February 4, 2000

Chapter 480-120 WAC
TELEPHONE COMPANIES

Legislative Draft - Telecommunications Rules

WAC  480-120-011 Application of rules.
These rules and+regulations-shallgoevern-thefurnishing-of apply to any

telecommunications company that furnishes intrastate telecommunications service and

facilities to the public by-telecommunications-companies subject to the jurisdiction of the
commission. —sueh—p&bhc—semee—eemp&ny—herema#epw#e#ed%—as—uﬂwe

These rules set forth in this chapter are not intended to establish a standard of care
owed by a telecommunications company to any customer, consumer or subscriber.




WAC  480-120-022 Classification proceedings.

(1) Rules of practice and procedure applicable. The rules of practice and procedure
before the commission, chapter 480-08 WAC, shall apply generally to proceedings to
classify a telecommunications company as a competitive telecommunications company
or a service as a competitive telecommunications service._The Commission shall enter
its final order with respect to any suspended classification request within six months
from the date of filing of a company’s petition or the commission’s own motion for
competitive classification, except that with respect to classifications requested under (8)
and (9) below, the commission shall enter its final order no later than three months after
the filing of a company’s petition.

(2) Initiation of classification proceedings. A telecommunications company shall
initiate a classification proceeding by filing a petition with the commission. The
commission may initiate a classification proceeding on its own motion by order
instituting investigation.

(3) Notice to affected companies and public counsel. The commission shall
serve a copy of the petition or its order upon all telecommunications companies which
may be affected by the proceeding, and upon the public counsel section of the office of
the attorney general. Service by the commission shall be made as provided in WAC
480-08-060(4). Alternatively, the commission may direct petitioner to serve a copy of
the petition upon such parties as the commission directs. Service by petitioner shall be
made in accordance with WAC 480-08-060(3).

(4) Notice to customers of classification proceeding. The commission may
require a telecommunications company to give notice of the pendency of the
classification proceeding. The commission shall determine the manner and distribution
of notice.

(5) Appearances and intervention. Any person desiring to participate in a
classification proceeding may petition to intervene as provided in WAC 480-08-070.

(6) Commission may require appearance. In any classification proceeding the
commission may require all regulated telecommunications companies potentially
affected by the proceeding to appear as parties to determine their classification.

(7) Burden of proof. In any classification proceeding_initiated by a
telecommunications company, the telecommunications company shall have the burden
of demonstrating that the company or services at issue are subject to effective
competition. Effective competition means that customers of the service have
reasonably available alternatives and that the service is not provided to a significant
captive customer base. In determining whether a company is competitive, factors the
commission shall consider include those set forth in RCW 80.36.320. In determining
whether a service is competitive, factors the commission shall consider include those
set forth in RCW 80.36.330. but-are-netlimited-to:
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A telecommunications company will not be classified as competitive unless it
demonstrates that the telecommunications services it offers are subject to effective
competition.

(8) Any service offered within a specified geographic area shall be conclusively
deemed subject to effective competition in satisfaction of the requirements of 80.36.330
and thereby classified as a competitive telecommunications service upon a showing by
the requesting company that:

(a) one or more competitive telecommunications companies are collocated in
that central office serving the specified geographic area and are offering service(s)
similar to the service(s) sought to be competitively classified, at prices no more than
25% higher than the rates charged by the incumbent carrier or,

(b) one or more competitive telecommunications companies are offering
service(s) similar to the service(s) sought to be competitively classified, at prices no
more than 25% higher than the rates charged by the incumbent carrier, through the use
of their own, or third party leased facilities, which may include but are not limited to,
fiber, copper, cable or fixed wireless technologies.

In applying the criteria listed in 8 (a) and (b) above, business basic exchange service
should be considered a distinct and separate service from residential basic exchange
service.

(9) In addition to competitive classification under the criteria in subsection (2)
above, residential exchange service and associated vertical services within the
geographic area(s) served by a specific central office(s) shall also be conclusively
deemed to be subject to effective competition in satisfaction of the requirements of
80.36.330 and classified as competitive upon a showing by the requesting carrier that
one or more wireless carriers, offering functionally equivalent service within the same
area(s) served by the specified central office(s), who are unaffiliated with the incumbent
wireline provider, are offering wireless calling plans that, based on average calling data,
are within 25% of the rate charged by the incumbent carrier.

(10) Upon competitive classification of any telecommunications service pursuant
to RCW 80.36.330, all telecommunications companies offering substantially the same
service in the same relevant market shall be allowed to offer the service in that market
as a competitive service at the election of the company.

(Please comment on the proposal to move this rule to Chapter 121 and what the
new language should say.)

WAC  480-120-023 Content of petition for classification of competitive
telecommunications services and companies.
In addition to the requirements of WAC 480-08-050(13), a petition for classification of a




competitive telecommunications service or a competitive telecommunications company
shall, at a minimum, be accompanied with the following:

(1) Name and address of the petitioner;

(2) A description of the services it offers;

(3) Names and addresses of any entities which would be classified as "affiliated
interests" of the petitioner pursuant to RCW 80.16.010;

(4) A statement of the services the petitioner contends are subject to effective
competition, and with respect to each such service the following information shall be
provided:

(a) Descriptions of all services in the petitioner's definition of the relevant market
for the service;

(b) Names and addresses of all providers of such services known erreaschrably
krowable-to the petitioner;

(c) Prices, terms, and conditions under which such services are offered to the
extent known er+easenably-knewable-to the petitioner;

(d) A geographical delineation of the relevant market;

(e) An estimate of petitioner's market share and any past or projected change in
market share_unless classification is being sought under 480-120-022 (8) or (9) in which
case this requirement shall conclusively be deemed satisfied upon meeting the
requirements of 480-120-022 (8) or (9);

(f) A description of ease of entry into the market_unless classification is being
sought under 480-120-022 (8) or (9) in which case this requirement shall conclusively
be deemed satisfied upon meeting the requirements of 480-120-022 (8) or (9);

(9) A statement of whether petitioner has a significant captive customer base and
the basis for any contention that it does not_unless classification is being sought under
480-120-022 (8) or (9) in which case this requirement shall conclusively be deemed
satisfied upon meeting the requirements of 480-120-022 (8) or (9);

(h) A verifiable cost of service study supporting the contention that the price or
rate charged for the service covers its cost. A petition which contends that all of a
company's services are competitive and does not seek classification for some services
if others are denied classification is exempted from this requirement;

(i) The manner by which notice of price list changes will be provided to
customers and the commission.

(Please comment on the proposal to move this rule to Chapter 121 and what the
new language should say.)

WAC  480-120-024 Waiver of regulatory requirements for  competitive—
telecommunications companies.
(1) The commission may waive in writing regulatory requirements for eempetitive
telecommunications companies if it is determined that competition will serve the same
purposes as public interest regulation.

(2) Any telecommunications company seeking competitive classification shall
include as part of its petition for classification any requests for waivers of regulatory




requirements. Requests for waiver not included in a classification petition shall be
granted or denied in writing. The commission reserves the right to set any such request
for hearing at its discretion. Any request for waiver of regulatory requirements must
include a statement as to how competition will serve the same purposes as public
interest regulation.

(Please comment on the proposal to move th/s rule to Chapter 121 and what the
new language should say.)

WAC 480 120- 025 Investlgatlons

(2) Reclassification. After notice and hearing, the commission may reclassify
any competitive telecommunications company or service if such reclassification would
protect the public interest. In any such hearing the burden shall rest on the
telecommunications-company- commission to demonstrate that the existing
classification is improper and inconsistent with the public interest.

(3) Refunds. If the commission finds after notice and hearing that any class of
subscribers to a noncompetitive telecommunications service has paid excessive rates
because of below cost pricing of competitive telecommunications services, the
commission may order refunds or credits.

(Please comment on the proposal to move this rule to Chapter 121 and what the
new language should say.)

WAC  480- 120 026 Tarlffs Prlce Llsts and Contracts : |

Companles must f|Ie tarlffs Prlce LIStS and contracts in accordance W|th chapter 480-80 |
WAC - Utilities general - Tariffs, Price Lists, and Contracts.







WAC  480-120-031 -Nen-competitive-com—panies—Accounting.

(22) Exceptasprovided-in-thisruletFor accounting purposes companies must
use the Uniform System of Accounts (USOA) for Class A and Class B Telephone
Companies published by the Federal Communications Commission (FCC) and
designated as Title 47, Code of Federal Regulations, Part 32, (47 CER 32, or Part 32)

effectlve October 1 }994: 1998 |s—|Cte|celey—|5~Fese|tlteeel—FetE beeleand—Feeedeg—pwpeses

Class B companies may use Class A accountlnq Companles WISh-I—HGH—G— may adopt
and |mplement changes to the USOA made by the FCC Wlthout commission approval,

)9 to the
extent the effect on annual revenue requwements is Iess than 1% or $1 million in
revenues, Whlchever is Iess

(21) Telecommunications companies eperating-within-this-state-shallbe-classed
are classified by the Commission aceess-lines as follows:

Class Number of Basic Exchange
Access Lines as of
December 31 of the Preceding

Year
A In-Excessof10.000 2% or more
of state access lines
B Less-than10-000 Less that 2%
of state access lines
For example:
Company X access lines as of 12/31/98 33,832
Divided by



Total state access lines as of 12/31/98 3,382,320

Equals company access lines as a percentage
of total access lines. 1%

Therefore, company X is a Class B company.

