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(1)The customer billing name, billing telephone number
and billing address and each telephone number to be covered
by the change order; o

(i1) The decision to change: and

(iii) The customer’s understanding of the change ree.

(b) The new telecommunications company has obrained
the customer’s authorization. as described in (a) of this sub-
section, electronically. ,

Telecommunications  companies electing to confirm
sales electronically shall establish one or more toll free tele-
phone numbers exclusively for that purpose.

Calls to the number(s) shall connect a customer to a ,

voice response unit. or sumilar. that records the required
information regarding the change. including automarically
recording the originaung automatic number identification
(AND. -

(c) An appropriately qualified and independent third
party operating in a locanon physically separate from the
telemarketing representative has obtained the customer's oral
authorization to submit the change order that confirms and
includes appropriate verification data :n () of this subsec-
tion.

(2) Implementing order changes,.

(a) Telemarketing orders. Within three business days of .

any telemarketing order for a change, the new telecommuni-
cations company must send cach new customer an informa-
tion package by first class mail contmning at teast the follow-
ing information concerning the requested change:

(i) The information is being sent to confirm a telemarket-
ing order placedby the customer.

(it) The name of the customer's current telecommunica-
tions company. ’

(iii) A description of any terms. conditions or charges
that will be incurred.

(iv) The name of the ncwly reguested telecommunica-
tions company.

(v) The name of the persor ordering the change.

(vi) The name, address and teiepnone number of both the
customer and the soliciting teiccommunications company.

(vii) A postpaid postcarc wnien the customer can use to
deny, cancel or confirm a service ordes.

(viii) A clear statement that it the customer does not
return the postcard, the customer's service will be switched
fourteen days after the date the intormation .package was
mailed. If customers have cancelled their orders during the
waiting period, the new telecommunications company cannot
submit the customer's order.

(ix) The name, address and telephone number of a con-
tact point at the commission tor consumesr complaints.

(x) The requirements in (ajivii) and (vin) of this subsec-
tion do not apply if authorization 1s obtained pursuant to sub-
section (1) of this section.

(b) The documentation of the arder shall be retained by
ihe new telecommunications SOMPAN Al o mimimum. tor
twelve months to SETVe s verineaton of the customer s
authorization to change telecommunications company The
documentation will be made av ailabic 1o the customer and 1o
the commission upon request

(3) Customer initiated orders. The new telecommunicu-
tons company receiving the customer minated request tor a
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change of local exchange and/or intrastate toll shall keep gp
internal memorandum or record generated at the ume or the
request. Such internal record shall be maintained by the tele.
communications company for 2 minimum of twelve months
to serve as verification of the customer's authorization 1,
change telecommunications company. The internal recorg
will be made available to the customer and to the commission
upon request. Within three business days of the order. the
telecommunications company must send each new customer
an information package by first class mail containing at leag;
the following information concerning the request to change
as defined in subsection (2)(a)(ii). (iii), (iv). (v) of this sec.
tion.

(4) Remedies. In addition to any other penalties provided
by law, a telecommunications company initiating an unau-
thorized change order shall receive no payment for service
provided as a result of the unauthorized change and shail
promptly refund any amounts collected as a result of the
unauthorized change. The subscriber may be charged. afier
receipt of the refund, for such service at a rate no greater than
what would have been charged by its authorized telecommu-
nications company, and any such payment shall be remited
to the customer's authorized telecommunications company.

(5) Use of customer information.

(a) A telecommunications company marketing services
may not use its customer proprietary network information or
the customer proprietary network information of another tefe-
communications company.

-~ (b) Except to provide its own billing, collcctiq').n. network

operations, and-as wuthorized by law, a telécdtimunications
company may not disclose customer proprietary network
information. IR . '

(c) A telecommunications company may not make tele-
phone solicitation or telemarketing calls using its list of cus-
tomers with nonpublished or unlisted numbers unless it has
notified each such customer at least once in the past year that
the company makes such calls to its customers with nonpub-
lished or unlisted numbers and that the Customer has aright 1o
request that the company make no such calis.

(Statutory Authority: RCW 80.01.040, 97-18-056 and 97-20-095 (Order R-
442 and Order R-443, Docket No. UT-960942), § 480-120-139, filed
8/29/97 and 9/29/97, effective 9/29/9.7 and 10/30/97,)

WAC 480-120-141 Operator service providers
(OSPs). (1) General. This section gives information to oper-
ator service providers (OSPs) that provide operator services
trom 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 commis-
sion. The absence from these rules of specific requirements
of the Americans with Disabilites Act ani of other lacal.
state or federal requirements does not excuse OSPs from
compliance with those requirements.

Q) Each operator service provider (OSP) must marmtain
a current list of the customers it serves in Washington and the

locauions and felephone numbers where the service s pro-
vided.
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(b) No OSP may provide service to a PSP that is not fully
in compliance with the rujes. '

(c) For purposes of this section. "consumer” means the
party initiating and/or paying for a call using operator ser-
vices. In collect calls. both the oniginating 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 facility/prison, or cam-
pus, contracting with an OSP for service.

(2) Disclosure.

