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BEFORE THE FLORIDA PUBLIC SERVICE COHH!SSION 

IN RE: Adoption of Rule 
25-4 . 080, F . A. C., Weighted 
Measurement or Quality of 
Service. 

DOCK~~ NO . 910748 - TL 
QRDER tlO . PSC- 92-0744- NOR- TL 
ISSUED: 07/30/92 

HOTICE OF' RULE11]\KING 

NOTICE is 
section 120. 54 , 
Rule 25-4.080, 
of service . 

here by given that the Commission, pursuant to 
Florida Statutes, has initiated rulemaking to adopt 
F .A.C . , r elating to weighted measurement of quality 

The attached Notice of Rulemaking will appear in he August 7, 
1992, edition of the Florida Administrat ive Weekly . If requested, 
a hearing will be held at the following time and place : 

9 :30a.m., Tuesday, Sept~mber 22, 1992 
Room 122, Fletcher Building 
101 East Gaines Street 
Tallahassee, Florida 

Written requests for hearing and written com~ents or suggestions o n 
the rule 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 August 28, 1992. 

By Direction of thP Florida Public Service Commission, thi s 
30th day o t _ ___:JIC.luo~..~l"-.Jy ____ _ 

(SEAL) 

WE\1/ 
amd4080.cjp 

, Director 
ecords & Reporting 

"'U'J .,, ... •• :l_"')_r.u~ TE r . n I • .. _. .. ,.\ 

0 "~., " {j t • .} 2 Jll 3 l:l-~ 

:p~r.-REGCI 3/1\th.l~i r. 
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FLORIDA PUBLIC SERVICE COMMISSION 

DOCKET NO. 910748-TL 

RULE TITLE: 

Weighted Measur ement of Quality of Service 

RULE NO. : 

25 - 4 . 080 

PURPOSE AND EFFECT: The purpose of this new rule is to introduce 

another tool which the Commission can utilize in its effort to 

accurately measure the quality ot service provided by local 

exchange telephone companies . This tool is a weighted index 

system that, when u sed , results in an overall average score for 

quality of service . The Commission will be able to conside~ this 

aver age score i n determin~ng rates charged by the local exchange 

telephone companies . 

SUMMARY : The rule authorizes the Commission to utilize a 

weighted index system when considering the adequacy of service 

provided by a local e xchange telephone company . The system 

contains various quality of service measures currently contained 

in Commission rules and weights them according to their 

importance in the provision of acceptable quality local telephone 

service . A company which exactly meets all the minimum service 

measur es will receive an ov~rall r ating of seventy-five points . 

RULEf-iAKING AUTHORITY : 350 .127(2), F.S. 

LAW IMPLEMENTED : 364 . 01 , 364 , 03, 364.035 , 364.036, F.S . 

Sln~Y OF THE ESTIMATE OF EtvNOMIC IMPACT OF THIS RULE : 

Costs to the agency and the local exchange companies will be 
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minimal . Ratepayers could benefit if the rule gives the 

companies the incentive to concentrate on improving the quality 

of service in a particular area, especially if that area is 

assigned a heavier weight . 

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 BELCH : 

TIME AND DATE : 9 : 30 A. •t., September 22, 1992 

PLACE : Room 122 , 101 East Gaines Street , Tallahassee, Florida . 

THE PERSON TO BE CONTACTED REGARDING THIS RULE AND THE ECONOHIC 

IMPACT STATEMENT IS : Director of Appea l s , Florida Public Service 

Commission , 101 East Gaines Street , Tallahassee , Florida 323 99 . 

THE FULL TEXT OF THE RULE IS: 

25- 4.080 Weighted Measurement of Ounlity o! Seryice . 

In considering the adequacy of seryice provided by a local 

exchange telephone company . the Commission may utilize a weighted 

index system developed by the Public Utility Research Cen e~ 

Under this weighting syst~a company exactly meeting all FPSC 

standards on all criteria would receive an overall satisfQc ot~ 

rating of seventy-f ive C75) points . Using indices assigned to 

each criterion . adiustments to the base of seyenty-five C75l 

would be made on all results that either exceed or fall below the 
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s tandards. The criteria and indices are contained in the 

\~eighted Index Cform CMU-41) . which i s incorporated by rcferenc~ 

i nto this rule . 

Companies shall be responsible for complying with each 

s ervice s tandard. whether or not an overall score of seventy-five 

(75) or more is achieved when th~ weighted index is enployed . 

Specific Authority : 350 . 127£2). F . S. 