- The commission modifies Part
32 as follows for purposes of Washrnqton mtrastate reportrnq

drﬁ-erenees—aeeeent— Anv reference in Part 32 to “Commrssron i “Federal
Communications Commission,” or “Common Carrier Bureau” means the Washington
Utilities and Transportatron Commrssron

Iey—resrdermakanel—besmess—elass—ef—serwee— Companles must keep subsrdrarv records

to reflect Washington intrastate differences when the commission imposes accounting
or ratemaking treatment different from the accounting methods required in 480-80-
031(2). Companies must maintain subsidiary accounting records for:
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(i) Residential basic local exchange service revenues.

(i) Business basic local exchange service revenues.

(i) Intrastate Aaccess revenues fereachderived from universal service rate
elements.

(iv) Intrastate carrier common line access revenues.

(iv) Intrastate Sspecial access revenues.

(vi) IntralbATA-Intrastate traffic sensitive switched access revenues-fereachrate
element.
B tehed : I | _

(vii) Inter-company settlements.

e%her—aeeess—Fevenuesr Part 32 section 24 compensated absences is supplemented
as follows:
(i) Companies must record a liability and charge the appropriate expense
accounts for sick leave in the year in which the sick leave is used by employees.
(i) Companies must keep records for:
(A) compensated absences that are actually paid
(B) compensated absences that are deductible for federal income tax

purposes.

a—eepy—ef—suekwepe#t—eeneuwrﬁy—w&h—tms—eemmls&en— Accountlnq for Federal

Income Taxes. In addition to Part 32 section 22, companies must keep records using
the flow-through tax accounting method to the extent permitted by federal tax
regulations.

(i) Flow-through tax accounting and normalization tax accounting are terms used
in_utility regulation to explain how taxes are recorded by utility companies.

(A) Flow-through tax accounting passes the tax benefits or disadvantages
of tax deduction or tax credit timing differences to the atility’s-telecommunications
company’s customers when they are incurred.

(B) Normalization tax accounting passes the tax benefits or disadvantages
of tax deduction or tax credit timing differences to the telecommunications company’s

customers over the entire period durlnq which such dlfferences occur 4e4h&umw




nmmmem—lease—paymems— Companles wrth multlstate operatrons must keep accountlnq
records that provrde Washrnqton results of operatrons —Themethedspseel—t&determme

suleseetren—fer—tertheree*eep{lens—te—th%rele Part 32 sectlon 32 11(a) is replaced bv

section (1) above.

normalized-tax-accounting-treatment-will-berequired- Part.32 section 32.1i(d) and (e)

are replaced bv sectron (1) above.




{9)-ofthis-section)._This rule does not supersede any accounting requirements
specified in a commission order, nor will it be construed to limit the commission’s ability
to request additional information on a company specific basis. The accounting rules
adopted herein do not dictate intrastate ratemaking. Copies of Part 32 (effective
October 1, 1998) are available for examination at the WUTC library.

(5) The total company results of operations reported by each







horizod by.d .

(5) Companies must keep accounts using generally accepted accounting
principles (GAAP) or Part 32 quidelines. In addition, the accounts must allow for
identification of jurisdictional revenues for Washington intrastate operations.

WAC  480-120-033 Aceounting-and-reporting— Reporting requirements for
competitive—telecommunications companies.

commission-currentprice-lists-and-services-standards.—(1) The commission will
distribute an-annual report forms consistent with sections (2), (3), (4) and (5) of this rule
and including a requlatory fee form. -Fhe-Each company must complete both forms, file
them at the commission, and pay its regulatory fee, no later than May 1 of each year.
(2) Class A telecommunications companies must provide the following information as
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required on the annual report form:

(a) (a)yprovide-total number of residential and business basic exchange access
access-lines as of December 31 of the year to which the annual report
pertains-as-required-on-the-annualreport form;

(b) provideperthe-annuyalreportform-balance sheet and income statement for
total company;

(c) {e)provide-the results of operations for Washington and Washington
intrastate; and

(d) provide a map showing where it has deployed facilities, points of
interconnection with other providers, markets currently served, geographic
segments the company intends to serve and a current list of products and
services offered; and

separate revenue-items.
(3) Class A Tier 1 telecommunications companies, as classified by the FCC,
must file annual report forms promulgated by the FCC.
(4) Class B telecommunications companies must file the following:
(a) the reports required by RCW 80.04.530(2); and
(b) the total number of residential and business access lines, as of
December 31 of the year to which the annual report pertains.

14







WAC  480-120-042 Directory service.
(1) A telephone-directory-shall local exchange company, its affiliates or designee must

beregularlypublished publish a directory as provided for in section (5) below for each
exchange, listing the name, address (unless omission is requested), and telephone
number of the subseribers customers who can be called in that exchange, except those
subseribers customers who have a nonlisted or nonpublished telephone number.

(2) Any subseriber residential customer toresidential-service may request a dual
name primary directory listing which contains, in addition to the subseribers customer’s
surname, the customer’s given names or initials (or combination thereof) ef-the
subseriber and (1) one other person with the same surname who resides at the same
address; or (2) a second name, other than surname, by which the subseriber customer
is also known, including the married name of a woman whose husband is deceased.
Any additional directory listing requested by a subseriber customer pursuant to tariff
provision shall must also reflect said dual name listing if requested by the subseriber
customer.

(3) Each local exchange company shall must furnish a copy of any required
directory to each of its subseribers customers in each exchange. If that directory does
not alse contain sueh listings for all subseribers customers who can be called toll-free
from that exchange (excluding WATS), a copy of the directory or directories required for
that coverage shall must be furnished each subseriber customer upon request and

without charge. H-anyoneregquestsa-directory-otherthan-the-one{s)provided-for
abeve—the—eempany—may—apply—a ehalﬂge—equal—te—bu{—ne{—te—exeeed pomore-than-its
cetpleeate oo oo s L0 BD
anyone requests additional dlrectorles of the one(s) provided for above, the company
may charge no more than its actual cost for the directory, plus actual cost of shipping
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and a reasonable handling fee.

(4) A local exchange company must publish in the directory that it provides to its
customers, a consumer information guide detailing the rights and responsibilities of a
customer. The guide must describe the:

(a) process for establishing credit and determining the need and amount for
deposits;

(b) procedure by which a bill becomes delinquent;

(c) steps normally taken by the company to disconnect service for non-payment;

and

(d) right of the customer to pursue any dispute with the company:

(i) by procedures within the company; and

(i) to the commission by informal or formal complaint.

_(54) Each local exchange company thatis providing service in an area covered
by a directory published pursuant to this rule may;-upen request;-have an informational
listing of its name and telephone number placed in each sueh directory. Each directory
publisher may impose reasonable requirements on the timing and format of
informational listings, provided that these requirements do not discriminate between
local exchange earriers companies.

(65) Nermally—tTelephone directories shall will be revised annually;, otherwise |
they shall must be revised at least once every fifteen months, except when it is known
that |mpend|ng serV|ce changes requwe reschedulmg of dlrectory revision dates#he

keeptheﬁreetepy—mreetene&ee%tet_an%jtp%eelate Exemptlons from these

requirements may be allowed by the commission upon application if it can be shown
that:

(a) it is unnecessary to revise the directory within the specified time limit for good
cause; and/or,

(b) due to a relatively small number of changes resulting from new listings or
changed numbers and if the exchange is equipped for adequate intercept in-the-case-of
dial-exchanges.

(76) In the event of an error in the listed number of any subseriber customer, the |
subseriber's customer’s local exchange company shall must, until a new directory is
published, intercept all calls to the incorrectly listed number to give the calling party the
correct number of the called party, previding-that-this provided it is permitted by existing
central office equipment and the incorrectly listed number is not a number presently
assigned to another subseriber customer. In the event of an error or omission in the
name listing of a subseriber customer, such subseribers customer’s correct name and
telephone number shall must be maintained in the files of the directory assistance
operator, and the correct number shall must be furnished to the calling party upon
request.

(8%) Whenever a subseribers customer’s telephone number is changed ferany
reasen-after a directory is published, the local exchange company shall must intercept
all calls to the former number, if existing central office equipment will permit, for a
minimum period of thirty days or until a new directory is published;. and-give The
company must provide the calling party the new number for that subseriber customer
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unless the subseriber customer has requested that sueh referral not be made. When a
telephone number is changed at the customer’s request, the customer should be
required to pay for the intercept service for as long as the mtercept service |s in place -

WAC 480-120-045 Local calling areas.
(1) The commission may expand local calling areas only under the most exceptional
circumstances. The commission will generally rely on long distance competition, local
competition, and optional calling plans that assess additional charges only to
participating customers, to meet customer demand for alternate or expanded calling.

(2) In evaluating requests for expanded local calling, the commission will
consider whether the local calling area is adequate to allow customers to call and
receive calls from the following community services:

(a) €Ecommunity medical facilities;;

(b) police and fire departments;;

(c) city or town government;;

(d) elementary and secondary schools;;

(e) libraries;; and

(f) a commercial center.
revaluating-such-requests+tThe commission will consider the overall community of
interest of the entire exchange, and may consider other pertinent factors such as
customer calling patterns, the availability and feasibility of optional calling plans, and the
level of local and long distance competition.

(3) Requests for expanded local calling areas shalt must be made pursuant to
RCW 80.04.110 (the commission's complaint statute).

WAC  480-120-046 Service offered.
(1) Classes of service - each utility-shall company must file with the commission, as a

part of its tariff or price list, a comprehensive description-regulations-enumerating-and

comprehensively-defining of the classes and types of service available to subseribers
customers. The classes of service are: Bbusiness and residence residential.

(2) Types of service. Local exchange companies must offer, at a minimum flat-
rate basic local exchange service. They may offer service alternatives, such as

measured service. —n-general-the principal-types-of service-offered-shall- be flat rate;

message rate and semipublic.

(3) Grades of serwce - Local exchanqe companles must offer e—nh,Lone -party




WAC  480-120-051 Availability of service--Application for and installation of
service.
(1) Application for service may be made erally verbally, electronically, or in writing.

