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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

IN RE: Adoption of Rule 25-24 . 490(1), 
F.A.C., Customer Relations ; Rules 
Incorporated. 

DOCKET NO. 910479-TP 

ORDER NO. 25746 

ISSUED: 2/17/92 

NOTICE OF ADOPTION Of RULE AND RULE AMENDMENTS 

NOTICE is he reby given that the Commission, pursuant to 

section 120.54, Florida Statutes , has adopted Rule 25-24.490, 

F.A.C., rel ating to customer relations ; rules incorporated, without 

change. 

The rule and rule amendments were filed with the Department of 

State on February 13, 1992, and will be effective on March 4, 1992. 

A copy of the relevant portions of the certification filed with the 

Secretary of State is attached to this Notice . 

This docket is closed upon issuance of this notice. 

By Direction of the florida Public Service Commission , this 

17 th day of FEBRUARY 199 2 

(SEAL) 
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CERTIFICATION OP 

PUBLIC SERVICE COMMISSION ADMIUISTRATIVE RULES 

FILED WITH THE 

DEPARTMENT OF STATE 

X d o hereby certify: 

( 1) The time ~imitations prescribed by paragraph 

~20 . 54(11)(a) , F.S., have been complied with; and 

b. I (2) There is no administrative determination under 

section ~20.54(4) , F.S., pending on any ru le covered by this 

certification; and 

~I ( 3 ) All r~les covered by this certification arc filed 

within t h e proscribed time limitations of paragraph 120.54 (11) (b), 

F.S. They arc tiled not loss than 28 days after the r.oticc 

r equired by subsection 120.54 (1), F.S., and; 

(a) And arc filed not more than 90 days after the 

n otice; or 

L/ ( b) Arc tiled not more than 90 days after the notice not 

including days a n administrative determination was pending ; or 

Ll (c) Arc tiled within 21 days after the adjournment of 

the final public hearing on the rule; or 

L l (d) Arc tiled within 21 days after the date of receipt 

o r all material authorized to be submitted at the hearing; or 

L l ( 0) Aro filed within 21 days after the date the 

transcript was received by this agency. 

Attached are tho origina l and two copies o! each rule covered 

by this certification. Tho rulos aro hereby adopted by the 
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undersigned agency by and upon their tiling with t he Department o t 

Stato. 

Rule No. 

25-24.490 

Rulomaking 
Authority 

350 . 127(2) 

Spocitic Law Being Implemented, 
Interpreted or 

Mode; Spgci!ic 

364.03, 364 . 14 , 364.15, 364.337 

Under the provision ot porograph 120.54(13)(0), F.S . , tho 

rules tako ottect 20 days !rom tho date ti l ed with the Department 

ot State or a later dote as set out below: 

Effective: 
(month) 

Stc 

pi r ector . 
Title 

Number ot Pages Certi fied 

(S E A L) 
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1 25-24. 49 0 Customer Relations; Rules Incorporated . 

2 The following rules arc incorporated heroin by re!erence and 

J apply to intoroxcha ngc companies . In the following rules, the word 

4 ' l ocal ' should b~ omitted or interpreted as ' toll', as they shall 

5 appl y only to interoxchange and not local service. 

6 

7 

8 

9 

10 

11 

12 

13 

14 

1 5 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

(1) Tho following r ules apply t o all companies: 

Portions not 

Section _bQpl icoble 

25-4. 111 Customer Complaint and Subs ection (2) 

Service Requests 

25-4 . 112 Termination of Service Hone 

b y customer 

25-4 . 113 Refusal or Discontinuance Ho ne 

ot Service by Company 

25-4. 114 Ret'unds !lone 

25-4 . 117 8 00 Service !lone 

25-4 I 118 I ntercxchongo Carrier 

Selec tion 

(2) The f ollowing rules apply t o major interexch~nge 

companies only: 

Portions not 

Section l:i.tJ..g Applicable 

25-4 .109 Customor Deposits No no 

25-4.110 Customer Billing Subsectio n (4) 

25-4 .111(2 ) Customer Complaints 

CODING: Wordsundorli ned oro additions; words in 
&e~ typo a re deletions from e x isting low. 
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1 & Service Reports None 

2 (3) A minor intorcxchange company may roqui~c a deposit as a 

3 condition of service and may col lect advance payments f or more than 

4 one month of s ~vice it it maintains o n file with the Coomission a 

5 bond cover i ng its current balance of deposits a nd advance payments 

6 (tor more t han one month' s service). A c ompany may apply t o the 

7 Commission tor a wai ver of tho bond requirement by demonstrating 

8 that it possesses t ho financial resources and income t o provide 

9 assurance of continued operation under its certificate over the 

10 l ong t erm . This subsection applies to all minor interexchange 

11 companies that apply for a certificate of public convenience and 

12 necessity on or afto,r the effective date of thio ~ule and will 

13 become applicable to all other minor intorexchange companies 90 

14 days after tho effective date of this rule. 

