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BEFORE THE WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION

In the Matter of Amending

WAC 480-120-056, 480-120-061,
480-120-081, 480-120-101,
480-120-138, and 480-120-141
relating to deposits, refusal of
service, disconnection of service,
complaints and disputes, pay
telephones, and alternate operator
services.
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DOCKET NO. UT-940049
GENERAL ORDER NO. R-422
ORDER AMENDING AND

ADOPTING RULE
PERMANENTLY
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‘ The Washington Utilities and Transportation Commission
akes this action under Notice WSR #94-13-027, filed with the Code
leviser on June 3, 1994. The Commission brings this proceeding
irsuant to RCW 80.01.040.

This proceeding complies with the Open Public Meetings
(chapter 42.30 RCW), the Administrative Procedure Act (chapter
.05 RCW), the State Register Act (chapter 34.08 RCW), the State
vironmental Policy Act of 1971 (chapter 34.21C RCW), and the
gulatory Fairness Act (chapter 19.85 RCW).-

The Commission scheduled this matter for oral comment and
otion under Notice WSR #94-13-027, for 9:00 a.m., Wednesday,
mber 14, 1994 in the Commission’s Hearing Room, Second Floor,
er Plaza Building, 1300 S. Evergreen Park Drive S.W.,
a, Washington. The Notice provided interested persons the

- .. Written comments were submitted by Terry Vann for
gton Independent Telephone Association, Joan Gage for GTE
west, Inc., Theresa Jensen for U S WEST Communications, Inc.,
d T. Trotter for Public Counsel, Brooks E. Harlow and Clyde H.
er for MCI Telecommunications Corporation, Lesla Lehtonen for
.Communications Company L.P., Ron Gayman and Mary Burgess for
Communications of the Pacific Northwest, Inc., Gerard John
an for American Civil Liberties Union of Washington, Elizabeth
for Lewis River Telephone Company, Inc., Paula Selis for
rney General of Washington, Ronald L. Roseman for The Puget
-ouncil of Senior Citizens and by the Commission Staff.
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", GENERAL ORDER NO. R-422 . PAGE 2

The rule change proposals were considered for adoption at
the Commission’s regqularly scheduled open public meeting on
September 14, 1994 Dbefore Chairman Sharon L. Nelson and
dommissioner Richard Hemstad. Oral comments were made by Robert
Manifold for Public Counsel, Theresa Jensen for U S WEST
communications, Inc., Ronald L. Roseman of Evergreen Legal Services
for The Puget Sound Council of Senior Citizens, Brooks E. Harlow
for MCI Telecommunications Corporation, Terry Vann for Washington
Independent Telephone Association, Fred Logan for GTE Northwest,
Inc., and Commission Staff.

After considering the written and oral comments, the
commission adopted the proposed rules, including the noticed Option
1 of WAC 480-120-056, with changes.

The Commission made the following changes, other than
minor editing, from proposed to adopted version.

WAC _480-120-056__ (Option 1). As noted above, the

commission adopted Option 1 rather than Option 2.

The Commission changed the title from "Deposits" to
"Establishment of Credit."

The Commission deleted the proposed new subsection
(9) (c¢), which would have authorized a toll limited/blocked line as
an alternative to a deposit. Consistent with that change, it
deleted references to toll limit/blocking from the proposed new
subsection (11).

WAC 480-120-061. The Commission deleted the proposed
amendments to existing WAC 480-120-061(7) (renumbered as subsection
(9) in the proposed rules). Those amendments would have extended
that rule to interexchange carriers.

WAC 480-120-081. The Commission deleted references to
"toll limited/blocked" in the proposed amendments to subsection
(2) (d), and in the new subsection (9), consistent with the change
made in proposed WAC 480-120-056(9) (c).

The Commission deleted the proposed amendments to
existing WAC 480-120-081(2) (h). Those amendments would have
authorized disconnection upon notification from law enforcement
personnel that a subscriber is using the service for specified
unlawful purposes. Related to that change, the Commission deleted
the proposed new subsection (8), which would have established
notice, disconnect, and appeal procedures applicable to those
specified reasons for disconnection action.
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ENERAL ORDER NO. R-422 PAGE 3

In reviewing the entire record, the Commission
etermines that WAC 480-120-056, 480-120-061, 480-120-081, 480-120-
01, 480-120-138, and 480-120-141 should be amended to read as set
forth in Appendix A, as rules of the Washington Utilities and
Transportation Commission, to take effect pursuant to RCW
34.05.380.

ORDER

. THE COMMISSION ORDERS That WAC 480-120-056, 480-120-061,
480-120-081, 480-120-101, 480-120-138, and 480-120-141 are amended
to read as set forth in Appendix A, as rules of the Washington
Utilities and Transportation Commission, to take effect pursuant to
RCW 34.05.380.

. THE COMMISSION FURTHER ORDERS That this order and the
attached rules, after being recorded in the register of the
Washington Utilities and Transportation Commission, shall be
forwarded to the Code Reviser for filing pursuant to chapter 34.05
RCW and chapter 1-21 wacC.

. THE COMMISSION Adopts the Commission Staff memoranda,
presented at the times the Commission considered noticing and
adopting this proposal, together with the summary of oral comments
and responses prepared after the September 14, 1994 open public
meeting and the description of differences between noticed and
adopted text set out above, as is Concise Explanatory Statement of
the reasons for adoption, and for any variances between noticed and
adopted versions, under RCW 34.05.355. It adopts the memoranda,
together with the summary of oral comments and responses, as its
summary of all comments received and substantive response, under
RCW 34.05.325(6).

DATED at Olympia, Washington, this 22nd day of September
19%94.

WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION ‘
MLSON ’ Chaizan

RICHARD HEMSTAD, Commissioner
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AMENDATORY SECTION (Amending Order R—-287, Cause No. U-87-1611-R,
filed 6/21/88)

WAC 480-120-056 ((Beposits—)) Establishment of credit. (1)
Establishment of credit — nonresidential ((deposit—reqﬂiremeﬁts)).

An applicant for or subscriber of nonresidential service may be

required to demonstrate satisfactory credit by reasonable means
appropriate under the circumstances.
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subscriber of interexchange telecommunications services may be
required to demonstrate satisfactory credit by reasonable means
appropriate under the circumstances.