However, a utility company may require anyone desiring service to make an application
_-in writing on forms prescribed by the utility company and in accordance with its filed
tariff(s) or price list(s). An application for service shall-elearly must state clearly the
character-of service for which application is being made. Application for service shal
be-deemed-to-be is an expression of the applicant's-for-service-willingness to conform
to such-effective the tariff, price list, or both rles-and-regulations-as-are on file with the
commission.

(2) Upon receipt of an application for service, a A utility company shall endeavor
te shall determine if facilities and rights-of-way are available and if they are available
must tell an applicant for service the previde-a specific date upen-which when service
will be provided. A company must aceept-and-process applications when received
except when the customer fails to comply with WAC 480-80-061. If prierto-any-agreed
dpen-date it becomes apparent that service cannot be supplied as-agreed when stated,
the wtility-shall company must prempthy notify the applicant for service promptly, prior to
the agreed-upon committed date, that-there-willbe-a-delay-in-completing-the-application
and state the reason{s)-therefor for the delay.
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(3) Each utility company shall must maintain a record in writing, or in electronic
format, of each application for service, including requests for a change of ene-grade-of
service te-another, until such-applications-are-acted-upon-and-any-commitment-for
se.twee—met each order is completed LH—srtuaﬂens—wheFe—the—uﬂhw—is—unalele—te—make—a

Appllcants for prlmary or exchanqe access pnmapy—stanen service for WhICh no
commitment date has-been is provided shall must be advised of the status of their

appllcatlons at Ieast once each th#ee months Apphe&n%s—ﬁepether—types—ef—semee—epa

(_)_Each local exchange company shall must complete applications orders for
mstauanen—ef—pnmapy—exehange primary Jreeal-exchanqe serV|ce aeeesste&as foIIows:

WAC 480-120-052 Prepaid calling services. (1) Prepaid calling services - Defined.
(a) Prepaid calling services (PPCS) means any transaction in which a eensumer
customer pays for service prior to use and the prepaid account is depleted as a
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consumer customer uses the service. However, prepaid service does not refer to
service using a pay telephone which requires deposit of coins or a credit or other calling
card prior to making a call. Prepaid-caling-services PPCS may require the use of an
access number and/or authorization code. The transaction often includes an object the
size of a credit card which that displays relevant information about the service. These
objects are defined as prepaid calling cards.

(b) This section excludes credit cards and cash equivalent cards. Services
provided at pay telephones using these cards are regulated under the provisions of
WAC 480-120-138.

(i) Credit cards: Cards that-ean-be-are-used to make eensumer customer |
purchases utilizing using preapproved bank credit (e.g., Visa, MasterCard). Coensumers
Customers using utiizing-sueh cards to complete pay telephone calls are charged the
applicable tariffed coin operator rates on file with the commission for pay phone
provider service at that location.

(i) Cash equivalent cards—Are-cards-that may either be purchased for exclusive
use at card reader pay telephones. er The cards may also be used beoth for consumer

customer purchases and—use—a{—eard—readeppa#telepiwnes—eash—eqawalem—eards

prevrde%ensamers—uﬂh—zmg—saeh Customers using cash equrvalent cards te—eemplete
pay-telephone-calls are charged the applicable tarifed coin operator rates on file with

the commission for pay phone provider service at that location.

(2) Business office requirements for providers of prepaid-calling-services PPCS.
A company offering prepaid-calling-services PPCS must provide eensumers customers

a witheut-charges-telephone toll-free number staffed by live personnel during regular
business hours. The personnel must be sufficient able to respond to all service-related
inquires and must be capable of answering general account related questions. The
witheut-charge-number toll-free business office number may be the same as the
technical assistance number required in subsection (3) ef-this-section below.

(3) Technical assistance requirements when providing prepaid-calling-services
PPCS. A company offering prepaid-calling-services PPCS must provide eenrsumers
customers a witheut-charge toll-free number staffed by live personnel twenty-four hours
a day, seven days a week. The personnel must be sufficient able to respond to all
inquires and must be capable of assisting eensumers customers with technical
problems or questions related to their service. The witheut-echarge toll-free number for
technical assistance may be the same as the business office number required in
subsection (2) ef-this-section above as long as the number is staffed twenty-four hours
a day.

(4) Billing requirements for prepaid-calling-services PPCS.

(a) Billing increments must be defined in the company’s price list; or tariff, and
presale document. If a company uses an increment based on a time measurement, the
increments must not exceed one minute. If the company bills usage in "unit"
measurements, units must clearly be defined using both equivalent dollar amounts and
time measurement. Unit billing increments ean-ret cannot exceed the equivalent one
minute rate.

(b) Service may be rated only for the actual time a circuit is open thatallews and
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allowing for conversation. Conversation time of less than a full billing increment shall
must not be rounded up beyond that full increment.

(c) Companies may not reduce the value of a PPCS account by more than the
charges specified on the:

(a) prepaid calling card;

(b) prepaid calling card packaging;

(c) visible display at the point of sale;

(d) rates specified in the presale document; or

(e) the rate authorized by the commission at the time efpurchase the account or

card is recharged.
The PPCS may, however, be recharged by the eersumer customer at a rate different
from that specified in the initial presale agreement or the last recharge information so
long as the rates and surcharges conform with the company’s tariff or price list at the
time of purchase. The eensumer customer must be informed of the new rates at the
time of recharge.

(d) Companies providing prepaid-calling-services PPCS must be capable of
providing eensumers the customer, upon request, call detail reports at no charge.

(i) Companies may establish verification procedures to confirm the person
requesting the call detail was the actual user of the service.

(if) Call detail reports may be provided eraly verbally to a eensumer customer.
The company will only be required to provide a written call detail report at no charge if
the user requests the information in writing.

(e) Companies providing prepaid-caling-services PPCS must maintain call data
for a minimum of thirty-twenty-four months. The data must include the following:

(i) Dialing and signaling information that identifies the inbound access number
called or the access identifier;

(i) The number of the originating phone when the information is passed to the
prepaid calling provider;

(iif) The date and time the call was originated;

(iv) The duration or termination time of the call;

(v) The called number; and

(vi) The personal identification number (PIN) andfor account number, or both.

(5) Written disclosure requirements for prepaid calling services - Prepaid calling
cards.

(a) Information required on prepaid calling cards. At a minimum the cards must
contain the following information:

(i) The company's name as registered with the commission. A "doing business
as" name may enly be used only if officially filed with the commission. The language
must clearly indicate that the company is providing the prepaid telecommunication
services.

(ii) The toll-free or without-charge number to reach the company’s business
office;

(iif) The toll-free or without-charge number to reach the company’s technical
assistance office, if different than the business office number;

(iv) The company’s toll-free or without-charge number used to access the
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company’s service, if applicable;

(v) Authorization code, if required to access the service or, if applicable, the toll-
free number user is required to call to establish access capability;

(vi) Expiration date, if applicable. If a card expires after a set period of time from
activation, (e.g., ninety days after first use) the company must place a general
statement on the card outlining this expiration policy. If an expiration date or expiration
policy is not disclosed on the card, it will be considered live indefinitely; and

(vii) Cards must be voided or otherwise physically marked if they were produced
as a "nonlive" card so that it is clear to the user that the card is only a sample and is not
active. If the card is not disclosed as a nonoperative card, the card is considered live
and the issuing company must honor it.

(b) Prepaid calling card - Presale or point of sale documents. The following
information must be legibly printed on the card, packaging, or display-visible displayed
visibly in a prominent area at the point of sale of the prepaid calling card in such a
manner that the eensumer customer may make an informed decision prior to purchase.

If the information below is to be provided-en-a-visible displayed at the point of sale, the
company must ensure by contract with its retailers or distributors that the information is
provided to the eensumer: customer:

() Maximum charge per billing increment for prepaid calling card service. If a
company charges varying rates for intrastate and interstate calls, all applicable rates
must be provided. The rates displayed must be no more than those approved in the
tariff or price list of the company at the time of retail purchase,;

(i) Approved charges for all services, and surcharges, fees, and taxes, if
applicable, and the method of application;

(iif) Expiration policy, if applicable. If an expiration date is not disclosed, the
service will be considered live until the prepaid balance is depleted,;

(iv) Recharge policy, if applicable. If an expiration date is not disclosed at the
time service is recharged, the service will be considered live indefinitely;and.

(6) Written disclosure requirement for prepaid calling service - Other than
prepaid calling cards. Presale agreement. The following information shall must be
provided in a presale document to an applicant for service prior to eersumer customer
prepayment and initiation of service:

(i) The company’s name as registered with the commission. A "doing business
as" name may only be used if officially filed with the commission. The language must
clearly indicate that the company is providing the prepaid telecommunication services.

(i) The toll-free or without-charge number to reach the company’s business
office;

(iif) The toll-free or without-charge number to reach the company’s technical
assistance office, if different than the business office number;

(iv) The company’s toll-free or without-charge number used to access the
company’s network, if applicable;

(v) Authorization code, if required to access the service;

(vi) Maximum charge per billing increment for prepaid-calling-service PPCS. If a
company charges varying rates for intrastate and interstate calls, all applicable rates
must be provided. The rates displayed shall must be no more than those approved in
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the tariff or price list of the company at the time of retail purchase;

(vii) Approved charges for all services, and surcharges, fees, and taxes if
applicable, and the method of application;

(viii) Expiration date, if applicable;

(ix) Recharge policy, if applicable.

(7) Verbal disclosure requirements for prepaid-calling-services PPCS.

