such

reports are cleared within 72 hours of report in each exchange as

measured on a monthly basis,

(4) €33 Priority shall be given to service interruptions
wnich affect public health and safety that are reported to and
verified by the company and such service interruptions shall be
corrected as promptly as possible on an emergency basis.

(5) ¢4)> Preubie-indexs Each telephone company shall maintain
an accurate record of trouble reports made by its customers and
shall establish as its objective the maintenance of service at a
level such that the averaqe rate of all initial customer trouble

reports (trouble index) in each exchange will not exceed six (6)

reports per 100 telephone access lines when measured on a monthly

basis, exchange-or-service-center-witi-net-exceed-an-ameunt-equai
Lo-9ig-t6}-times-the-average-matn-stakion-te-tine-rarto-for-ehat
exehange-at-the-first-of-ecach-year-per-one-hundred-¢1003-total
tetephone-untks-per-monkhr--Phe-ecatentakion-ofi-retephone-units
shati-eonstsk-ef-the-foliowing-compurations--Bach-reatdence-matn

and
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~business-exkenston-ketephone-m-—gne-ketephone-dntb-—-cach-husinesy
matR-0E-PRA-kErunk-=-bwo-and-one-hatb-¢2-31433-retephone-untba--
eaehR-keyy-ceRErei-aE-catn-skakton-m-twe-and-ene-hatf-¢2-1/24
telephone-intks-and-each-restdence-extensten-akatton-=-one-haté
{if24-unter--For-any-reposking-perind-where-the-acknat-average
rrouble-itndex-duaring-kthak-peripd-eycecda-khe-presecrtphed-tayet-fos=
any-exehanqe-py-kewo-{(2}-or-more—reporked-bkrodbles-per-oane-hundeed
{1803 -relephope-unitkay-anen-a-atbnacrion-ahatri-pe-conatdered-keo
tndieake-khe-need-for-itnveskigakive-ar-correckive-—aekion-hy-the
eompany---FThese-average-rates-shati-net-appiy-reporta-resntbing
frem-tpeerrupbtons-eadsed-py-emergeney-atkuaktonay-unavetrdapte
easuatetesy-aeks-of-God-affecting-tarqge-qreoupa-of-subseribersay
nen-serviee-abfeeting-reports-or-ktroubtes-£found-kto-be-bevond-thne
econkrot-sf-khe-kelephane-company-or-due-to-aubsertber-awned
eqHipmenkr--FoE~-khe-purpose-pé-bhta-prute-an-tntbtat-repork-anaid
be-construed-ro-mean-a-euskomer-repork-oan-a-stakiony-ar-okher
piankt-tkemy-an-vwhieh-atli-previads-cuskamner-reparka-on-record-£for
thak-paretientar-trodbte-have-been-etoseds

(6) Margin of Error: When the monthly trouble index exceeds

the prescribed level for that exchange by two (2) or more reported

troubles per one-hundred (100) telephone access lines, the company

shall investigate such situation and take corrective action.

(7) Repeat Trouble: Each telephone company shall establish

procedures to insure the prompt investigation and correction of

repeat trouble reports such that the percentage of repeat troubles
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will not exceed 20 percent of the total initial customer reports

in each exchange when measured on a monthly basis. A repeat

trouble report is another report involving the same item of plant

within thirty days of the initial report.

(8) The service objectives of this rule will not apply to

subsequent customer reports (not to be confused with repeat trouble

reports), emergency situations, i.e., acts-of-GOD or unavoidable

casualties where at least 10 percent of an exchange is out of

service, or those reported troubles which are beyond the control of

the telephone company.

(9) Reporting Criteria - Each company shall periodically

data as specified in 25-4.185, Periodic Reports.

report
specific Authority 350.127(2). F.S.
Law Implemented: 364.03, 364.17, 364.18, F.S.

History: wrevised 12/1/68, Amended 3/31/76. (formerly 25-4.70)

25=4,071 Adequacy of Service
(1) FEach telephone utility shall furnish local and toll

central office switching service on a twenty-four (24) hour basis

each day of the year in all exchanges.

(2) Usage studies, including operator intercept, recorded
announcement, directory assistance, repair and business office
services shall be made and records maintained to the extent and
frequency necessary to determine that sufficient equipment is
provided during the average busy season busy hour, that an ade
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guate operating force is provided to meet the prescribed answering
time requirements of Rule 25-4.73 and to permit force adjustments
through-out the year for greater operating economy.

(3) Each telephone utility shall provide switching equipment,
trunking and associated facilities within its operating territory
for the handling of local and toll traffic, designed and engineered
on the basis of realistic forecasts of growth so that as-te-meete

the following service standard during the average busy season busy

hour:

(a) At least ninety-five-95%) percent of all calls will
receive a dial tone within three (3) seconds.

(b) At least nineky-seven-£97%3 percent of all calls offered
to any trunk group (toll connecting, inter-office, extended area
service) will not encounter an all-trunk busy condition.

