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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

IN RE : Amendment of Pa r t v , Chapt er ) 
25-4 , F. A.C., pertaining to telephone ) 
companies , general se rv ice provision . ) 

) _____________________________________ ) 

NOTICE OF RULEMAKING 

DOCKET NO . 860670- TP 

ORDER NO . 22388 

ISS UED : 1-9 -90 

HOriCE is hereby given that th ~ Commiss ion , pursuant to 
section 120 . 54, Florida Statutes , has i nitiated rulemaking to amend 
Rules 25-4.070 , 25-4 . 071 , 25-4 . 0751 , and 25-4 . 077 , F . A. C., relat ing 
to customer t rouble reports , adequacy of service , direct distance 
dialing , and metering and reco rding equipment. 

T1e attached 1otice of Rulemaking appeared in the D~cember 
22 , 1989 , ed ition of the Flor ida Admini s trative Weekly . If 
requested , a heari ng will be held at the following time and place : 

9 : 30a . m., Thursday , Januar y 25 , 1990 
Room 122 , Fletcher Building 
101 East Gaines Street 
Tallahassee , Florida 

~r itten request s for hearing and wr1tten comments or suggestions on 
the rules must be received by the Director , Division of Reco r ds 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 Comm i ssion , 
this 9th day of JANUARY , 1990 
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F'LORIOA PUBLIC SERVICE COt::HSSION 

DOCKET NO . 860670- rP 

RULE TITLE : 

Customer Trouble Reports 

Adequacy of Service 

Direct Distance Dialing 

Me tering a nd Recording Equipment 

RULE NO .: 

25-4 . 070 

25 - 4 . 071 

25-4 . 07 51 

25 -4. 077 

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

in tend\!d tQ : 

require companies to meet the ~ervice objective of clearing 

95 ~ of service interruption repocts within 24 hours and 95% of 

s~ rvice affecting reports within 72 hours for each exchange (Rul e 

25- 4 . 070) ; 

make LEC call complet1on 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) ; anJ 

establish a billing accuracy standard (Rule 25-4. 077) . 

SUMMARY : The amendment of Rul e 25-4. 070 will distinguish between 

service interruption (out of servico or OOS) and service affecting 

(non-OOS) trouble r e ports . Companies will not be able to downgrade 

a s ervice interruption report and will be required to make e very 

r easonable attempt to restore service on the same day that 

interruption is r~ported . Companies will be required to 

i nvestigate and to correct repeat troub l ~ reports promptly . 
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The ame ndmen t will also require companies to neet the 

se rvice objective of clea r ing 95\ of ser vice inter r uption reports 

within 24 hours and 95\ of se rvice affecting repo r ts within 72 

nou r s for each exchange . 

Except for making the call completion standard a uniform 

9S\ , the proposed changes to Rule 25-4 . 071 are basically stylist ic 

in nature . 

The only substantive change to Rule 25-4 . 0751 applies to ANI 

(automatic numbe r identificat ion ) failu re. That is , calls without 

proper calling numbe r identification will have to be automatically 

referred to a local exchange conpany (LEC) operator fo r the 

recording of such identification. 

The amendment to Rule 25-4 . 077 will specify tne accuracy 

levels o r Cdll m~asuring equipment and will establish acceptable 

variances fo r the timing of measured se rvice c lls . It also 

requi res that companiPS verify with the National Standard Time 

(Boulder , Colorado) the time of day r eflected on the calculagraph 

or ODD ticketing equipment . A check of the timing clock will be 

required at least once every 24 hou rs to insu r e that the clocks are 

synch ronized and that the time is correct. 

HULEMAKING AUTHORITY : 350 . 127{2) , F . S . 

LAW IMPLEMENTED : 364 . 03 , 36 4.17, 364 . 18 , F . S . 

SUMMARY OF THE ESTIMATE OF ECONOMIC IMPACT OF THESE RULES : Few 

additional costs are expected f rom the p roposed changes to Part v, 

General Se rvice Standards . 1ost companies are already meeting the 
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new standards . 1onitoring of compliance with these rules takes 

place within the context of a general service evaluation . The 

changes would not measura~ly inc r ease or decrease staff time 

required to pe r form these evaluations . 

IXCs report few if any costs expected if the p r oposed rules 

are adopted . Most indicated that the changes will not change 

eithe r their current requirements and standards of their internal 

opera t1on . 

WRITTEN COMMENTS OR SUGGESTIO~S ON THE PROPOSED RULE MAY BE 

SUBMITT:D TO THE FPSC , DIVISIO~ OF RECORDS AtiD REPORTIH~ , ~[TAl~ 21 

DAYS OF THE DATE OF £HIS NOTICE PO« INCLUSION IN THE RECORD OF THE 

PROCEEDING . IF REQUESTED ~ITii~ 21 DAYS OF THE DATE OF T~IS 

NUTI~E , ~ HEARING ~ILL BE HELD 'T THE DATE AND PLACE SrlOWN BELOW : 

IME AND DATE : 9 : 30 A. M., Thursday , January 25 , 1990 . 