(a) Companies offering prepaid-calling-service PPCS must:

(i) Provide an announcement at the beginning of each call indicating the time
remaining on the prepaid account or prepaid calling card;

(i) Provide an announcement when the prepaid account or prepaid calling card
balance is about to be depleted. This announcement must be made at least one
minute prior to depletion-;

(i) When requested by a Washington state eensumer customer, the company's
business office and technical assistance office must provide the eensumer customer
the number for the Washington utilities and transportation commission consumer
services line; and

(iv) Company supervisory personnel must provide dissatisfied applicants for
service or subseribers customers the commission's toll-free number and address ir
confermance conforming with WAC 480-120-101.

(8) Requirements for refund of unused balances.

(a) When a company has failed to provide service at rates provided in presale
documentation or quoted at the time an account is recharged, or that the company has
failed to meet technical standards, companies offering prepaid-caling-services PPCS
must provide refunds for any unused service or provide equivalent credit in services
offered when requested by a customer. Refunds must equal the value remaining on
the prepaid calling account or prepaid card. The customer is allowed to choose either
the refund or equivalent service option.

(b) Refund requests received from eensumers customers for reasons other than
improper rates or failure to meet technical standards may be made at the sole
discretion of and in a form prescribed by the company.

(9) Performance standards for prepaid-calling-services PPCS. Each company
shall must ensure that:

(&) A minimum of ninety-eight percent of all call attempts are completed to the
called party’s number. Station busies and unanswered calls will be considered
completed calls.

(b) A minimum of ninety-eight percent of all call attempts are completed to a
company’s business office number. Station busies and unanswered calls will not be
counted as completed calls.

(c) A minimum of ninety-eight percent of all call attempts are completed to the
company’s technical assistance number. Station busies and unanswered calls will not
be counted as completed calls.

(10) Requirements when a company ceases operations in the state of
Washington. When a company ceases operations in the state, the company must:

(a) Provide the commission with thirty days advance notice in writing.

(b) At least twenty-one days before termination, provide written notice to
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customers at the address on file with the company, if applicable, indicating that service
will be ending, and explain how customers may receive a refund on any unused
service.

(c) Beginning at least fifteen days before termination, provide erat verbal notice
of termination at the beginning of each call originated in Washington, including the date
of termination and a number to call for more information.

(d) Provide information to eensumers customers via its customer service number
outlining the procedure for obtaining refunds and continue to provide this information for
sixty days from the date company ceases operations.

(e) Within twenty-four hours after ceasing operations, provide the commission
and the company’s bonding agent a list of all account numbers with unused balances.
The list must include the following:

(i) The identification number used by the company on each account for
billing/debit billing or debit purposes;

(i) The unused portion of any prepaid monthly fee on each account;

(iif) The unused time, stated in units or minutes as applicable on each account
and the equivalent dollar amount.

(11) Compliance requirements for prepaid-calling-services PPCS.

(a) Printed materials including prepaid calling cards, presale documents, and
point of sale documents.

(i) All materials printed ninety days after the effective date of the rule must
comply with provisions of this rule;

(ii) All printed materials in circulation must comply with this rule within nine
months of the effective date of this rule.

(b) Rules requirements - excluding printed material. Companies providing
prepaid-calling-services PPCS within the state of Washington must be in compliance
with this rule within ninety days of the effective date of this rule.

(12) Other regulatory requirements. Companies providing prepaid-cating
services PPCS must comply with all other laws and commission rules relating to
provision of telecommunications services unless the company has filed for and received
waiver from the commission.

(13) Penalties for provision of service by an unregistered telecommunications
company. When-a-penaltyisimpesed-uUpon finding that an unregistered company has
provided prepaid-caling-services PPCS within the state of Washington, the commission
may assess penalties of up to one hundred dollars per day per violation under RCW
80.04.405 andfor up to one thousand dollars per day per violation under RCW
80.04.380, or both.













emplevedrephasﬂ%reqmar—sewe&ef—mweme—er (b) can demonstrate previous service
payment records and/or
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WAC 480-120-058 Protection of customer prepayments. (1) A company that
intends to collect customer prepayments must first demonstrate to the commission that
it meets the criteria set forth in section (a), (b), or (c) except that companies intending to

collect prepayments solely of the type required for deposit at a pay telephone prior to
making a pay telephone call shall not have to meet the requirements of this ruleefthis
subsection.

(a) The company has a Standard and Poor’s corporate debt rating—aceerding-te
Standard-&Pooer's of BBB or higher, or aceerdingte a Moody’s corporate debt rating of
BAA Baa or higher, with respect to outstanding debt obligation; or

(b) The company has a performance bond sufficient to cover any customer
prepayments and satisfactory to the commission sufficient to-cover-any-customer
prepayments; or

(c) The company has made provision for deposit of customer prepayments in a
federally insured interest-bearing trust account maintained by applicant for service
solely for customer advances. The prepayments must be deposited in a bank, savings
and loan association, mutual savings bank, or licensed escrow agent, with access to
such funds only for the purpose of refunding prepayments to customers. The funds
must be maintained in an account within the state of Washington. In any order granting
certification, the commission may require either bond or trust account or escrow as a
condition of certification.

(2) Reporting requirements for every bond or trust account.

(a) Each company collecting customer prepayments must submit to the
commission a report within fifteen days after the end of each calendar quarter. The
report must contain the following information specific to state of Washington operations:

(i) Total outstanding balance of customer prepayments at the beginning of the
reporting period;

(ii) Dollar amount of prepaid services sold during the reporting period,;

(iif) Depleted usage of prepaid services during the reporting period; and

(iv) Total outstanding prepaid service balances at the end of the reporting period.

(b) Nothing in this rule precludes the commission staff from requesting current
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company financial or operating information at any time.

(c) A company may petition the commission for a reduction in reporting
requirements. The commission may grant or deny the request by letter from the
commission secretary.

(3) Calculation of trust or bond levels.

(a) The initial level of the bond or trust must comply with the provisions of
subsection (1)(b) or (c) ef-this-section.

(b) The company must adjust the subsequent level of the bond or trust based
upon quarterly reports data and the company must notify the commission of that
adjustment.

(4) A company may petition for, and the commission may grant, waiver of the
bendftrust bond or trust requirement either at the time of registration or atsuch-later
time-as when the company can demonstrate to the commission’s satisfaction that it
meets standards for waiver of the bend#trust bond or trust requirement. The petitioning
company must provide documentation te-the-eemmission in support of the petition. The
commission may grant or deny the request by letter from the commission secretary.
The commission will evaluate the following to determine whether a waiver of the
bendftrust bond or trust requirement will be granted:

(a) Certified financial statements establishing adequate financial resources
sufficient to provide service to eehsumers customers of prepaid telecommunications
service;

(b) Confirmation that the company hasreceived-approvalfor is authorized to
provide, and has been providing, comparable services satisfactorily in one or more
other states jurisdictions. The documentation must consist of information from the
regulatory agency in the other state and must demonstrate that the company has
complied with that state’s rules and regulations and has provided adequate levels of
service for twelve consecutive months;

(c) Compliance, following registration with the commission, with Washington
rules and provision of adequate levels of service for at least twelve consecutive months;

(d) Documentation that the company has established a bond rating as provided
for in subseetion section (1)(a) ef-this-section above; or

(e) Other evidence demonstrating that eensumer customer interests will be
adequately protected.

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

(2) A telecommunications company may refuse to serve an applicant for service |
or a subseriber customer if-n-tsjudgment; the installation is considered hazardous or
of such nature that satisfactory service cannot be given.

(3) A telecommunications company shall isnetshall not be be required to |
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connect with or render provide-render service to an applicant ferserviceunless and
unless-and until i-can-secure-all necessary nghts -of- way easements and permlts can
be secured. ; ;
and-permits—An appllcant 1ﬁePsew+ee—er—elgls%elcnevr—request|nq service that
reguiresrequring the-use of private rights-of-way or private easements may be refused

service untl-unless the applicant ferservice-orecustemerprovides proof satisfactory to
the company that the necessary rights-of-way or easements have been obtained.

(4) A telecommunications company may deny service to an applicant for service
or subseriber customer because of an overdue, unpaid prior obligation owed to the
same-telecommunications company for the same class of service at the same or
different location until the obligation is paid or arrangements satisfactory to the
telecommunications company are made:—Provided, provided Fthat an overdue or
unpaid obligation to an information delivery service provider shal will not be grounds for
denial of service. A telecommunications company may offer a payment agreement at
any time if deemed to be appropnate by the telecommunlcatlons company

(5) A telecommunications company may deny service to an applicant for service
or subseriber customer for service at an address where a former subseriber customer is
known to reside and has an overdue, unpaid prior obligation to the same
telecommunications company for the same class of telecommunications service at that

address until the obligation is paid in full. erH-applicablesatistactory-arrangementsare

| ded for i or (4),
(6) A telecommunications company may deny service to an applicant for service
or customer who is unable to establish credit until any proper deposit is paid in full ;-ef
: ’ . . . lefined . .
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vahel—areta%eﬂeﬁmﬁeanan— A company may denv mstallatlon or contlnuatlon of service
for fallure to establlsh credlt or to prowde accurate verlflable |dent|f|cat|on—neeessapv—te

(8)-_A telecommunications company may deny installation or continuation of
service to any applicant for service or subseriberwheo-is customer shown to have
obtained or retained service from the company by fraudulent means, including but not
limited to:

(a) false statements of credit references or employment;

(b) false statement of premises address;

(c) use of an alias or false name with intent to deceive;

(d) rotation of service among roommates or persons living together for the
purpose of avoiding the debts of one or more of said persons; or

(e) any other similar fraudulent devices.




(Please comment on the proposal to move this rule and what the new language
should say.)