{3) Establishment of credit for residential — local exchange

telecommunications company services. _An _applicant for or
Subscriber of local exchange service may demonstrate satisfactory
Credit by demonstrating any one of the following, provided the

applicant or subscriber is not subiject to a deposit requirement
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under subsection (4) (b) of this section, and the information can be
confirmed easily and quickly by the company:

(a) Prior residential service with the telecommunications
company in question during the previous twelve months for at least
six consecutive months during which service was rendered and was
not disconnected for failure to pay, and no more than one
delingquency notice was served upon the customer during the six-—
month period. Unless, the telecommunications company has
determined that realignment of the customer’s bill due date as
E_9v1ded for in WAC 480-120-106 would have negated the need for

notices.

(b) Prior residential service with any telecommunications
company with a satisfactory payment record as demonstrated in (a)
of this subsection and the applicant provides the necessary

information to substantiate the assertion. The applicant may
‘either provide verification via a letter from their previous
telecommunications company or have their previous

telecommunications company provide the verification of credit.

(c) Consecutive employment during the entire twelve months
next previous to application, with no more than two employers;-and
the applicant is currently emploved. The applicant or subscriber
must provide a work telephone number to enable the
telecommunications company to verify employment.

(d) Stable monthly income during the entire twelve months next
previous to application for service, and the applicant or
subscriber is continuing to receive such income. The applicant or
subscriber must provide a telephone number of the income provider
which can confirm the information.

(e) Applicant owns or is purchasing the xesidence to be
served. The applicant must provide a parcel number or another
means whereby the telecommunications company can confirm the
information.

Upon request, telecommunications companies within the state of
Washington must provide applicants or subscribers confirmation of
their payment history for the previous twelve—-month period.
Written confirmation may be provided to either the consumer or
directly to the telecommunications company of which service is
requested. Verbal confirmation must be provided directly to the
telecommunications company of which service is requested. The
criteria used for the confirmation must be the same as provided for
in (a) of this subsection. The confirmation must be provided on
the same or following business day of the request.

The information provided by the applicant or subscriber to
establish -credit shall be used only for purposes of establishing
credit worthiness. Information shall not be provided to any person
or telecommunications company for purposes other than to establish
credit worthiness as provided for in (a) of this subsection.

" (4) Deposit requirements. An applicant or subscriber: may be
required to pay a deposit under the following c1rcumstances.,’

{b) When a subscrlber is initially provided service: w1thout a
deposit on__the basis of information supplied to - the
telecommunications company by the subscriber which is incorrect and
the subscriber otherwise would have been required to make a
deposit.

| [ 2] OTS—8326:4
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(c) In any event, a deposit may be required when within the
jast twelve months prior to application, the applicant’s or
subscriber’s service of a similar type has been disconnected for
failure to pay amounts owing, when due; or where applicant has an
unpaid, overdue balance owing for the same class of service from
the telecommunications company to which application is being made,
or any other telecommunications company.

(d) When a subscriber has incurred excessive toll charges as
defined in subsection (5) of this section.

(e) Anv new or additional deposit required under authority of
these rules, except as may be provided for elsewhere in these
rules, is due and pavable on the sixth business day after written
notice of the deposit requirement is mailed to the subscriber, or,
if personal service is elected, by 5:00 p.m. of the first business
day following notification.

{5) Amount of deposit.

(a) In instances where a deposit may be required by the
telecommunications company, the deposit shall not exceed:

(1) For nonresidential service, two~twelfths of estimated
annual billings ((+))_.

(ii) For residential service, two months customary utlllzatlon
for applicants or subscribers with previous verifiable service or

two months estimated usage for applicants or subscribers without’

previous verifiable service. Customary utilization is calculated
using charges for the previous three months service.

(b) Subscribers whose toll charges exceed thirty dollars, or
whose toll charges exceed customary utilization over the previous
six months by twenty dollars or by twenty percent, whichever is
greater, may be required, upon written or verbal rmnotice to the
subscriber, to make payment of either of the following in the
subscriber’s election, before the close of the next business day
following receipt of the notice:

(i) Full payment of outstanding toll charges specified in said
notice; or all toll charges accrued to the time of payment
providing the subscriber has been notified that he or she is liable
for toll charges in addition to those charges specified in the
notice which come to the attention of the telecommunications
company between the time of notice and of payment.

' (ii) Payment of a new or additional deposit in light of the
subscriber’s actual wuse based wupon two months customary
utilization. '

(c) If the notice herein described is mailed, receipt may be
presumed ((open)) upon the fourth business day following date of
mailing.

(d) At the time application is made for service, the
telecommunications company may request an estimate of the
applicant’s greatest monthly toll usage during the ensuing twelve
months. When such an estimate is asked and given, the applicant
for service shall be advised that if the estimate is exceeded by
twenty dollars or twenty percent, whichever is greater, immediate
payment may be required((+)) if the toll is incurred by a

telecommunications company authorized by the commission to collect

deposits and advanced payments; a deposit or additional deposit may
be required, or service may be disconnected.

((4))) (6) Transfer of deposit. Where a subscriber of whom
a deposit is required transfers service to a new location within
the same utility’s service area, the deposit, less any outstanding

[ | [ 31 OTS—-8326:4
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palance, shall be transferable and applicable to the new service
jocation.

) ((5))) (7) Interest on deposits. Interest on deposits held
# snall be accrued at a rate based upon a simple average of the
§ cffective interest rate for new issues of one yéar treasury bills,
computed from December 1 of each year, continuing through November
30 of the following year. Deposits would earn that interest rate
during January 1 through December 31 of - the subsequent year.
Interest shall be computed from the time of deposit to the time of
refund or total application of the deposit and shall be compounded
annually.

((+6))) (8) Extended payment on deposit. Where a subscriber
or applicant for service of whom a deposit is required is unable to
pay the entire amount of the deposit in advance of installation or
continuation of service, the subscriber or applicant shall be
allowed to pay fifty percent of the deposit amount prior to
1nstallatlon or continuation of service, with the remaining amount
payable 1n equal amounts ((eﬁ—fhe-te%eeemmunteattom&—eempanyLs
})) over the following two months ((ef
.ﬂsertee)). A subscriber or applicant -for service unable to meet
this deposit requirement shall have the opportunity to receive
service under subsection ((+#))) (9) of this section, alternative
to deposit, of this section.