PLACE : Room 122 , 101 East Ga1nes Street , Tallahassee , ~lortda . 

THE PERSON TO BE CONrACTED REGARDIHG THESE RULFS AND THE ECOHOMIC 

[MPACT STATEMENT IS : Director of Appeals , Florida Public Se rvice 

Commission , 101 East Gaines Street , Tallahassee , Flo r ida 32399 

THE FULL TEXT OF THE RULES ARE: 

25-4 . 070 Custome r Trouole Reports . r~eet t ~ eion-e~-SetY±ee 

(1) Each tel~phone utility shall make all reasonable effort s 

to minimize the extent and duration of trouble conditions that 

disrupt or affect c ustomer tele phone se rvice . Trouble r epo rts will 

be classified as to their seve r ity on a service ~ntecruption 
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( s ynonymous with out-of- se rvice o r OOS) o r se rv ice affecting 

( s ynonymous with non-out-of-service o r non- OOS ) basis . Service 

inter ruption repo rts s hall not be downgraded to a se rvice af fecting 

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

service interrupt ion if changing t rouble cond itions so i ndicate . 

~~~e~~~p~ieRe-eE-e~tv~ee7--Setviee-te~a~t-ptegtame -she~id-heve-as 

(a) Companies s hall make every reasonable attempt to restore 

se r vice on the same day that the i nterruption is r eported to the 

serving repair center . 

(b) In the e vent a s ubscr iber ' s se rvice is inter r upted 

otherwise chan by negligence or wi llful act of the subscr1ber and 

it remains out of se rvice i n excess of 24 hours after being 

r epo rt ed to the company , an appropriate adjustment o r r efund s hall 

be made to the subscriber automatically , pursuant to Rule 25-4 . 110 

(Custome r Billing) . Service interruption time will be computed on 

a cont inuous basis , Sundays and holi days i nc l uded . Also , if the 

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

the t rouble , it must no tify o r attempt to notify the cuRtomer 

within 24 hour s after the trouble was reported . 

(c) If ser vice is discontinued in e rror by the tele phone 

company , the service shall be restored without undue delay, a nd 
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cla rification made with the subscriber to verify that se r vice is 

restored and in satisfacto ry working condition. 

(a) Excep t for eme rgency services , i . e ., m1litary , medical , 

police , ei r e , ~tc ., Companies a r e not required to provide normal 

repa1r se rvice on sund ys . Where any repair action involves a 

Sunday or holiday , that period shall be e xcepted when computing 

service objecti ves , but not refunds fo r OOS conditions . 

~ Service inter ruptions occurring on a hol iday not 

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

For holidays contiguous to a Sunday o r a nother hol iday , suff icient 

repa1r forces s hall be scheduled so that repai r s can be made if 

requested by a subscriber . 

( 3 ) Se rv ice Objecti ves : 

( a ) Serv ice Inte rruption : Resto ration of interrupted se rv ice 

sha 
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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 . Por any exchange faili~g to meet this objective , the 

company shall provide an explanation with its pe r iodic report to 

the Commission. 

i£l Service Affecting: Clearing of serv ice affecting trouble 

r eports shall be scheduled to insure at least 95 percent of such 

r eports are cleared withir 72 hours of report in each exchange as 

measured on a monthly basis . 

l!l f3t Priority shall be give n to service inte rruptions 

wnich affect public health and safety that are reported to and 

ve r ified by the company ana such service inter rupt ions shall be 

corrected as promptly as possible on an emergency basis . 

(5) f 4t ~fe~b!e-i~eeM~ Each telephone company shall maintain 

an accurate record of trouble reports made by i ts customers and 

shall establish as its objective the maintenance of se rvice at a 

l eve l such that the aYe~a~e rate of all initial custome r trouble 

reports (trouble index ) in each e xchange will not exceed si x (6) 

repo rts per 100 telephone access lines when measured on a monthly 

and 
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eae~al~~eeT-ae~e-eE-6ee-a£Eee~±~~-lat~e-~te~~e-e£-e~8eettbete; 

~e~-eetYiee-a££eeetn!-te~etee-et-ete~elee-£e~ne-ee-ee-eeyend-~he 

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

the p rescribed level for that e xchange by t wo (2) o r more r epo rt ed 

troubles pe r one-hundred (100) telephone access li nes , the compant 

shall investigate such situation and take corrective action . 

ill Repeat Trouble : Ea ch telephone compa ny shal l establish 

procedures to insure the prompt investigation and correction of 

repeat trouble r epo rts such that the percentage of repea t troubles 
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wt ll no 20 percent of the total initial customer reports 

when measured on a monthly basis. A repeat 

croublt t:• port ia another report involving the same item of plant --
w il: h 1 11 11 1 c t y d a y s o f t he i n i t i a 1 r e eo r t . 