WAC 480-120-081 Discontinuance of service.
7 I " I " hall | irod ) ) I
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(12) Company-directed without notice or without further notice: A company may
discontinue service without notice or without further notice when:

(a) After conducting a thorough investigation, it determines the customer has
tampered with the company’s property or has used service through an illegal
connection;

(b) After conducting a thorough investigation, it determines the customer has
vacated the premises;

(c) A customer in response to a delinguency notice as described in section (5)
below, pays the delinguent balance with a check or electronic payment that is
subsequentlv dishonored bv the bank or other financial institution;

(e) After conducting a thorough investigation, it discovers that a customer has

obtained service fraudulently. The company has the burden of proving that fraud
occurred, for the first offense only. Forthe purpose-ofthissection—anonsufficentfund
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(i) First occurrence: The company may disconnect service without notice when it
discovers fraud, unless the customer immediately pays:
(A) If applicable, the tariff rate for service that the company estimates was
taken fraudulently;
(B) All company costs resulting from the fraudulent use:
(C) Any applicable deposit that may be required under WAC 480-120-056;

and

(D) Payment in full of all delinqguent balances owed to the company by the
customer. A company is not required to allow six-menth-payment arrangements on a
delinquent balance as provided for in WAC 480-120-061(4) when it can demonstrate
that a customer obtained service through fraudulent means in order to avoid payment of
a delinquent amount owed to that company. Once payment of the delinquent balance
associated with the fraudulent activity is satisfied, a company may not refuse a
customer the right to-six-menth payment arrangements if the customer has not already |
exercised that right.

(i) Second occurrence: The company may disconnect service without notice
when, after thorough investigation, it identifies a second instance of fraud. The
company may refuse to reconnect service to a customer who has been disconnected
twice for fraud, subject to appeal to the commission.

(3) Company-directed with notice: After properly notifying the customer, as
explained in sections (5) and (6) below, the company may discontinue service under
any of the following conditions:

(a) For nonpayment of any regutated-charges including deposit, as provided in |
the tariff or price list of the company. Nonpayment of charges billed by the company on
behalf of an information delivery service provider will not be grounds for discontinuance
of service in whole or in part. Nonpayment of interexchange service charges will not be
grounds for disconnection of local service. However, the company may toll restrict a

customer's service for nonpayment of requlated interexchange service charges.-

whole orin-patt.

(b) For violation of rules, service agreements, filed tariff(s), or price list(s).

(c) After conducting a thorough investigation, it determines that there is unlawful
use of service or use of service for unlawful purposes by the customer.

(d) For use of customer equipment that adversely affects the company's service
to its other customers.

(4) A company may use the following methods to disconnect a customer’s
service:

(a) Disconnect local dial tone and/or restrict non-essential services and/or
features and/or access to long distance services;

(b) Toll restriction that limits long distance access and/or restricts non-essential
services and/or features but allows local and emergency access. The company may
not charge monthly fees for company-initiated toll restriction; and/or

(c) Partial disconnect that restricts service to either incoming or outgoing service
capability. In case of a partial disconnection, the customer must be notified of the
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restricted usage.

(5) Upon any complete disconnection of telephone service to a customer,
charges for service will be discontinued as of the date of the disconnection.

(6) Medical Emergencies - When a local exchange company has cause to
disconnect residential local service and has provided notice as required under section
(6) or has disconnected a residential service, it must postpone disconnection or must
reinstate local service and may restrict non-essential services and features withinfour
heurs-for a grace period of five business days after receiving either verbal or written
notification of the existence of a medical emergency. When service is reinstated under
this section, the local exchange company will not require payment of a reconnection
charge or deposit prior to reinstating service but will bill at a later date.




(7) Disconnection naotification requirements - The company must notify
customers before disconnecting their service except as described in section (2) above.
Notification consists of the foIIowmq requwements

dlsconnectlon notice must mclude
(i) A disconnection date that is not less than eight five business days after the

date of personal dellverv or malllnq mm&lled—#emnsrdeJehe—sta%&ei—\Aﬁashmqmn%a
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(h) Where service is provided to a hospital, medical clinic with resident patients,
or nursing home, notice of pending disconnection must be provided to the secretary,
Washington state department of social and health services, as well as to the customer.

Upon request from the secretary or a designee, a delay in disconnection of no less
than five business days from the date of notice must 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.

(8) Remedy and appeals - Service may not be disconnected while a customer is
pursuing any remedy or appeal provided for by these rules or while engaged in
discussions with the company’s representatives or with the commission. Any amounts
not in dispute must be paid when due and any conditions posing danger to health,
safety, or property must be corrected. The company must inform the customer of these
provisions when the customer is referred to a company’s supervisor or the commission.




(21) I:eeal—%eehanqeieleeemmameaﬂens Teleco munlcatlons companles shalt |
st notify their customers of their rights under ehapter277-tLaws-o6f1986; RCW

80.36.390 with respect to telephone solicitation. Netice-shall-be-provided Companies
must provide notice by annual bill inserts mailed to residential customers or

conspicuous publication of the notice in the consumer information pages of local
telephone directories. The notice shall must clearly inform subseribers customers of
their rights under the law and shall must, at a minimum, include the following
information:

@) Fer—ew—peses—ef—thls—seenen—A aA solicitor is the representative of semeoene |
y - omething: a commercial or
nonproflt company or orqanlzatlon that initiates an unsoI|C|ted telephone call to a
residential customer for the purpose of encouraging that person to purchase property,
goods, services or soliciting donations of money, property, goods or services. Under
Washington law residential subseribers customers have the right to keep telephone
solicitors from calling back.

(b) The law requires that solicitors to identify themselves, their company or
organization, and the purpose of the call within the first thirty seconds. If at arytime any
time during the conversation yeu the customer indicates that they say-you do not want
to be called again or want to have yeur their name and telephone number removed
from the calling list, the company or organization may not have a solicitor call yeu the
customer for at least one year and may not sell or give yeur the customer’s name and
telephone number to another company or organization.

(c) The attorney general's office is given-the-autherity authorized to enforce this
law. In addition, individuals may sue the solicitor for a minimum of one hundred dollars
per violation. If the lawsuit is successful, the individual will-be-able-te may also recover
money-spenton court and attorney's fees. To file a complaint, or request more
information on the law, please-write-te contact the Fair Practices Division of the

Attorney General's Office listed-beloworbetween-12:00-roon-and-5:00p-m-
weekdays;-call-the-Attorney-General's- Office FaiPractices-Divisionatits-toll-free
number: 1-800-551-4636. if you are filing a complaint, please include When the

customer files a complaint, as much information as possible about the name and
address of the eempany-orcharity individual, business, group, or organization, the time
youreceived the calls were received, and the nature of the calls should be included.
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(1) When a company receives a complaint from an applicant for service or customer
regarding its service or regarding another company’s service for which it provides
billing, collection or responses to inquiries, the complaint must be acknowledged as
follows:

(a) provide the name of the company’s contact to the complainant;

(b) investigate the complaint promptly;

(c) report the results of the investigation to the complainant;

(d) take corrective action, if warranted, as soon as appropriate under the
circumstances;

(e) inform the complainant that the decision may be appealed to a supervisor at
the company;

(f) inform the complainant, if still dissatisfied after speaking to a supervisor, of
his/her right to file a complaint with the commission and provide the commission
address and toll-free telephone number.

(2) When a company receives a complaint from an applicant for service or
customer regarding another company’s service for which it provides only billing service
and does not have authority to resolve disputes, the company must:

(a) provide the complainant a toll-free number to reach the appropriate office for
the other company that is authorized to investigate and take corrective action to resolve
the dispute or complaint, and

(b) the company must explain the customer’s right to escalate the complaint to a
supervisor if dissatisfied with the initial contact with the other company and the
customer’s right to file an informal complaint with the commission if still dissatisfied after
speaking to a supervisor.

(3) Applicants for service, customers, or their authorized representatives, may
file with the commission:

(a) An informal complaint as described in WAC 480-09-150; or

(b) A formal complaint against a company when there are alleged violations of
statutes, administrative rules, or tariffs as provided by WAC 480-09-420 and WAC 480-
09-500.

(4) When the commission refers an informal complaint to a company, the
company must:

(a) investigate and report the results of its investigation to the commission within
two- five working days. Commission staff may grant an extension of time for
responding to the complaint, if requested by the company and the extension is
warranted;

(b) respond to requests for additional information on a complaint within three-five
business days unless commission staff specifies another date; and

(c) keep the commission informed of pregress-toward-the solution and the final
result of the complaint.

(5) Records. Each company must keep a record of al-complaints for at least
three- one years-and,-on-regquest make them-available forcommissionteview. The
records must contain:

(a) complainant’s name and address;
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(b) date and the nature of the complaint;

(c) action taken; and

(d) final result.

(6) Each company must ensure that it has personnel available during regular
business days to address customer complaints or inquiries and to respond to
commission staff. Regular business days mean Monday through Friday, excluding
official state holidays.










WAC  480-120-116 Refund for overcharge.

I I lent i becril hall I
lied he i I—_I I be d | aither by i "
company-orthe-subseriber eustomer. Refunds for overcharges in actions brought by
customers against telecommunications companies, pursuant to 80.04.240, shall be

limited to two years from the date of the overcharge.
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(1) Companies must retain all records and reports for three- one years unless etherwise
the requirements of specifiedin-section (2) below dictate otherwise. No records may be
destroyed prior to the expiration of the time specifiedinrequired by section (2).