Law Implemented : 364 . 01 . 364 . 03 . 364 . 035 . 364 .03 6 . F . S . 

Hist o ry : New 

HA11E OF PERSON ORIGINATING PROPOSED RULE: Alan Taylor, Division 

o f Communications 

NAME OF SUPERVISOR OR PERSON(S) WHO APPROVED THE PROPOSED RULE: 

Florida Public Service Commission. 

DATE PROPOSED RULE APPROVED : July 21, 1992 

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 appel lant 

must ensure that a verbatim record , including testimony and 

e vidence 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 

o f a physical impairment should call the Division of Records and 

Reporting at (904) 488-8371 at least five calendar days prior t o 

t he hearing. If you arc hearing or speech impaired, please 
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contact the Florida Public Service Commission using the Florida 

Relay Service, which can be reached at: 1-800-955-8771 (TOO). 
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CERTIFICATION OF 
PUBLIC SERVICE COMMISSION 

FORM INCORPORATED BY REFEREilCE IN RULE 25-4 . 080 

Pursuant to Rule lS-1 . 005 , Florida Administrative Code , I 

hereby certi fy that the a ttached is a true and complete copy of 

Form PSC/CMU 41, which is incorporated by reference in Rule 25-

4 . 080 , Florida Administrative Cod~ . 
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REPORT DATE; 

FPSC ~OMPANY WEICiiiT-,---- WEIGHT 
CRITERION ANDAA RESULTS FACTORS DIFF ADJUST 

A. DIAL TONE DELAY 
DIAL TONE DEL + 9S.O I 19SI 
DIAL TONE DEL - 9S..O 89222 

B. CALL COMPLE110NS 
INTRA- OFFICE+ 9S.O 0 Q6.l.a 
INTRA OFFICE- 9S..O .. 2162 
INTER- OFFICE+ 9S.O 0099S 
INTh.R- OFFICE - 95..0 22139 
EAS + 95..0 00295 
EAS - 95..0 1 1~56 
INTRA- LATA ODD+ 95..0 0.1351 
INTRA- LATA DOD- 9S .. o I ISS-I 

C. INCORRECTLY DIALED CALLS 
INCORRECTLY DIALED + 9S..O 0.1096 
INCORRECTLY DIALED - 9S..O 0.1096 

D 911 SERVICE 
911 SERVICE- 100..0 3 02.24 

E. TRANSMISSION 
DIAL TONE LEVEL- 100..0 o.oon 
CENTRAL OFFICE LOSS - 1000 o.oon 
M.W. FREQUENCY- 100.0 0.()002 
CEN. OFF. NOISE METAL- 100..0 0.00)2 
CEN. OFF. NOISE IM PLSE - 100..0 0 2 
SUBSCRIDER LOOPS +- 93.0 0.2929 
SUBSCRIBER LOOPS - 98.0 0 1.£65 

P. POWER AND GENERATORS 

I POWER & GENERATORS - 100.0 00839 

G. TF..sT NUMBERS _j TEST NUMBERS - 100..0 00011 

- 1- FOR \I CMU-41 

~" 
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F'PSC 
CRITERION STAN DAR 

II. CENTRAL OFFICE 
SCJIEDULED ROUTINE PROO + 950 
SCIIEDULED ROUTINE PROO - 9S.O 
FRAME+ 95.0 
FRAME- 950 
FACILITIES+ 950 
FACILITIES - 95.0 

I. ANSWER TIME 
OPERATOR+ 
OPERATOR-
DIRECTORY ASSISTANCE+ 
DIRECfORY ASSISTANCE-
REPAIR SERVICE+ 
RE PAIR SERVICE - 900 
9USINFSS OFFICE+ 800 1 
BUSINE.Sl> OFFJCE - roo 

J ADEQUACY OF DIR. AND DIR.I\SSIST CE 
DIRLCTORY SERVICE- I 0 
NEW NUMBERS - I .0 
NUMBERS IN DIRECfORY + 990 
NUMBERS IN DIRECTORY - 990 

K..ADCQUACY OF INTERCEPT SERVICES 
CHANGED NUMBERS+ 90.0 
CIIANOEDNUMBERS - 90.0 
DISCONNECTED SERVICE+ 80.0 
DISCONNECTED SERVICE- 80.0 1 
VACATION DISCONNECTS+ 80.0 
VACATION DISCONNECTS - so.o 
VACANT NUMBERS + 80.0 
VACANT NUMBERS- so.o 
DISCONNECrs NON- PAY - I .0 