((7r)) (%) Alternative to deposit. A residential subscriber
or applicant for residential service ((of—whom)) who is unable to
establish credit as provided above and is required to make a
deposit ({(is—required)), but who is unable to make a deposit, shall
‘be allowed, as an alternative to the making of a deposit, to:

(a) Furnish a satisfactory guarantor to secure payment of
bills for service requested in a specified amount not to exceed the
amount of deposit which may be required until satisfactory credit
is established. The company may require that the guarantor reside
in_the state of Washington and currently have service with the
telecommunications company requesting the deposit.

(b) Where technically feasible, accept a toll restricted
access line in lieu of payment of the deposit until satisfactory
credit is established as provided for above, or until a deposit is
received. A toll restricted line shall provide access to emergency
service, such as 911.

((€8))) (10) Receipt. Where payment is made by cash, a
receipt shall be furnished to each applicant or subscriber for the
amount deposited.

((€9))) (11) Refund of deposit or removal of toll restriction.
Deposits shall be refunded or toll restriction converted to
unrestricted service under the following circumstances ((in—the
foltowing—Ffeorm) ) :

(a) Satisfactory payment. Where the subscriber has for twelve

& COnsecutlve months paid for service 1n a prompt and satisfactory

manner as evidenced by the following:.
- (i) The telecommunications. . company has not initiated
disconnection proceedings against the subscriber.
(ii) No more than ((three)) two notices of delinquency have
been made to the subscriber by “the telecommunications company
within the previous twelve—-month .period.

(b) Termination of service. Upon termination of service, the
telecommunications company shall return to the subscriber the
amount then on deposit plus accrued interest, less any amounts due

| [ 4] OTS—8326:4
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the telecommunications company by the subscriber for service
rendered on the telephone account for which the deposit was
collected.

(c) Refunds — how made. Any deposit, plus accrued interest,
((shatt)) may be ((refunded)) applied to the ((subseriber-either))
subscriber’s telephone account for service in the 13th and, if
appropriate, subsequent months once satisfactory credit is
established. Upon subscriber request, the refund shall be made in

the form of a check issued and mailed to the subscriber no longer
than fifteen days following completion of twelve months’

satlsfactory payment as descrlbed. above((——ﬂﬁ%—app%te&—%ﬁr—the

as—thereafter-modified)).

((39¥)) (12) Should a larger or new deposit be required, the
reasons therefor shall be specified in writing to the subscriber.
Any requirement for a new or larger deposit shall be in conformity
with the standards set forth in this section.

g | [ 5] : OTS—-8326:4
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AMENDATORY SECTION (Amending Order R-353, Docket No. UT-910788),
filed 12/18/91, effective 1/18/92)

WAC 480-120-061 Refusal of service. (1) The ((utility))
telecommunications company may refuse to connect with or render
service to an applicant for service when such service will
adversely affect the service to other existing customers, or where
the applicant has not complied with state, county, or municipal
codes and/or regulations concerning the rendition of such service.

(2) A ((utixity)) telecommunications company may refuse to
serve an applicant for service or a subscriber if, in its judgment,
the installation is considered hazardous or of such nature that
satisfactory service cannot be given.

(3) A ((utirity)) telecommunications company shall not be
required to connect with or render service to an applicant unless
and until it can secure all necessary rights of way, easements, and
permits.

(4) A ((ubidity)) telecommunications company may deny service
to an applicant or subscriber because of an overdue, unpaid prior
obligation to the same ((utidity)) telecommunications company for
the same class of service at the same or different location until
the obligation is paid or arrangements satisfactory
((arrangements)) to the telecommunications company are made:
Provided, That an overdue or unpaid obligation to an information
provider shall not be grounds for denial of service. A
nontelecommunication company applicant for service shall only on an
initial occurrence be entitled as a matter of right to arrange to
pay an overdue, unpaid prior obligation over not less than six
~monthly billing periods. Any amount owed to a local exchange
company or an_interexchange carrier at the time a customer’s local
service is disconnected for nonpayment is considered a prior
obligation. Any amount owed to an interexchange carrier at the
time the telecommunications company toll restricts a customer’s
service for nonpayment is considered a prior obligation. If an
applicant or subscriber defaults on a payment agreement such
default shall constitute grounds for discontinuance or toll
restriction of service under the provisions of WAC 480-120-081
((2t=)r)). A ((utidity)) telecommunications company may offer a
payment agreement at any time if deemed to be appropriate by the
((utiXity)) company.

(5) A ((utitity)) telecommunications company may deny service
to an applicant or subscriber for service at an address where a
former subscriber is -known to reside and has an overdue, unpaid
prior obligation to the same ((utitity)) telecommunications company
for the same class of telecommunications service at that address
until the obligation is paid or satisfactory arrangements are made.

(6) A telecommunications company may deny service until any
pProper deposit is paid in full, or in part, or an alternative
service option as defined in WAC 480-120-056 has been selected by
the applicant or subscriber.

(7) A telecommunications company may deny installation or
continuation of service to any applicant or subscriber who fails to

- - [1] _ OTS-8325:3
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provide accurate and verifiable information necessary to establish
the identity of the applicant or subscriber until verifiable
information is provided. Telecommunications companies must provide
2 means for applicants or subscribers to provide identification.
‘At a minimum business offices and payment agencies required under
WAC 480-120-510 must provide this service at no charge to the
applicant or subscriber.

(8) A ((utility)) telecommunications company may deny
installation or continuation of service to any applicant or
subscriber who is shown to have obtained or retained service from
the company by fraudulent means, including but not limited to false
statements of credit references or employment; false statement of

premises address; use of an alias or false name with intent to
deceive; rotation of service among roommates or persons living
together for the purpose of avoiding the debts of one or more of
said persons, or any other similar fraudulent devices.

((-7)) (9) A local exchange company shall deny service to a
nonregistered telecommunications company that intends to use the
service requested to provide telecommunications for hire, sale, or
resale to the general public within the state of Washington. ' Any
telecommunications company requesting service from a local exchange
company shall state in writing whether the service is intended to
be used for intrastate telecommunications for hire, sale, or resale
to the general public.

[ | [ 2] _ OTS—-8325:3
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AMENDATORY SECTION (Amending Order R—-233, Cause No. U —-85-35, filed
8/23/85)

WAC 480-120-081 Discontinuance of service. (1) By subscriber
— a subscriber shall be required to give notice to the ((uttitty))
telecommunications company of his intention to discontinue service.