(2) Companies must adhere to the retention requirements of Title 47, Code of
Federal Regulations, Part 42, Preservation of Records of Communication Common
Carriers published by the Federal Communications Commission, effective October 1,
1998. This document is available at the commission branch of the Washington state
library. The commission will provide a copy of the document on request, subject to any

charge.
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WAC 480-120-141 Operator service providers (OSPs).
(1) Generak- General. This section gives-rfermation applies to operator service
providers (OSPs) that-previde providing operator services from pay phones and other
aggregator locations within-Washington. All telecommunications companies providing
operator services (both live and automated) must comply with this and all other rules
relating to telecommunications companies not specifically waived by order of the
commission. The absence from these rules of specific requirements of the Americans
with Disabilities Act and of other local, state or federal requirements does not excuse
OSPs from compliance with those requirements.

(a) Each operatorservice-provider{OSP)} must maintain a current list of the
customers it serves in Washington and the locations and telephone numbers where the
service is prowded

(c) For purposes of this section, "consumer” means the party initiating and/or
paying for a call using operator services. In collect calls, both the originating party and
the party on the terminating end of the call are consumers. "Customer" means the call
aggregator or pay phone service provider, i.e., the hotel, motel, hospital, correctional
faC|I|ty/pr|son or campus, contracting with an OSP for service.




(3) Aecess— Access. Pay phones must provide access to the services identified
in WAC 480-120-138(3).

(4)Branding— Branding. The eperator-serviceprovider OSP must:

(a) Identify the OSP providing the service audibly and distinctly at the beginning
of every call, including an announcement to the called party on calls placed collect.

(b) Ensure that the beginning-ofthe call is begins no later than immediately
following the prompt to enter billing information on automated calls and, on live and
automated operator calls, when the call is initially routed to the operator.

(c) State the name of the company as registered with the commission (or its
registered "doing business as" name) whenever referring to the OSP. Terms such as
"company,” "communications," "incorporated,” "of the northwest," etc., may be omitted
when not necessary to identify clearly the OSP.

(5) Billing— Billing. The eperatorserviceprovider OSP must:

(a) Provide to the billing company applicable call detail necessary for billing
purposes, as well as an address and toll-free telephone number for consumer inquiries.

(b) Ensure that consumers are not billed for calls that are not completed. For
billing purposes, calls must be itemized, identified, and rated from the point of
origination to the point of termination. Ne-call An OSP may be not transferred a call to
another earrierby-an-OSP company unless the call can be billed from the point of origin
of the-call.

(c) Charges billed to a credit card need not conform to the call detail
requirements of this section. However, the OSP must provide specific call detail upon

request, in accordance with WAC 480-120-106, Form of bills, upen+eguest.

(6) Operational-capabilities— Operational capabilities. The eperaterservice
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provider OSP must:

(a) Answer at least ninety percent of all calls within ten seconds frem of the time
the call reaches the earrier's company’s switch.

(b) Maintain adequate facilities in all locations so the overall blockage rate for
lack of facilities, including as pertinent the facilities for access to consumers' preferred
interexchange earriers companies, does not exceed one percent in the time-consistent
busy hour. Should excessive blockage occur, #-is-the-respensibility-of the OSP te must
determine what caused the blockage and take immediate steps to correct the problem.

(c) Offer operator services that equal or exceed the industry standards in
availability, technical quality, response time, and that also equal or exceed industry
standards in variety or are particularly adapted to meet unique needs of a market
segment.

(d) Reoriginate calls to another eafrrier company upon request and without
charge when the-eapability technically able to accomplish reorigination with screening
and allow billing from the point of origin of the call—s-in-place. If reorigination is not
available, the OSP must give provide dialing instructions for the consumer's preferred

carrier company.

(7) Emergency-calls— Emergency calls. For purposes of emergency calls, every
OSP must have the following capabilities:

(a) Be-able-to-transtfer transferring the caller into the appropriate E-911 system
and to the public safety answering point (PSAP) serving the location of the caller witha
single-keystroke-from the operator's console, te-nelude including automatic
identification of the exact location and address from which the call is being made,;

(b) Have-the-ability for the operator must be able to stay on the line with the
emergency call until the PSAP representative advises the operator that they are no
longer required to stay on the call; and

(c) Be-ableto-previde providing a-witheut-charge- access to obtain a toll-free
number for direct access to public-safety-answeringpoints PSAPs should additional

information be needed when responding to a call for assistance from a phone utilizing
the provider's services. That emergency contact information must not be considered
proprietary.

(8) Fraud-pretection— Fraud protection.

(a) A company previding-telecommunications-service may not bill a call
aggregator for the following:

(i) Charges billed to a line for originating calls which-efiginated-from-that-line
through-the-use-of-carrier using company access codes (i.e., 10XXX+0, 10XXX+01,
950-XXXX), toll-free access codes, or when-the originating calls erigirating-from that
line otherwise reached an operator position, if the originating line subscribed to

outgoing call screening-erpay-pheone-speciic-ANlcoding-digits, and the call was placed
after the effective date of the outgoing call screening erpay-phone-specific-ANI-coding
digits-order; or

(ii) Collect or third-number-billed calls, if the line serving the call that was billed
had subscribed to incoming call screening (also termed billed number screening) and
the call was placed after the effective date of the call screening service order.

(b) Any calls billed through the access line provider in violation of section (a)(i) or
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(ii) ef-this-subsection must be removed from the call aggregator's bill by the access line
provider. If investigation by the access line provider determines that the pertinent call
screening er-pay-phone-specific- ANcoding-digits-was operational when the call was
made, the access line provider may return the charges for the call to the company as
not billable.

(c) Any call billed directly by an OSP, or through a billing method other than the
access line provider, which is billed in violation of section (a)(i) and (ii) ef-this
subseetion, must be removed from the call aggregator's bill. The telecemmunications
company providing the service may request an investigation by the access line provider.

If the access line provider determines that call screening erpay-phone-specific AN}

coding-digits-(which would have protected prevented the call) was subscribed to by the
call aggregator and was not operational at the time the call was placed, the OSP must

bill the access line provider for the call.

(9) Enforcement— Enforcement. Operaterservice-providers OSPs are subject to
all pertinent provisions of law.

(a)-Suspension— Revocation. The commission may suspend revoke the
registration of any company providing operator services if the company fails to meet
minimum service levels or fails to provide disclosure to consumers of protection
available under chapter 80.36 RCW and pertinent rules.

(i) Suspension-may-be-ordered Reqistration may be revoked following notice and
opportunity for hearing as provided in RCW 80.04.110 and the procedural rules of the
commission.

service may provide service to any epera%er—sewree—p;ewele# OSP whose registration is
suspended revoked.

(b) Penalty— Penalty. The commission may assess a penalty as provided in
RCW 80.36.522 and 80.36.524; upon any company providing operator services, if the
company fails to meet minimum service levels or fails to provide disclosure to
consumers of protection available under chapter 80.36 RCW.

(c) Alternatives— Alternatives. The commission may take any other action
regarding a provider of operator services as authorized by law.

(d) Cemplaints— Complaints. Complaints and disputes will be treated in
accordance with WAC 480-120-101.

WAC 480-120-144 Use of privacy listings for telephone solicitation.

A telecommunications company may not make telephone solicitation or telemarketing
calls using its list of customers with nonpublished or unlisted numbers unless it has
notified each sueh customer at least once in the past year that the company makes
such calls to its customers with nonpublished or unlisted numbers and that the
customer has a right to request that the company make no such calls.
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WAC 480-120-151 Telecommunications carriers— companies’ use of customer
proprietary network information (CPNI).

(1) Any telecommunications-carrier telecommunications company may use, disclose, or
permit access to CPNI for the purpose of providing or marketing service offerings
among the categories of service (i.e., local, interexchange, and CMRS) already
subscribed to by the customer from the same earrier company, without customer
approval.

(a) If a telecommunications-carrier company provides different categories of
service, and a customer subscribes to more than one category of service offered by the
carrier company, the earrieris-permittedte company may share CPNI ameng with the
carriers company’s affiliated entities that provide a service offering to the customer.

(b) If a telecommunications-carrier company provides different categories of
service, but a customer does not subscribe to more than one offering by the earrier

company, the earrieris company may not permittedte share CPNI amoeng-the-carriers
affiliated-entities with its affiliates.

(2) A telecommunications-carrier company may not use, disclose or permit
access to CPNI to market to a customer service-offerings that are within a category of

service to which the customer does not already subscribe-te-from-that-carriercompany,

unless the earrier company has customer approval to do so, except as described in
subsection (3) below ef—t-hls—seenen

(ab) A telecommunications-carrier company may not use, disclose, or permit
access to CPNI to identify or track customers who call competing service providers. For
example, a local exchange earrier company may not use local service CPNI to track all
customers who call local serwce competltors

(3) A telecommunications-carrier company may use, disclose, or permit access
to CPNI, without customer approval where authorized to do so by state or federal law
and as specified below;-as-deseribed-in-this-subsection::

(a) A telecommunications-carrier company may use, disclose, or permit access
to CPNI, without customer approval, in its provision of inside wiring installation,
maintenance, and repair services.
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(b) CMRS{wireless-telecommunications-service) providersCompanies may use, |

disclose, or permit access to CPNI for the purpose of conducting research on the health
effects of GMRStheir services.

(be) Local exchange companies and-CMRS-previders-may use CPNI, without

customer approval, to market services formerly known as adjunct-to-basic services,
such as, but not limited to;:

(i) sSpeed dialing;;

(ii) eComputer-provided directory assistance;;
(iii) eCall monitorings;

(iv) eCall tracings;

(v) eCall blockings;

(vi) eCall returns;;

(vii) fRepeat dialings;

(viii) cCall trackings;

(ix) eCall waitings;

(x) eCaller 1.D.5;

(xi) eCall forwarding;; and

(xii) eCertain centrex features.

(4) A company may use, disclose, or permit access to CPNI to protect the

property and other rights of the carrier, or to protect users of those services and other

carriers from fraudulent, abusive, or unlawful use of, or subscription to, such services or

where otherwise authorized by state or federal law.