I L. TOLL TIMING AND BILLING ACCURAC 
INTRA- LATA OIU..ACC. + 97.0 

l iNTRA- LATA BIU..ACC.- <17.0 
DIR ASSIST. DIU.. ACC. + 970 
Dll~ ASSIST BILL ACC - 97.0 

COM PAN WEI G ilT DIFF V.'EIG IIT 
RESULTS FACfORS ADJUST 

OOS II 
00511 
O.OS76 
00516 
00796 
00796 

O.O'W5 
0.4012 
0.0545 
0. 12 
00469 
0.3696 
0 .0420 
0 !lSI 

0 O?J2 
o.~w 

0 2.633 
0.26)) 

01351 
0.2703 
005 13 
0.1.260 
0.0338 
O.o61S 
O.D291 
0.218-l 
0 173) 

0AS06 

__ j 
I...SOOI 
0.2$ Ill 
0 I '\116 

- 1- FORM CMU-41 
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CRITERION 

M. PUBLIC TELEPIIOt-CE SERICI! 
I PAY PIIONEJ EXCHANGE-
SERVICEABIUTI -
HANDICAPPED ACCESS-
GLASS+ 
GLASS 
DOORS + 
DOORS-
LLVEL + 
LE H. -
WIRING+ 
WIRING-
CLEANLINESS + 
CLr:.ANLJNESS-
LIGIITS-
1Fl EPIIONE NUMBERS-
NAME OR LOOO -
DI1\ L INSTRUcnONS-
TRANSM ISSION + 
TRANSMISSION -
DIALING + 
DIALING-
COIN RETURN AUTO-
COIN RETURN OPFR +-
COIN RETURN OPER -
OPLRATOR 10 COINS + 
OPERA TOR 10 COINS-
ACCE:.SS ALL l D CARRIERS-
RING BACK OPERATOR+ 
R:NG DACK OPERATOR -
COIN FREE ACCESS OPER -
COIN FREE ACCESS D.A.-
COIN FREE ACCESS911 -
COIN FREE ACCESS R.S.-
COIN FREE ACCESS D.O.-
DIIU C10RY -
DIRJ:CfORY SECURITY+ 
DIRJ'!'CTORY SECURI'n' -
AODJH:.SS'LOCATION -

OMPANYT WEIOirr 
RF.SUL!S FACTORS 

r-W£1CI IT 
OUT- ADJUST j 

0 
00907 

9S.O 0 
qs.o 0 
9SO 0 
QSO 0 
9S.O 0 
9S.O 0 
950 oor.ut 1 
9S.O 0 

OD'\Ml 
002JS 
oosso 

0.0317 
0 010 1 
0~ 

100.0 0.009S 

0 J6 
00029 
0.0014 
O.O.H6 
OOS\6 
onrs 

_,_ 
FORM C~iU-·U 
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CRITERION.;:._ __ _ 

N. AVAILABILITY OF SERVICE 

3 DAY PRIMARY SERVICE+ 
3 DAY PRIMARY SERVICE­
PRIM. SERV. APPOI!Io'"Th1NT + 

PRIM SERV. APPOINTMNT-

0 . REPAIR SERVICE 

RESTORED-SAME DAY+ 
RESTORED-SAME DAY -

RESTORED-U HOUR+ 
RESTORED-24 HOUR­
REPAIR APPOINTMENTS+ 

REPAJR APPOINTMENTS­
REBATES OVER 24 HOURS -
SERVICEAFFECTING-nHRS + 

SERVICEAFFECTING- 7211RS -

P. CUSTOMER COMrLAJ NTS 

COMPLAINTS/I LINES ' 
COMPL.\INTS/ 1 LINES-

BASE SCORE IF ALL STANDARDS 
ARE MET EXACTLY 

SUM OF ADJUSTMENTS 

OVERALL WE IGHTED SCORE 

FPSc- rfr.OM P/\iiY 
~AND~ R§Slll:.TS 

90.0 
90.0 
950 

95.0 

80.0 

80.0 
95.0 
9S.O 
95.0 

9S.O 
100.0 
95.0 

9S.O 

ST 1\VE 

042 
0.42 

WEIO IIT- r- -
Wi! IGIITl 

FA~ OUT- ,\OJUST --. 

0.0350 
0.2527 
0.1371 

0.8536 

0.0954 
0.1385 

0.3871 
14021 
0.1385 

0.2033 
0.0350 

01385 
0.2033 

0.3871 
0.0000 

7S.OO 15. I 
0 00 

15. 

~<:E +SUM OP AOJUSTMENTS::..>)!---.1.----L-----'-----L---L-

-~- fORMCMU- 41 
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