(U) ' cvice objectives of this rule will not apply to 

a uhu ~.lu' 11 customer reports (not to be confu sed with r epeat troubl~ 

l t (mcrgency situations , i.e ., acts-of-GOD or unavoidable 

l• n where at least 10 percent of an exchange is out of 

su rvl c ·~ or those reported troubles which are beyond the cont ro l of 

t nr• company . 

( II ) H port1ng Crit - Each company s hall periodically 

roptH' s specified in 25-4 . 185 , Periodic Reports . 

spoc tl o tutthority 350.127(2) . F . S. 

I.uw Impl m•nt d: 364 . 03 , 364 . 17 , 364 . 18 , P . S . 

IIi at o r y: ~~··vi !Jed 12/l/6ij , Amended 3/31/7 6. (formerly 25-4 . 70) 

l~ -4.0/1 Adequacy of Service 

(l) P. ach telephone utility shall furnish local ~nd toll 

contrll ultic switching se rvice on a twenty-four (24) hour basis 

1_ ch d y ut th,. year in all exchanges . 

(I) Uo 1ge studies , includ i ng operator intercept , recorded 

lnnout~~w rnc nt. , direcLory assistance , r epair and business o ~ fice 

s crvl c nh ll be made and records maintained to the e xtent and 

rrui)U« ru:v "' c•:asar~ Lo determine that sufficient equipment is 

provid t1 during the average busy season busy hour , that an ade 

I 

I 

I 



I 

I 

I 

ORDER NO . 22388 
DOCKET NO . 860670-TP 
PAGE 10 

quate operating force is provided to meet the prescribed answering 

time r equirements of Rule 25- 4 . 73 and to permit force adjustments 

through-out the year for greater operating economy. 

(3) Each telephone utility shall provide sw1tching 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 a s -ee-meee 

the following service standard du r ing the average busy se~son busy 

hour : 

(a) At least ~i~eey-E~Ye-95%+ percent of all calls will 

receive a dial tone within three (3) seconds . 

(b) At least ~~Aeey-seYe~-f97%+ percent of all calls offered 

to any trunk group ( toll con~ecting , inte r -office , e xtended area 

se rvice) 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 

faci lit ies (ope rator or recording) after completion of dialing . 

The call completion standards established for such calls by 

category of call is as follows : 

Intra-office Calls 

Inter- Office Calls ft±ne~y-£±Ye-f95 + percent 

£xtended Area Calls --ni~eey-£iYe-f95%+ percent 

Intra-LATA Eem~any DOD Calls 

fneet-Eem~any-999-Ea!!s 

95 Hineey-twe-f9~%+ pe rcent 
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aAe-tn~~a-€empany-€a%ls

~~t}te!n~-~he-rae!i~~~ee-

(5) All telephone culls to invali d telephone numbers in common 

controlled central offices, a nd to vacant selector levels in 

step-by-step central offices will encounte r an ope rator or suitable 

recorded intercept facility , preferably a recording other than the 

non-working number r eco rding used for va lid number calls ~-~reYided 

ehae-in-eheee-eenera%-e££iees-de~i~ned-ee-~ee-digie-aeeer~~~en-in 

ehe-preee~si~~-e£-eaiie-a-peried-e£-fiYe-f§+-year -£rem-ehe 

dieeaee-eeherwiee. 

(6) Interce~t service shall be as outlined in Rule 25-4 . 074. 

ill f6+ 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 cent rex or PBX t runks 

and/or equipment where the quantity is controlled by the custome r 

eer~eeeing-ehie-eendieien-w~ehin-ene-h~ndted-ei~h~y-f%89*-day -e£ 

ehe-e££eeeiYe-daee-e£-ehis-r~ie7 

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 

provideL on customer dialed toll calls and on calls to directory 

as sistance , a method to r ecord iee~eify automatically the calling 

numbe r (ANI) for both indi vidual and two-party line service. In 

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 r ecordi ng of the calling number . All new 

cent ral office units and/or additions shall provide ANI service for 

botn individual and two- party _ine se rvice immediately upon being 

placed into service . ~hie-~~e~~am-ehai%-ee-ini~ia~ee-wi~he~t 

~fteeaeeftable-eelay-ana-shall-ha¥e-ae-ies-eejeeti¥e-th~ 

fat Witth~~-thfee-f3t-yeaee-en-e~ieting-een~eal-e££iees 

e~~i~~ee-£et-ene-ane-~we--patey-ANr~ 

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 

s ubscriber ' s bill , such equipment shall be in good mechanical and 

e lectrical condition , shall be accurately read , and shall be 

Efe~~e~e~y 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 ~ rganization 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 ODD tick~ting equipment. 

1!l 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 insu re 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 e njoy a high confidence 

level from their customers . Afte r 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 -7 6 (formerly 25-4.77) 

NAME OF PERSON ORIGINATING PROPOSED RULE : Alan Taylo r , 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 deci sion of the Commission with 

respect to any matter considered at the rulemaking heari ng , if 

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

ensure that a verbatim record , including testimony and evidence 

fo rming the basis of the appeal is made . The Commission usually 

makes a verbatim record of rulemaking hearings . 
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