WAC 480-120-152 Notice and approval required for use of customer proprietary
network information (CPNI).

(1) A telecommunications-carrier company must obtain customer approval to use,
disclose, or permit access to CPNI to market a customer service to which the customer
does not already subscribe from that earrier company.

(2) A telecommunications-carrier company may obtain approval to use or permit

use of CPNI through written, eral verbal, or electronic methods.

(3) A telecommunications-carrier company relying on erat verbal approval must

bear the burden of demonstrating that such approval has been given in compliance with
the commission's rules.

4) Approval obtained by a telecommunications-carrier company for the use of
(4) App y company

CPNI outside of the customer's total service relationship with the earrier company must
remain in effect until the customer revokes or limits such approval, so long as the
€arrier company maintains the records of customer notification and approval required in
this rule.

(5) A telecommunications-carrier company must maintain records of notification

and approval, whether eral; written, verbal or electronic, for at least one year.

(6) Prior to any solicitation for customer approval, a telecommunications-carrier

company must provide a one-time notification to the customer of the customer's right to
restrict use of, disclosure of, and access to that customer's CPNI.

(a) A telecommunications-carrier company may provide notification through eral
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verbal or written methods.

(b) Customer notification must provide sufficient information to enable the
customer to make an informed decision as to whether to permit a earrier company to
use, disclose, or permit access to, the customer's CPNI.

() The notification must state that the customer has a right, and the earrier
company a duty, under federal and state law, to protect the confidentiality of CPNI.

(ii) The notification must:

(A) specify the types of information that constitute CPNI and the specific
types of entities that will receive CPNI;;

(B) describe the purposes for which CPNI will be used;; and

(C) inform the customer of his-er-her the right to disapprove those uses;
and deny or withdraw access to CPNI at any time.

(iif) The notification must advise the customer of the precise steps the customer
must take in order to grant or deny access to CPNI, and must clearly state that a denial
of approval will not affect the provision of any services to which the customer
subscribes.

(iv) The notification must be comprehensible and must not be misleading.

(v) If written notification is provided, the notice must be clearly legible, use
sufficiently large type, and be placed so as to be readily apparent to a customer.

(vi) If any portion of a notification is translated into another language, then all
portions of the notification must be translated into that language.

(vii) A earrier company may state in the notification that the customer's approval
to use CPNI may enhance the earriers company’s ability to offer products and services
tailored to the customer's needs. A earrier company also may state in the notification
that the customer, upon affirmative written request, may compel the earrier company to
disclose CPNI to any person.

(viii) A earrier company may not include in the notification any statement
attempting to encourage a customer to freeze third party access to CPNI.

(ix) The notification must state that any approval, or denial of approval, for the
use of CPNI outside of the service te-whiech the customer already subscribes to from
that earrier company is valid until the customer affirmatively revokes or limits the
approval or denial.

(7) A telecommunications-carriers company’s solicitation for approval must be
proximate to the notification of a customer's CPNI rights-argd-must-be-written-in-the

WAC 480-120-153 Safeguards required for use of customer proprietary network
information (CPNI).
(1) Felecommunications-carriers Telecommunications cEompanies must train all

personnel who have access to CPNI as to when they are and are not authorized to use
CPNI, and earriers must implement an express disciplinary process to deal with
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violations of the requirement.

(2) Felecommunications-carriers Companies must establish a supervisory review
process regarding earrier company compliance with rules governing outbound
marketing situations and must maintain records of earrier company compliance for at
least one year. Specifically, sales personnel must obtain supervisory approval of any
proposed outbound marketing request.

(3) A telecommunications-carrier company must have an eerperate-officer, as an
agent of the earrier company, sign a compliance certificate on an annual basis_stating
that the officer has personal knowledge that the earrier company has established
operating procedures that are designed to ensure-is+ compliance with the rules efin

thls subpartsectlon A—sfeaféemem—e*pmmng—hew—the—eame# w

WAC  480-120-350 Reverse search by E-941— E911 PSAP of ALI/DMS data base--
When permitted.

(1) A public safety answering point (PSAP) may make a reverse search of information
in the automatic location identification (ALI/DMS) data base when, in the judgment ef

the-representative of the publicsafety-answeringpoint PSAP representative, an

immediate response to the location of the caller or to the location of another telephone
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number reported by the caller is necessary because of an apparent emergency.

(34) Ne A reverse search may ean-may be made unless-the-publicsafety
answering-point only if the PSAP makes a record of the search and includes the

circumstances requiring the search.

(5) The PSAP shall must retain is records ef-eachreverse-search for at least
three years following the search, and records must be accessible to the LEC operating
the database (if there is a LEC operating the database).

(6) Records created in a PSAP data base must be available to the LEC for
retrieval at least once each normal workday.

(47)The PSAP and-the LEC-shall must each disclose, upon inquiry by a
customer, whether the customer's line information in the ALI/DMS has been searched
within the three years prior to the inquiry. If the line has been searched, the PSAP and
the-LEC-shall must disclose to the customer the information about the search in its
respective possession.

(58) Reverse search shall must not be used for criminal or legal investigations or
other non-emergency purposes.

WAC  480-120-500 Felecommunications— sService quality--General

requirements.

(1) Fhe-_The facilities of telecommunications companies Sempanies-facilities-of
telecommunications-companies-shall must be be designeded, constructeded,
maintaineded, and operatedd theirfacilities-to ensure reasenable reasonable continuity
of service; the-availability of comparable-serviees-and uniformity in the quality of

service furnished;-and-the-safety-of persons-and-property.
(2) Felecommunications-eCompanies shall-employ mustuseshall employ
prudent management and engineering practices, including reasonable prudent
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apprepriate-procedures
#epte;eeasnng t&for forecastlnq demand for service, to ensure that sufficient facilities

and an adequate operating foree staff-force are available to meet reasenable projected
reasonable demands under normal operationsundernermal-operations-and-al

WAC  480-120-505 Operator services.

(1) Exceptas-authorized-by-law,-every-telecommunications A company providing
operator services shall must protect the confidentiality of all communications it carrieds,
processeds, or transmitteds by-# except as authorized by law.

(2) Each lecalexchange company shall-alse-bereguired-te providing operator

services must:

(a) Develop procedures to-be-followed-by-its-employeesforproviding employees
must follow to provide operator assistance to eenrsumers-and-subseribers customers;

(b) Ensure that when automated operator services are provided, eensumers-and
subseribers customers can alsereadiy access a live operator;

(c) Ensure that call timing for operator assisted calls is accurately recorded;

(d) Ensure that all operators receiving 0- and 911 calls are capable of:

(ii) eConnecting calls to-the-appropriate-emergencyresponse-agency on a
twenty-four-hour a day basis;-and.

(ei) Ensure-that-allemergency-0-callsarerouted Routing calls in a manner that

will allow prempt access to the proper local emergency service agency.
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WAC  480-120-515 Network performance standards applicable-tolocal—
exchange companies—. This section-establishes All companies, to the extent

apphieable,must meet the network performance standards which-shall-be-offered-by
local-exchange-companies set forth in this section.
Exeept-where-otherwise-specifically-provided.tThe standards applied to each

service quality measurementshall-be are the minimum acceptable quality of service
under normal operating conditions. The standards shall do not establish a level of
performance to be achieved during periods of emergency or catastrophe, nor shall do
they apply to extraordinary or abnormal conditions of operation, such as those resulting
from work stoppage, helidays; civil unrest, er force majeure, or disruptions of service
caused by persons or entities other than the local exchange company-—Network
performance standards apply to each central office individually. Remote switches
serving a different exchange area than the host switch are considered a separate
switch.

(1) Gentral-office Switches, including remote switch(es), must meet the following |

requirements-:

(a) Dial service. requirements—sufficient-dial-central-office-capacity-and
equipmentshall For each central office switch, companies must be provided adequate

capacity and equipment to meet the following minimum requirements during any the
normal busy hour of the average busy seasonef-the-average-busy-seasen: |
(i) Dial tone within three seconds on at least ninety-eight percent of calls placed.
(i) Cemplete-dialing Completion-Complete dialing of called numbers on at least
ninety-eight percent of telephoene calls placed without encountering a busy blocking
condition within the central office, in host-remote trunks, or in interoffice trunks.

(b) Intercept - diat central office dial equipment shall must be equipped te-provide
providing adequate operator or recorded announcement intercept-

codes and numbers and te must provide average busy hour, busy season service
levels of less than one percent of calls to intercept reaching busy or no circuit available
conditions.

(2) Interoffice facilities.

(a) Local and Extended Area Service (EAS) interoffice trunk facilities shall must

have a minimum engineering design standardengineering-design-standard performanece |
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of B.01 (P.01) level of service.

(b) Intertoll and intertandem facilities shal must have a minimum engineering
design standardengineering-design-standard performanee-of B.005 (P.005) level of
service. Service to an interexchange earrier-shall company must be provided at the
grade of service ordered and specified by the interexchange earrier company provided
the IXC is not delinquent or otherwise in breach of its tariffs or other obligations to the
LEC.

(3) Outside plant.

Each local exchange company shal must design, construct and maintain
subseriber loops to minimum transmission levels from mirimum-transmission-levels |
from the subseriber customer network interface or demarcation point as setforth-below
follows:

(a) Voice grade, local exchange service.

(i) Transmission loss (TL) measured from the central office to the subseriber |
customer network interface must not te exceed - 8.5 dB at 1004 Hz;

(i) A The minimum line current ef 20-milliamperes BE measured across an
assumed station re5|stance of 430 ohms must be 20 milliamperes DC

(iv) The Ecircuit noise objective on subseriber customer loops measured at the
subseriber customer network interface sheuld must be equal to or less than 20.0
dBrnC.