(2) By ((utidlity)) telecommunications company — service may be
discontinued by the ((utiiity)) telecommunications company for any
of the following reasons:

(a) For the nonpayment of bills. The ((utt%tty))
telecommunications company shall requlre that bills for service be
paid within a specified time after issuance. The minimum specified
time shall be fifteen days. Upon the expiration of said specified
time without payment, the bill may be con31dered delinquent.

. (b) For tampering with the ((utidityls)) telecommunications
company’s property.

(c) In case of vacation of the premises by subscriber.

(d) For nonpayment of any proper charges including deposit, as

provided in the tariff or pricelist of the ( (atitity))
telecommunications company. Nonpayment of charges billed by the

((utitity)) telecommunications company on behalf of information

providers shall not be grounds for discontinuance of service in
whole or in part. Nonpayment of interexchange carrier charges
shall not be grounds for disconnection of local service. However,
the telecommunications company may toll restrict a subscriber’s
service for nonpayment of proper interexchange carrier charges.
Disputed third party billed charges shall not be grounds for
disconnection of service in whole or in part.

(e) For violation of rules, service agreements, or filed
tarlff(s)

(f) For use of subscriber equipment which adversely affects

the ((utitityts)) telecommunications company’s service to its other
subscribers.

: (g) For fraudulent obtaining or use of service. Whenever a
fraudulent obtaining or use of the service is detectéd the
((utt}tty)) telecommunications company may discontinue service
without notice: Provided, however, That if the subscriber shall
make immediate payment for such estimated amount of service as had
been fraudulently taken and all costs resulting from such
fraudulent use, the ((utitity)) telecommunications company shall
~¢éontinue such service, subject to any applicable deposit
requlrements If a second offense as to fraudulent obtaining or
‘Use is detected the ((utt%tty)) telecommunlcatlons company may
-refuse to reestablish service, subjeet to appeal to the commission.
‘The burden of proof of such fraudulent obtaining or use will be
. upon the ((ﬂtt&tty)) telecommunlcatlons company in case of an
appeal to the commission. This rule shall not be interpreted as
relieving the subscriber or other person of civil or criminal
¥esponsibility.

(h) For unlawful use of service or use of service for unlawful
Purposes.

- - [ 1] OTS—8324:2
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(3) When a local exchange telecommunications company has cause
to totally disconnect or has totally disconnected a residential
service, it shall postpone disconnection of local sexvice or shall
reinstate local service after receiving either verbal or written
notification of the existence of a medical emergency for a grace
period of five business days. When service is reinstated, payment
of a reconnection charge and/or deposit shall not be required prior
to reinstatement of local service. :

(a) The local exchange company may require that the subscriber
within five business days submit written certification from a
qualified medical professional stating that the disconnection of
jocal service would significantly endanger the rhysical health of
the subscriber, a member of the subscriber’s family or another
permanent resident of the household. "oualified medical
professional" means a licensed physician, nurse practitioner, or
physician’s assistant authorized to diagnose and treat the medical
condition without supervision of a physician. Nothing in this
section precludes a company from accepting other forms of
certification but the maximum the company can require is written
certification. If the company requires written.certification, it
may require that the certification include some or all of the
following information:

(i) The name of the resident whose health would be affected by
the disconnection of local service;

(ii) The relationship to the subscriber;

(iii) A description of the health condition;

(iv) An explanation of how the physical health of the person
will be endangered by disconnection of local service;

(v) A statement of how long the condition is expected to last;

and

(vi) The title, siqnature and telephone number of the person
"certifving the condition.

(b) A medical emergency does not excuse a subscriber from
paying delinquent and ongoing charges. The company may require
that the subscriber do the following within the five business day
grace period: Pay a minimum of twenty—five percent or ten dollars
of the delinquent balance, whichever is greater; and enter into an
aqreement to pay the remaining delingquent balance within ninety
days and to pay subsequent bills when due. Nothing in this section
precludes the company from agreeing to an alternate payment plan,
but the company may not require the subscriber to pay more than
this subsection prescribes. The company shall send a notice
confirming the payment arrangements within two business days.

(c) If within the five—day dgrace period the subscriber fails

to provide acceptable certification or fails to make payment or
enter into an acceptable payment arrangement, the company may
disconnect local service without further notice. '
.7 (d)._If the subscriber fails to abide by the terms of the
yayment . aqreement the compan ma; disconnect local service
following notification provided for in subsection (5) (b) of this
section, .

(e) The medical certification shall be valid only for the
length of time the health endangerment is certified to exist but no

longer than six months without renewal.

((3¥)) (4) A subscriber’s service shall be treated as
continuing through a change in location from one premises to
&nother within the same service area if a request for service at
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the new premises is made prior to disconnection of service at the
old premises and service is not subject to termination for cause.
A subscriber shall be entitled to the same type of service at the
new premises unless precluded by the tariff or pricelist of the
company.

((+4)r)) (5) Except in case of danger to life or property,
fraudulent use, impairment of service, or violation of law, no
((utitity)) telecommunications company shall discontinue service
unless the following conditions are met:

(a) ((Befe

tb))) Each ((utility)) telecommunications company shall
provide, subsequent to a subscriber’s account becoming delinquent,
written notice of disconnection served on the subscriber either by
mail or, at its option, by personal delivery of the notice to the
subscriber’s address. If a mailed notice is elected, service shall
not be disconnected prior to the eighth business day following
mailing of the notice. If personal delivery is elected,
disconnection shall not be permitted prior to 5 p.m. of the first
business day following delivery. Delivered notice shall be deemed
effective if handed to a person of apparent competence in the
residence or, if a business account, a person employed at the place
of business of the subscriber. If no person is available to
receive notice, notice shall be deemed served if attached to the
primary door of the residence unit or business office at which
service is provided. If service is not discontinued within ten
working days of the first day on which disconnection may be
effected, unless other mutually acceptable arrangements have been
made, that disconnect notice shall become void and a new notice
shall be required before the service can be discontinued.