15 (4) Upon request, each company shall provide verbally or in 

16 writing to any person inquiring about the company ' s se~vicc: 

17 (a) any nonrecurring charge, 

18 (b) any monthly service charge or minimum usage charge , 

19 (c) company d opooit practices , 

20 (d) any charges applicable t o call attempt~ no t answered, 

21 (o) a s t atement of when charging for a call begins and ends, 

22 (f) a statement of billing ad j u stment pract ices for wrong 

23 

24 

25 

numbers or incorrect bills . 

In addition, tho abovo information shall bo included i n tho first 

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

COOING: Wordsunderlined arc additions ; words in 
etrttelt tht"eu9h type are deletions !rom existing l aw. 

- 2 -



r. ~() 

l 

ORDER NO. 257 46 
DOCKET NO. 910479-TP 
PAGE 6 

1 now cus t omer s and to all c us t omers pres ubscribi ng o n o r after t he 

2 of!octivo date of this rule, and in any infor mat ion s heet or 

3 brochure dic tributod by the company f o r the purpose of provid ing 

4 information about tho company ' s services. The above info r mation 

5 shall bo clearly expressed in simplo words, s e nte nces and 

6 paragraphs. It must avoid unnllcessarily l o ng, comp licated or 

7 obscu re phrases or acronyms. 

8 Specific Authority: 350.127(2), f . s. 
9 Law Implemented: 364.03, 364.14, 364 . 15 , 364. 337, F. S . 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

History: Now 2/23 / 87, Amend ed 10/31/89, 3/S/90 , 

24490. cj p 

CODING: Wordsundorlined are additions; words in 
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Rule 25-4 • 1181 

SUMHARX Of RULE 

F.A. c., would: 1) 

Rule 25-4 . (}03 
Rule 25- 4.118 
Rule 25-24.490 
Docke t No. 910A 79-TP 

Require customer 

authorization prior to any chango to a customer ' s PIC; 2) Require 

certain information be included in the ballots i s sued by IXCs' J ) 

Require IXCs to maintain written documentation of customers' 

choices o! presubscribed carriers for a period of one year; 4) 

Require LECs to change the customers back to the preferred carriers 

wi thin 24 hours whenever tho PIC was changed i n orror; 5 ) Require 

that IXC marketing practices disclose to customers the i dentity of 

• 
the IXC, that the purpose o! the visit or call i s to solicit PIC 

changes, and that PIC changes cannot be made without the cus t omer's 

authorization. 

Rule 25-4.118, F.A.C. , would allow IXCs t o s ubmit PIC cha nges 

directly to LECs, including elec troni cally, only i f at least one of 

tho following has occurred prior to tho c hanges r equest: 1) The 

IXC has on hand a ballot or letter !rom the cus tomer reques ting 

such chango; 2) The customer initiates a ca ll t o an automated 800 

nu~ber and, through a sequonco of prompts, confirms tho customer's 

requested change; 3) The customer ' s requested change is verified 

through a qualified, independent firm which is unaffiliated with 

any IXC; 4) Tho IXC allows tho customer 14 days to confirm or deny 

tho PIC change. 

Rule 25-4.003, F.A. C. , is a mended to define Primary 

Interexchange carrier. 
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Rule 25-24.490 1 F.A.C. 1 is amended to incorporate by r terence 

Rule 25-4.118 into Chapter 25-24 1 pertaining t o intor xchango 

carriers . 

SVMMARX OF HEARINGS ON THE RULE 

On January 8, 1992 1 a hearing was held bot oro a panel of 

Commissioners. The Commission adopted tho rules ~ith c hanges in a 

bonch decision at the hearing. 

FACIS AHP CIRCUMSTANCES JUSTIFYING THE RULE 

Unauthorized changes to a customer s ' Primary Int roxchanqo 

Carri ers havo bec ome moro prevalent with increas d competition in 

tho long dis tance telephone market. In Order No. 24403 1 dated 

Apri l 22 1 1991 1 tho Cocmission directed that rulomaking bo 

initiated to address tho problers of unauthorized chanQ 0 1 commonly 

referred to a o ''slamming." This r ulemaking docket ia on effort to 

reduce s l alllr.ling tor the be nefi t o! customers in tho State of 

Florida. 
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