(eb) Special circuits.

(i) Each local exchange company with over fifty thousand access lines shalt must
maintain design criteria for special circuits. Companies must make Schannel
performance criteria shal-be-made available to subseribers customers by-thelocal
exchange-company upon request.

(ii) Off premises station circuits shall must not exceed - 5.0 dB at 1004 Hz, from
switeh-demarcation_(CPE switch){(CPE-switeh) to eustomerstation-demarcation (CPE

station){CRE-station).

(do) Dlgltal services.

(i) Error-free performance for switched-and-nonswitched; dedicated circuits,
provided over copper transmission facilities, expressed in terms of a percentage of time

in seconds when the circuit is available expressed-in-terms-of apercentage-of-time-in
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seconds-when-thecircuitis-available,—shall must not be ne less than 98.75% error- free
seconds for DS1, 99.86% error-free seconds for DS1 self healing and alternate route
protection services, and 99.875% error-free seconds for DDS.

(ii) Error-free performance for nonswitched; dedicated circuits, provided over
fiber optic transmission facilities, expressed in terms of a percentage of time in seconds
when the circuit is available,expressed-in-terms-of-a-percentage-of- time-ir-seconds
when-the-circuitis-avalableshall must not be re less than 99.86% error-free seconds
for DS1 self-healing and alternate-route protection services, and 99.99% error-free
seconds for services provided at DS3 and above.

(ii) Circuit availability for nonswitched; dedicated circuits, expressed as the
percentage of total calendar month minutes,expressed-as-the-percentage-of-total
calendar-month-minutes,—shall must not be re less than 99.7% efthe total calendar
month-for services provided over copper transmission facilities and 99.9% for services
provided over fiber optic transmission facilities. A digital transmission channel is
considered unavailable, or in an outage condition, when its bit error rate (BER) in each
second is worse than 10{-6) :-0E-610(-6) for a period of ten consecutive seconds.

(iv) Upen-theregquest-of-a-subseriber; A customer may request that a local
exchange company may provide te-thatsubseriber digital services that do not meet the
performance standards set forth in section (éc)(i) through (iii) efthissubsection.

(4) Companies must measure network activity at sufficient intervals so that
adequate facilities are in place when needed to accommodate growth in traffic.

(5) Each local exchange company must arrange and design incoming trunks to
the primary repair service center so that traffic overflows during service interruptions,
disasters or emergencies can be redirected or call-forwarded to an alternate repair or
maintenance service center location of the local exchange company.
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WAC 480-120-525 Network maintenance.

(1) {2y Each local exchange company shalladept must implement maintenance

procedures and employee instructions aimed at achieving efficient operation of its
system so as toaimed-at-achieving-efficient-operation-ofits-system-so-as-to that-permit
therendering-of safe, adequate, reliable and continuous service at all times. Effective
Adequate maintenance shall must include, but not be limited to, keeping all facilities in
safe and serviceable repair. Examples are:

(a) Hazardous conditions endangering persons, property, or the continuity of
service when found, reported, or known to exist, shall must be immediately corrected

immediately. The accumulation of trash and other fire hazards in or upon central office
premises-shall-not-be-permitted-:

(b) Broken, damaged, or deteriorated equipment, when found to be no longer
capable of providing adequate service, shall must be promptly repaired or replaced.

(c) Transmission problems, including noise induction, cross-talk, or other poor
transmission characteristics on any channel; shall must be promptly corrected when
located or identified.

(d) Central offices equipped with automatic start generators shall must have
three hours reserve battery capacity;. arg-€Central offices without automatic start
generators;shall must have a minimum of five hours reserve battery capacity. For each
office without permanently installed emergency power facilities, the company shal must
ensure access to a readily connectable mobile power unit with enough power capacity
to carry the load and whieh can be delivered within one half of the expected battery
reserve time.

(e) Trouble reports by-exchange-from customers shal must not exceed four
trouble reports per one hundred access lines per month for two consecutive months,
nor shall-they exceed four trouble reports per month for four months in any one twelve-
month period. This standard shall does not apply to trouble reports relating related to
the-operation-of-customerpremises-equipment CPE or inside wiring, nor shall does it

apply to extraordinary or abnormal conditions of operation, such as those resulting from

emerqencv or catastrophe or dlsruotlons durlnqte—e*traerdmawopabnermal—eondmons

durrnqemerqeneresr work stoppaoes civic unrest, force majeure or major outaqes of
service caused by persons or entities other than the local exchange company.

(f) Fest-apparatus-should Companies must-should be installed and maintained
test apparatus at appropriate locations to determine the operating characteristics of
network systems.

(9) Ad
sheuld For the safe and continuous operatlon of underqround cables companies must
be established air pressurization pollcres and an air pressurlzatron alarm monitoring
program where appropriate
cables.




(h) Sufficient portable power systems should must-should be available to support |
up to the largest remote subseriber-carrier customer company site.
(i) If technically and economically feasible, route and circuit diversity should be

establlshed within the networkﬁeehmeauy—ar%eeenemreauy#ea&bte—reme—and—ewewt

WAC  480-120-530 Emergency services.

(1) At least once every twenty-four hours, each local exchange company and each
interexchange telecommunications company owning, operating, or maintaining any
portion of any dedicated 911 circuit shall must manually test, for continuity, sueh the
portion of the 911 circuit which it owns, operates, or maintains;. provided-however-that

the-foregoingrequirement-shall This section does not apply to any dedicated 911
circuit, or portion thereof, with-respectto-which if either (a), (b), or (c) ef-this-subsection;

or-any-combination-thereof; below is satisfied:

(a) The circuit is carried by a transmission system (e.g., T-1 carrier) that is
equipped with one or more alarms to detect loss of signal continuity; er

(b) The circuit is equipped with one or more alarms to detect loss of signal
continuity; or

(c) The circuit is automatically tested for signal continuity at least once every
twenty-four hours.

(2) Any dedicated 911 circuit found to be defective shall must be immediately
reported to the primary public safety answering point (PSAP) manager, and repairs
shall must be undertaken promptly and pursued diligently by the telecommunications
company wh+eh that has responsibility for operatlng and/or malntalnlng the circuit.

Companles are not requwed to test or repair any portlon of any dedlcated 911 circuit
which is they do not owned operated, or Gt-h-eFW-I-SG maintained by—p:—

must ensure that aII dedlcated 911 cwcwts and assomated electronic equipment serving
governmental emergency response agencies are clearly identified as-sueh in every the
central office and the remote switch.
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WAC  480-120-535 Service quality performance reports.

Beginning-Jdune-1,-1993eachLEvery local exchange company shal must submit the
following reports as-indicated:

(1) Eachlocalexchange-company-shall-demenstrate uUpon request by the
commission that the performance of its central office switch(es) meets acceptable
central office performance standards.

(2) Local-exchange-companies-with-less-thanfifty- thousand-aceess-lines-shall
Companies exempt from reporting requirements under RCW 80.04.530 must file
appropriate reports according to subseetion section (3)(a) through (c) efthis-section

below, when deemed necessary by the commission—and-shall-file-the-reportreguired-by
subsection-3(d)-of-this-section-on-armonthly-basis. Companies must maintain

Pgerformance records fepsueh—eempames—ﬁqal%éep{—wa—fepma{—gﬂabM%eaeh

te—the—eemmﬁsr%—apen—mquest—er—as of the mformatlon requwed by thl&sectlon (3)(a)

through (e) in a format suitable for the company’s operation and in such condition that
they can be forwarded to the commission upon request.

(3) Local exchange companies with ever fifty thousand or more access lines
shall must report monthly the information required by (a) through (de)-efthis-subsection
below.

(a) Installation appeintments- commitments met. Fhis A report measures
showing the percentage of appeintments-orders for the connection of service met on
the commitment date. The actual date on which installation was completed shal will be
compared to the applicable commitment date to determine the percentage number of

appeinrtments commitments -met.

h&ndped—new—eweestablﬁhed—lmes—wdered— service and |nclud|nq the total number of
unfilled orders the-totalnumberoflinesinthe-unfilled-erders-and the number of total
orders for each central office. The report must identify the number of orders and lines
held more than five days and the number of orders and lines held more than ninety

days.




(d) Trouble reports Ihrs A report measures onsrstrng of the number of

subsecribers-indicating-improperfunctioning customers’ access lines by exchange
experrencrnq a m&liuneﬂen—rn—er—loss of service. Ihe—tetal—anorleer—ef—rnmal—treeble

in-service: Trouble reports érneludme—reeea%eel—reeerts)—must be calculated as a ratro

per one hundred lines in service related-to eustomerpremises-equipmentshallnotbe
included. Fhismeasurementshallbereported-onan-exchange-basis: The report must

include an explanation of causes for each exchange that exceeds the service quality
standard established in 480-120-525(e). Trouble conditions due to acts of nature
(rodents, atmospheric conditions, etc.), cable cuts, power outages or traffic accidents
may be excluded from trouble report calculations. Trouble reports caused by customer
provided equipment or inside wiring are not included in this report.

(4) When the commission belleves it is necessary to investigate eraddress-such
problems as-excessive-levels-of subseriber-or-consumercomplaints—or-otherwise to
protect the public interest, the-commission-mayrequest further detailed information may
be requested from companies with-meore-than-fifty thousand-acecesslinesforsubsection
) through(d)-of this-section, detailed by geographic er area and type of service

uhit. Performance Service guality records for sueh companies shall will be kept in a
format suitable-foreach-local-exchange-company's-operation aceeptable to-the

commissionsuitable for each local exchange company’s operation and in such condition
that they can be forwarded to the commission upon request.
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