(b) Before effecting disconnection of service, a
telecommunications company shall make a good faith, bona fide
effort to reach the subscriber in person or by telephone to advise
the subscriber. of the pending disconnection _.and . the. reasons
therefor. = Where telephone contact is elected, at least two
attempts to reach the subscriber by telephone at the service number
during reasonable hours shall be made. If a business. or message
telephone is provided by the subscriber, the telecommunications
company shall endeavor by that means to reach the subscriber if

unable to make contact through the subscriber’s service telephone -

humber. A log or record of the attempts shall be maintained by the
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telecommunications company showing the telephone number called and

the time of call. Telephone or personal contact shall not be a
substitute for written notice of disconnection as specified below.
Telephone or personal contact need not be attempted when:

(i) The company has had cause in any two previous billing
periods during a consecutive twelve—month period to attempt such
contact; and

(ii) The company has notified the subscriber in writing that
such telephone or personal contact will not be attempted in the
future before effecting disconnection of services.

All notices of delinquency or pending disconnection shall
detail procedures pertinent to the situation and provide notice of
means by which the subscriber can make contact with the ((utiiity))
telecommunications company to resolve any differences. All notices
must accurately state amounts owing for service(s) which are
subject to disconnection. A new notice will be required in cases
where information is incorrect.

(c) Except in case of danger to life or property, no
disconnection shall be accomplished on Saturdays, Sundays, legal
holidays, or on any other day on which the ((utitity))
telecommunications company cannot reestablish service on the same
or following day.

(d) When a ((utility)) telecommunications company employee is
dispatched to disconnect service, that person shall be required to
accept payment of a delinquent account at the service address if
tendered in cash, but shall not be required to dispense change for
cash tendered in excess of the amount due and owing. Any excess
payment shall be credited to the subscriber’s account. When
disconnection is not effected due to such payment the ((utitity))
telecommunications company shall be permitted to assess a
reasonable fee as provided for in the tariff of the ((utility))
telecommunications company for the disconnection visit to the
service address. Notice of the amount of such fee, if any, shall
be provided within the notice of disconnection.

(e) Where the ((wtitity)) tLtelecommunications company has
reasonable grounds to believe service is to other than the
subscriber of record, the ((utitity)) company shall undertake
reasonable efforts to inform occupants of the service address of
the impending disconnection. Upon request of one or more service
users, where service is to other than the subscriber of record, a
minimum period of five business days shall be allowed to permit the
service users to arrange for continued service.

(f) Where service is provided to a hospital, medical clinic
with resident patients, or nursing home, notice of pending
disconnection shall be provided to the secretary, Washington state
department of social and health services, as well as to the
subscriber. Upon request from the secretary or his designee, a

’ ..delay in disconnection of no less than five business days from the

date of notice shall be allowed so that the department may take
whatever steps are necessary in its view to protect the interests
of patients resident therein who are responsibilities of the
department. -

. (g) Service may not be totally disconnected while a subscriber
1s pursuing any remedy or appeal provided for by these rules,
pProvided any amounts not in dispute are paid when due. The
subscriber shall be so informed by the ( (atidity))
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telecommunications company upon referral of a complaint to a
((utitity)) company supervisor or the commission.
(h) Where a subscriber’s toll charges substantially exceed the

amount of any deposit or customary utilization, and where it
appears the subscriber will incur excessive, uncollectible toll
charges while an appeal 1is being pursued, the ((utiiity))
telecommunications company may, upon authorization from the
commission, disconnect service. A subscriber whose service is so
eligible for disconnection may maintain service pending resolution
of any dispute upon payment of outstanding toll charges subject to
refund if the dispute is resolved in the subscriber’s favor.

((45¥)) (6) Payment of any delinquent amount to a designated
payment agency of the ((utility)) telecommunications company shall
constitute payment to the ((utility)) company, if the subscriber
informs the ((wtiiity)) company of such payment and the ((utility))
company verifies such payment.

' ((+6))) (7) Service shall be restored when the causes of
discontinuance have been removed and when payment or satisfactory
arrangements for payment of all proper charges due from the

~applicant, including any proper deposit, has been made as provided
for in the tariff or pricelist of the ( (ubeitity))
telecommunications company; or as the commission may order pending
resolutlon of any bona fide dispute between the ((utility))
telecommunications company and the subscriber or applicant over the
propriety of disconnection.
((+H)) (8) A ((utidity)) telecommunications company may make
a charge for restoring service when service has been discontinued
or toll restricted for nonpayment of bills. The amount of such
charge is to be specified in the ((utility’rs)) telecommunications
company’s tariff or pricelist.
. When service is ((diseontinued)) disconnected for nonpayment
of a bill it may be either completely disconnected, toll restricted
or partially disconnected. Toll restriction must allow access to
emergency numbers such as 911, Partial disconnection means
telephone service will be restricted to either incoming or outgoing
service. In case of a partial disconnection, the subscriber shall
be notified of the restricted usage. Upon any complete
disconnection of telephone service to a subscriber, charges for
.sexrvice will be discontinued as of the date of the disconnection.
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[ENDATORY SECTION (Amending Order R-86, filed 6/30/76)
T

; WAC 480-120-101 Complaints and disputes. Any complaint or
ispute involving a ((utitity)) telecommunications company and a
bscriber shall be treated in the following manner:

{ ((ar)) (1) Each complaint or dispute received by a

f(atitity)) telecommunications company shall be investigated
jromptly as required by the particular case, and the result
eported to the applicant or subscriber. When circumstances

?ndicate the need for corrective action, such action shall be taken
§S soon as possible.

;omplaining applicant or subscriber shall inform the applicant or
ubscriber that if dissatisfied with the decision or the

ight to have that problem considered and acted upon by supervisory
The applicant or subscriber shall be provided with the
gname or department of such supervisory personnel and a telephone
#number by which they may be reached.

;| (3) Each ((utidity)) telecommunications company shall ensure
gthat supervisory personnel contacted by a dissatisfied applicant or
§subscriber shall inform a still-dissatisfied applicant or
3 subscriber of the availability of the commission for further review
J of any complaint or dispute. The toll-free telephone number and
J address of the commission shall also be provided.

3 (4) All parties to a dispute between an applicant or
§ subscriber and the ((utitity)) telecommunications company shall
# have the right to bring before the commission an informal complaint
pursuant to the provisions of WAC ( (480—68—040)) 480-09-150 and/or
a formal complaint pursuant to the pProvisions of WAC ((486—68—056))
480-09-420. : :

(5) When a complaint is referred to a ((ukidiey))
telecommunications company by the commission, the utility shall,
within 2 working days, report results of any investigation made
regarding the complaint to the commission and shall keep the
commission currently informed as to progress made with respect to
the solution of, and final disposition of, the complaint. If
warranted in a particular case, a utility may request an extension
of time.