(4) Telephone calls to valid numbers should encounter a
ring-back tone, line busy signal, or non-working number intercept
facilities (operator or recording) after completion of dialing.
The call completion standards established for such calls by
category of call is as follows:

Intra-office Calls -- ninety-five-¢95%+ percent
Inter-Office Calls =-- nineky-five-£9584 percent
cxtended Area Calls --nineky-£ive-£95%3 percent
Intra-LATA €empany DDD Calls -- 95 Nineky-twe-{92%3 percent

fnkes-Company-bbBbp-Eatis
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and-inkra-company-cazia-
ve+liging-ehe-faesitbrten-
of-kwo-or-more-companites-—--Ninety-{t90%}-pereent

(5) All telephone calls to invalid telephone numbers in common
controlled central offices, and to vacant selector levels in
step-by-step central offices will encounter an operator or suitable
recorded intercept facility, preferably a recording other than the
non-working number recording used for valid number calls+-previded
thak-tp-these-central-offices-designed-ro-use-digie-apseerpkion-in
the-processing-af-catts-a-perted-of-five-{5)-yeara-from-the
effeekive-date-pf-rhese-ruies-shati-pe-permitbed-ro-meck-khits
Fequrrementy-eteepb-where-prackticat-or-ecconemnte-constdesakions
dickate-othervwise,

(6) Intercept service shall be as outlined in Rule 25-4.074.

(7) ¢63 A line busy signal (60 impulse per minute tone) shall
not be used for any signaling purpose except to denote that a
subscriber's line or other valid terminal or centrex or PBX trunks
and/or equipment where the quantity is controlled by the customer
is in use. ?Fhoese-companies-new-using-khis-ktone-to-denote-other
eondibionsy-sneh-as-ati-trunk-busy-condibtonsy-congestion-or
bioehkage-itn-common-controi-ecenktrat-office-factitrbtesy-ebery-witd
estapirah-and-repork-ro-the-Commissten-obiective-dares-£for
eorrecting-rhig-condrbton-wikthin-one-hundred-etqghby-£180}-days-of
the-effecrive-dake-né-ehis-rater

Specific Authority: 350.127(2) P.S.
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Law Implemented: 364.03, 364.17, 364.18, F.S.
History: Revised 12-1-68, Amended 3-31-76 (formerly 25-4.71)
25-4.0751 Direct Distance Dialing Service,
Each telephone utility shall undertake such additions to and
modifications of its equipment and facilities as may be required to

provide, on customer dialed toll calls and on calls to directory

assistance, a method to record identi+éy automatically the calling

number (ANI) for both individual and two-party line service. 1In

the event any properly dialed call fails to identify the calling

number (ANI failure) the call shall be extended to a local exchange

company operator for recording of the calling number. All new

central office units and/or additions shall provide ANI service for

both individual and two-party line service immediately upon being

placed into service., Phis-preqram-shati-be-intkirakted-without

anreasonabie~-detay-and-shati-have-as-tka-ebjective-the
saerssfackion-of-this-requirement-oan-the-£fotiowing-sechedutey-eneept
where-economicatiy-impraceieaptes

ta’ Wiktkhin-ehree-{3)-years-en-exiskting-cenktrat-oaffieces
equipped-for-ane-and-kwa--parky-ANIs

tbr Wihin-five-{5}-yeara-from-the-cffeckive-date-of-this-ruie
ta-ati-exisking-ecentrat-obfice-untbar

ter iImmediateiy-upen-plaeing-inteo-serviee-any-new-eentral
offtece-untbas
Specific Authority: 350.127(2), F.S.

Law Implemented: 364.03 F.S.
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History: New 3-31-76 (formerly 25-4.751)
25-4.077 Metering and Recording

(1) Where mechanical or electronic means are used for
registering or recording information which will affect a
subscriper's bill, such equipment shall be in good mechanical and
electrical condition, shall be accurately read, and shall be
frequentty inspected daily to insure that it is functioning

properly. Where message rate service (MRS) or any type of optional

calling that involves customer billing other than by a flatrate

method is used, the metering or measuring device(s) used to record

call data shall be accurate 95 percent of the time.

(2) Every telephone meter and recording device shall be tested
prior to its installation, either by the manufacturer, the utility
or an approved organization equipped for such testing.

(3) Each utility shall provide, or have access to, the
necessary facilities, instruments, and equipment for testing its
metering and recording equipment and shall adopt appropriate
practices for the periodic testing and maintenance of such devices
to insure the integrity of their operation. Such practices shall

include specific instruction for verifying with National Standard

Time, Boulder, Colorado area code 303-499-7111, including the

frequency of such verification, the time of day reflected on the
operator calculagraphs and/or DDD ticketing equipment.

(4) Operator-handled calls shall be carefully supervised and
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disconnects made promptly. A check of the timing clock shall be

made at least once each twenty-four (24) hours to insure that the

clocks are synchronized and that the time is correct. Clock

deviations shall not be in excess of 12 seconds.

(5) Metering and timing equipment shall be maintained so that

the accuracy of company billing operations enjoy a high confidence

level from their customers., After allowance for a one-second

variation, timing accuracy should be not less than 97 percent.

Specific Authority: 350.127(2), F.S.

Law Implemented: 364.03, F.S.

History: New 12-1-68, Amended 3-31-76 (formerly 25-4.77)

NAME OF PERSON ORIGINATING PROPOSED RULE: Alan Taylor, Division of
Communications

NAME OF SUPERVISOR OR PERSON(S) WHO APPROVED THE PROPOSED RULES:
Florida Public Service Commission

DATE PROPOSED RULES APPROVED: October 17, 1989

If any person decides to appeal any decision 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, including testimony and evidence
forming the basis of the appeal is made. The Commission usually

makes a verbatim record of rulemaking hearings.
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