: (6) Records - each utility shall keep a record of all
mplaints concerning the utility’s service or rates. The record

ture and date of the complaint, action taken, and the final
Sposition of the complaint. Such records shall be maintained in
suitable place readily available for commission review.

written complaints made to a utility shall be
nowledged. Correspondence and records of complaints shall be
tained by the utility for a minimum period of one year.

A7) Each telecommunications company shall ensure that it has

- show at least the name and address of the complainant, the

ESonnel available during reqular work days to address customer

Omplaints or inquiries and to respond to_ commission staff.
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AMENDATORY SECTION (Amending Order R-345, Docket No. UT—-900726,
filed 6/18/91, effective 7/19/91)

WAC 480-120-138 Pay telephones--Local and intrastate. Every
telecommunications company operating an exchange within the state
of Washington may allow pay telephones to be connected to the
company’s network for purposes of interconnection and use of
registered devices for local and intrastate communications. Every
such telecommunications company offering such service shall file
tariffs with the commission setting rates and conditions applicable
to the connection of pay telephones to the local and intrastate
network under the following terms and conditions. Local exchange
companies that do not have a public access line tariff on file with
the commission shall not be subject to these rules.

For purposes of these rules "pay telephone" is defined as
equipment connected to the telephone network in one of the
following modes:

(a) Coin operated: A telephone capable of receiving nickels,
dimes, and quarters to complete telephone calls. Credit card or
other operator—assisted billing may be used from a coin-—operated
instrument.

(b) Coinless: A pay telephone where completion of calls,
except emergency calls, must be billed by an alternative billing
method such as credit card, calling cards, collect, third-party
billing, or billed in connection with the billing of meals, goods,
and/or services. These pay phones include, but are not limited to,
charge—-a—-call, cordless, tabletop, and credit card stations. The
term does not include in-room telephones provided by hotels,
motels, hospitals, campuses or similar facilities for the use of
guests or residents.

For purposes of these rules, the term "subscriber" is defined
as a party requesting or using a public access line for the purpose
of connecting a pay telephone to the telephone network.

(1) Pay telephones connected to the company network must
comply with Part 68 of the Federal Communications Commission rules
and regulations and the National Electric Code and National
Electric Safety Code as they existed on January 1, 1991, and must
be registered with the Federal Communications Commission, or
installed behind a coupling device which has been registered with
the Federal Communications Commission.

(2) All pay telephones shall provide dial tone first to assure
emergency access to operators without the use of a coin.

3 (3) The caller must be able to access the operator and 911
where available without the use of a coin. :

(4) The charge for each directory assistance call paid by the

consumer shall not exceed the prevailing per call charge for
comparable directory assistance. In the absence of persuasive
contrary evidence, the charge of U S WEST Communications for
intralATA directory assistance or AT&T for interLATA directory
assistance shall be accepted as the prevailing charge. A location
surcharge is not permitted.
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(5) Emergency numbers (e.g., operator assistance and 911) must
be clearly posted on each pay telephone.

(6) Information consisting of the name, address, telephone
number of the owner, or the name of the owner and a toll-free
telephone number where a caller can obtain assistance in the event
the pay telephone malfunctions in any way, and procedures for
obtaining a refund from the subscriber must be displayed on the
front of the pay telephone.

The following information shall also be posted on or adjacent
to the telephone instrument:

(2) The method by which the consumer may obtain without charge
an accurate quotation of rates, fees and surcharges; and

(b) The notices required by WAC 480-120-141(4).

In no case will the charges to the user exceed the quoted
costs.

(7) The telephone number of the pay telephone must be
displayed on each instrument.

(8) The subscriber shall ensure that the pay telephone is
compatible for use with hearing aids and its installation complies
with all applicable federal, state, and local laws and regulations
concerning the use of telephones by disabled persons.

(9) The pay telephone, if coin operated, must return the coins
to the caller in the case of an incomplete call and must be capable
of receiving nickels, dimes, and quarters. Local exchange company
pay telephones shall not be subject to the requirements of this
subsection.

(10) All pay telephones must provide access to all

interexchange carriers where such access is available. If
requested by the subscriber, the local exchange company providing
the public access 1line shall supply, where available, (a)

restriction((++3})) which prevents fraud by selective blocking of
10XXX 1+ codes and (b) call screening to identify the line as one
to which charges may not be billed, at appropriate tariffed rates.

(11) Except for service provided to hospitals, libraries, or
similar public facilities in which a telephone ring might cause
undue disturbance, or upon written request of a law enforcement
agency, coin-—operated pay telephones must provide two-way serv1ce,
and there shall be no charge imposed by the subscriber for incoming
calls. This subsection will not apply to pay telephones arranged
for one-way service and in service on May 1, 1990. Should an
existing one—way service be disconnected, change telephone number,
or change financial responsibility, the requirements of this
subsection shall apply. All pay telephones confined to one-way
service shall be clearly marked on the front of the instrument.

(12) Pay telephones shall be connected only to public access
lines in accordance with the approved tariffs offered by the local
exchange company. Local exchange company pay telephones are not
Subject to this requirement.

(13) A subscriber must order a separate pay telephone access
-line for each pay telephone installed. Extension telephones may be
connected to a pay telephone access line when the instrument:

(a) Prevents origination of calls from the extension station;
and

(b) Prevents third party access to transmission from either
the extension or the pay telephone instrument.

Local exchange companies are exempted from (b) of this
subsection.
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(14) Credit card operated pay telephones shall clearly
jdentify all credit cards that will be accepted.

(15) Involuntary changes in telephone numbers upon conversion
of pay telephones from local exchange company—owned to privately-—
owned pay telephones are prohibited.

(16) No fee shall be charged for nonpublished numbers on a
public access line.

(17) Cordless and tabletop pay telephones shall not be
connected to the telephone network except under the following
conditions:

(a) The bill for usage is tendered to the user before leaving
the premises where the bill was incurred or alternatively billed at
the customer’s request; and

(b) The user is notified verbally or on the instrument that
privacy on cordless and tabletop telephones is not guaranteed; and

(c) When other electrical devices are equipped with filters,
as necessary, to prevent interference with the pay telephone.

(18) Violations of the tariff, commission rules pertaining to
pay telephone service, or other requirements contained in these
rules, including interexchange carrier access requirements, will
subject the pay telephone to disconnection of service ((if—the
ééf.;.uicu\.,_'y is—not—corrected within—Ffive da_ys £from—date—of written
notification—teo—the—subseriber)) as follows. When the local
exchange company becomes aware of a violation, prior to
disconnection of service, it shall immediately send written

deficiency is not corrected within five days from the date of
written notification to the subscriber, the local exchange company
shall discontinue service. Prior to effecting the disconnection of
service, the local exchange company shall make two bona fide
attempts to reach the subscriber by telephone to advise the
subscriber of the impending disconnection. WAC 480-120-081
((+4+tg¥)) shall not apply to such disconnections. The local
exchange company shall ensure that any costs associated with the
- field wvisits ((shs se—charged—t e seriber—if-the—~charge -3
ie\iuircd b_y =3 yca.tiucnt Joecal eAuhauge company ta;iff)) for 'p'U.bliC
access lines services be recovered from the subscriber of the
public access line service in question.
o It shall be the responsibility of every local exchange company
to assure that any subscriber taking service pursuant to these
fules and to tariffs filed pursuant to these rules meets all of the
terms and conditions contained within these rules and the tariffs
- 80 filed. It shall be the duty of the local exchange company to
énforce the terms and conditions contained herein.

It shall be the responsibility of the local exchange company
to provide free of charge one current telephone directory each year
or each public access line. It shall be the responsibility of the
bscriber to make a reasonable effort to assure a current
ictory is available at every pay telephone location.

levant tariff as approved by the commission.

(19) Disconnection of, or refusal to connect, a pay telephone
‘or violation of these rules may be reviewed by the commission in
. formal complaint under WAC 480-09-420(5) through an adjudicative
r a brief adjudicative proceeding under the provisions of chapters
.05 RCW and 480-09 WAC.
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AMENDATORY SECTION (Amending Order R—-348, Docket No. UT-910828,
filed 10/2/91, effective 11/2/91)

WAC 480-120-141 Alternate operator services. All
telecommunications companies providing alternate operator services
(A0S), as defined in WAC 480-120-021, shall comply with this and
all other rules relating to telecommunications companies not
specifically waived by order of the commission.

(1) Each alternate operator services company shall file with
the commission at least every six months a current list of operator
services customers which it serves and the locations and telephone
numbers to which such service is provided to each customer. A
customer 1list provided pursuant to this rule is proprietary
information and, if identified when filed as required in WAC 480-
09-015, is subject to the protections of that rule.

(2) Each AOS company is responsible for assuring that each of
its customers complies fully with contract and tariff provisions
which are specified in this rule. Failure to secure compliance
constitutes a violation by the A0S company.

(a) The AOS company shall withhold on a location-by-location
basis the payment of compensation, including commissions, from a
call aggregator, if the AOS company reasonably believes that the
call aggregator is blocking access to interexchange carriers in
violation of these rules.

(b) Violations of tariff, contract or other statements of
conditions of service, in commission rules pertaining to AOS
company service, or of other requirements contained in these rules,
including interexchange carrier access requirements, will subject
an aggregator to termlnatlon of alternate operator services ((if

wrttteﬁ—ﬁettfteatteﬁ—te—the—aggregater)) as follows When the AOS

becomes aware of a violation, prior to disconnection of service, it
shall immediately send written notification to the aggregator
outlining all deficiencies. If any deficiency is not corrected
within five days from the date of written notification to the
aggregator, the AOS shall terminate service. Prior to effecting
the termination of service, the AOS company shall make two bona
fide attempts to reach the subscriber by telephone to advise the
subscriber of the impending termination. WAC 480-120-081
((t49+<g))) shall not apply to such terminations.

(c) AOS company actions in furtherance of this rule may be

reviewed by the commission in a formal complaint under WAC 480-09-—
420 through an. adjudlcatlve or a brief adjudicative proceeding
under the provisions of chapters 34.05 RCW and 480-09 WAC.
' (d) An AOS company shall refuse to provide operator services
to a call aggregator who the commission has found to have know1ngly
and repeatedly violated commission rules regardlng the provision of
alternate operator service until the commission has found that the
call aggregator will comply with relevant law and rule.

(3) For purposes of this section, "consumer" means the party
initiating and/or paying for an 1nterexchange or local call.
"Customer" means the call aggregator, i.e., the hotel, motel,
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hospital, prison, campus, pay telephone, etc., contracting with an
AOS for service.

(4) An alternate operator services company shall require, as
a part of any contract with its customer and as a term and
condition of service stated in its tariff, that the customer:

(a) Post on the telephone instrument in plain view of anyone
using the telephone, in eight point or larger Stymie Bold type, the
information provided in the following notice:

SERVICE ON THIS INSTRUMENT MAY BE PROVIDED AT RATES THAT ARE HIGHER
THAN NORMAL. YOU HAVE THE RIGHT TO CONTACT THE OPERATOR FOR
INFORMATION REGARDING CHARGES BEFORE PLACING YOUR CALL. INSTRUCTIONS
FOR REACHING YOUR PREFERRED CARRIER ARE ALSO AVAILABLE FROM THE
OPERATOR.

(b) Post and maintain in leglble condition on or near the
telephone:

(i) The name, address, and without-charge number of the
alternate operator services company, as registered with the
commission;

(ii) Dialing directions so that a consumer may reach the AOS
operator without charge to receive specific rate information; and

(iii) Directions to allow the consumer to reach the consumer’s
preferred carrier and to make it clear that the consumer has access
to the other providers.

(c) Provide access from every instrument to 1-800 services and
all available interexchange carriers; and
: (d) Shall post, on or near the instrument, a notice stating
whether a location surcharge or any other fee is imposed for
telecommunications access through the instrument, the amount of any

. fee or location surcharge, and the circumstances when it will
apply.
e (e) Posting under these rules shall begin no later than
- October 1, 1991, and shall be completed no later than January 31,
1992. In the interim, posting in compliance with the immediate
prior posting provisions of WAC 480-120-141 is required and shall
constitute compliance with this rule.
(5) The alternate operator services company shall:
(a) Identify the AOS company providing the service audibly and
}dlstlnctly at the beginning of every call, and again before the
-call is connected, including an announcement to the called party on
calls placed collect.
N (1) For purposes of this rule the beginning of the call is no
-later than immediately following the prompt to enter billing
nformation on automated calls and, on live and automated operator
alls, when the call is initially routed to the operator.
(1i) The message used by the AOS company shall state the name
f the company as registered with the commission whenever referring
0 the AOS company. Terms such as "company," "communications,"”
‘tncorporated, " "of the northwest," etc., when not necessary to
*lear consumer identification of the entity providing..service may
e omitted when authorized by letter from the secretary of the
ommission.
(iii) The consumer shall be permitted to terminate the
,vlephone ((etar—fealt})) call at no charge before the call is
Oonnected.
(iv) The AOS company shall immediately, upon request, and at
~“charge to the consumer, disclose to the consumer:
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(A) A quote of the rates or charges for the call, including
any surcharge;

(B) The method by which the rates or charges will be
collected; and

(C) The methods by which complaints about the rates, charges,
or collection practices will be resolved.

(b) Provide to the local exchange company such information as

may be necessary for billing purposes, as well as an address and
toll free telephone number for consumer inquiries.
, (c) Reoriginate calls to another carrier upon request and
without charge, when equipment is in place which will accomplish
reorigination with screening and allow billing from the point of
origin of the call. If reorigination is not available, the AOS
company shall give dialing instructions for the consumer’s
preferred carrier.

(d) Assure that a minimum of ninety percent of all calls shall
be answered by the operator within ten seconds from the time the
call reaches the carrier’s switch.

(e) Maintain adequate facilities in all locations so the
overall Dblockage rate for 1lack of facilities, including as
pertinent the facilities for access to consumers’ preferred
interexchange carriers, does not exceed one percent in the time
consistent busy hour. Should excessive blockage occur, it shall be
the responsibility of the AOS company to determine what caused the
blockage and take immediate steps to correct the problem. This
subsection does not apply to blockage during unusually heavy
traffic, such as national emergency, local disaster, holidays, etc.

(6) The alternate operator services company shall assure that
persons are not billed for calls which are not completed. For
billing purposes, calls shall be itemized, identified, and rated
from the point of origination to the point of termination. No call
shall be transferred to another carrier by an AOS which cannot or
will not complete the call, unless the call can be billed in
accordance with this subsection.

, (7) For purposes of emergency calls, every alternate operator
services company shall have the following capabilities:

(a) Automatic identification at the operator’s console of the
location from which the call is being made;

(b) Automatic identification at the operator’s console of the
correct telephone numbers of emergency service providers that serve

~ the telephone location, including but not limited to, police, fire,
ambulance, and poison control;

(c) Automatic ability at the operator’s console of dialing the
appropriate emergency service with a single keystroke;

L (d) Ability of the operator to stay on the line with the
. emergency call until the emergency service is dispatched.

.. No charge shall be imposed on the caller by the telephone
‘Company or the alternate operator services company for the
emergency call.

‘these capabilities, all calls in which the consumer dials zero (0)
and no other digits within five seconds shall be routed directly to
the local exchange company operator, or to an entity fully capable
f complying with these requirements. AOS companies lacking
Sufficient facilities to provide such routing shall cease

Perations until such time as the requirements of this section are
et ' '

[ 3] OTS-8322:1

If the alternate operator services company does not possess

18D



(8) Complaints and disputes shall be treated in accordance
with WAC 480-120-101, Complaints and disputes.

(9) Charges billed to a credit card company (e.g., American
Express or Visa) need not conform to the call detail requirements
of this section. However, the AOS shall provide specific call
detail in accordance with WAC 480-120-106 upon request.

(10) "Public convenience and advantage"; surcharges; variable
rates. '

(a) For services, public convenience and advantage means at a
minimum that the provider of alternate operator services offers
operator services which equal or exceed the industry standards in
availability, technical quality and response time and which equal
or exceed industry standards in variety or which are particularly
adapted to meet unique needs of a market segment. In the absence
of other persuasive evidence, a demonstration that operator service
equals or exceeds that provided by US WEST Communications for
intralATA services or AT&T for interLATA services will be accepted
as demonstrating public convenience and advantage.

(b) Charges no greater than the prevailing charges in the

relevant market — intraLATA or interLATA - will be accepted as
demonstrating that charges are for the public convenience and
advantage. In the absence of persuasive contrary evidence, the

charges for US WEST for intralATA service and AT&T for interLATA
service will be accepted as the prevailing charges.

(c) Surcharges; variable rates. No location surcharge may be
added to without—-charge calls nor to a charge for directory
assistance. No tariff may provide for rate levels which vary at
the option of a call aggregator, provided, that an aggregator may
waive application of the surcharge to calls from its instruments,
and provided further, that an AOS company may establish a tariff
rate for high—cost locations if the conditions for application of
the rate confine it to locations with substantially higher than
average operating costs.

(11) Rates to the consumer for the provision of alternate
operator services, including directory assistance, shall not exceed
the prevailing rates for such services in the relevant market -
intralLATA or interLATA — unless need for the excess to produce
rates which are fair, just and reasonable is demonstrated to the
satisfaction of the commission. In the absence of persuasive
contrary evidence, rate levels of US WEST for intralATA service and
AT&T for interLATA service will be considered the prevailing rate.

(12) Fraud prevention.

(a) A company providing interexchange telecommunications
'service may not bill a call aggregator for charges billed to a line
for calls which originated from that 1line through the wuse of
10XXX+0; 10XXX+01l; 950-XXXX; or 1-800 access codes, or when the
call originating from that line otherwise reached an operator

screening and the call was placed-after the effective date of the
outgoing call screening order.

(b) A company providing interexchange telecommunications
service may not bill to a call aggregator any charges for collect
or third number billed calls, if the line serving to which the call
was billed was subscribed to incoming call screening and the call
Wag placed after the effective date of the call screening service
order.
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(¢) Any calls billed through the local exchange carrier in
violation of subparagraphs (a) or (b) above must be removed from
the call aggregator’s bill by the local exchange company upon
identification. If investigation by the local exchange company
‘determines that the pertinent call screening was operational when
the call was made, the local exchange company may return the
charges for the call to the interexchange telecommunications
company as not billable. )

(d) Any call billed directly by an alternate operator service
company, or through a billing method other than the local exchange
company, which is billed in violation of subparagraphs (a) and (b),
above, must be removed from the call aggregator’s bill. The
telecommunications company providing the service may request an
investigation by the local exchange company. If the local exchange
company, after investigation, determines that call screening which
would have protected the call, which is offered by the LEC and was
subscribed to by the call aggregator, was not operational at the
time the call was placed, the AOS company shall bill the LEC for
the call.
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