(2) What must be posted. The following information

must be clearly and legibly posted on or near the front of a-

pay phone. and must not be obstructed by advertising or other
messages:

(i) The name. address. and without-charge number of all
presubscribed operator service providers, as registered with
the commission. This informauon must be updated within
thirty days after a change of OSPs:

(ii) Notice to consumers that thev can access other long
distance carriers; i

(iii) In comtrasung colors. the commission compliance
number for consumer complaints. to inciude the following
information: "If you have a complaint about service from this
pay phone and are unable to resolve it by calling the
repair/refund number or operatar, please call the commission
at 1-888-333-WUTC (9882}": and

(iv) Placarding as a result of rule changes shall be in
place within sixty days after the effective date of the rule
change. ;

* (b)"Verbal disclosure of rates. Before an operator-
assisted call from an aggregator location may be connected
by a presubscribed OSP. the OSP must verbally advise the
consumier how to receive a rate quote, such as by pressing a
specific key or keys. but no more than two keys, or by staying
on the line. This message must precede any further verbal
information advising the consumer how to complete the call,
such as to enter the consumer's calling card number. This
rule applies to all calls trom pay phones or other aggregator
tocations, including privon phones. and store-and-forward
pay phones or "smart” teiephones. After hearing an OSP’s
message, a consumer may waive therr right to obtain specific
rate quotes for the call they wish to make by choosing not to
press the key specified in the OSP's message to receive such
information or by hanging up. The rate quoted for the call
must include any applicable surcharge. Charges 1o the user
must not exceed the quoted rate

(3) Access. Pay phones must provide access to the ser-
vices identified in WAC 480-120-138(3).

(4) Branding. The operator service provider 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 bexinming ot the call 1s no later than
immediately following the prompt 10 enter billing intorma-
tion on automated calls and. on live and automated operator
calls, when the call 15 in1taliy routed 10 the operator.

(c) State the name of the company as registered with the
commission (or 1ls registersd “doing business ay” pame:
whenever referring to the OSP. Terms such as “company.”
“communications.” “incorporated.” “of the northwest.” etc.,
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may be omitted when not necessary to idenuty clearly the
OSP.

(5) Billing. The operator service provider must:

(a) Provide 10 the billing company applicable call detu)
necessary for billing purposes, as well as an address and to]]
free telephone number for consumer inquines. -

(b) Ensure that consumers are not billed for calls that are
not completed. For billing purposes. calls must be 1temized.
identified, and rated from the point of origination to the point
of termination. No call may be transferred to another camer
by'an OSP unless the call can be billed from the point of on-
gin 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 in accordance with WAC
480-120-106, Form of bilis. upon request.

(6) Operational capabilities. The operator service pro-
vider must:

(a) Answer at least ninety percent of all calls within ten
seconds from the time the call reaches the carrier’s switch.

(b) Maintain adequate facilities in all locations so the
overall blockage rate for lack of facilities, including as perti-
nent the facilities for access to consumers’ preferred interex-
change carriers, does not exceed one percent in the time-con-
sistent busy hour: Should excessive blockage occur, it is the
responsibility of the OSP to 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, technigal quality, response
time, and that also equal.or.exceed ‘industry standards in vari-
ety or are particularly adapted to meet unique needs of a mar-
ket segment.

(d) Reoriginate calis to another carrier upon request and
without charge when the capability to accomplish reorigina-
tion with screening and allow billing from the point of origin
of the call, is in place. If reoriginauon is not available, the
OSP must give dialing instructions for the consumer's pre-
ferred carrier.

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

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

(b) Have the ability for the operator 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 able to provide a without-charge number for direct
access to public safety answering points should additional
information be needed when responding to a call tor assis-
tance from a phone utilizing the provider's services. That
emergency contact information must not be considered pro-
prietary.

(8) Fraud protection.

(a) A company providing telecommunications service
may not bill a call aggregator for the following:
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(i) Charges billed (o a line for calls which originated
trom that fine through the use of carrier access codes (i.c..
10XXX+0. T0XXX+01. 950-XXXX), toll-tree access codes.
or when the call originating from that line otherwise reached
an operator position, if the originating line subscribed to out-
going call screening or pay phone specitfic ANI coding digits
and the call was placed after the effective date of the outgoing
call screening or pay phone specific ANI coding digits order;
or

(ii) Collect or third-number billed calls, if the line serv-
ing 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 ser-
vice order.

(b) Any calls billed through the access line provider in
violation of (a)(i) or (iij of 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 or pay phone specific ANI coding
digits was operational when the call was made. the access
line provider may return the charges for the call to the tele-
communications company as not billable.

(c) Any call billed directly by an OSP, or through a bill-
ing method other than the access line provider, which is
billed in vioiation of (a)(i) and (ii} of this subsection, must be
removed from the call aggregator s bill. The telecommunica-
tions company providing the service may request an investi-
gation by the-access-line provider. If the access line provider

determimes tjiat call screening or pay phone specific ANI cod- -

ing digits (which  would have protected the call) was sub-
scribed 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. Operator service providers are subject
to all pertinent provisions of law

(a) Suspension. The commission may suspend the regis-
tration of any company providing operator services if the
company fails to meet minimum service levels or fails to pro-
vide disclosure to consumers o protection available under
chapter 80.36 RCW and perunent rules.

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

(ii) No operator service provider may operate while its
registration is suspended.

(iii) Except as required by federal law, no provider of
pay phone access line service mav provide service to any
operator service provider whose registration is suspended.

(b) Penalty. The commission may assess a penalty as
provided in RCW 80.36.522 and 80.36.524, upon any com-
pany providing operator services if the company fails to meet
minimum service levels or tuils 1o provide disclosure to con-
sumers of protection avutluble under chapter 80.36 RCW

(c) Alternatives. The commissior man take any other
action regarding a provider o! aperater services as authorized
by law.

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

(Stawwtory Authorty: RCW 80 04 160. 30 36,52 and 30 01 040 99.02-020
(Order R-452, Docket No UT-07030] -, 4 ARO- D201 filed 12/29/9%
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effective 1/29/99. Stawiory Authonty: RCW 80.01.040, 95-10-039 (Ordes
R-430, Docket No. UT-950134). § 480-120-141, filed 4/28/95. eifective
5/29/95; 94-20-010 (Order R422. Docket No. UT-940049), § 480-120-141,
filed 9/22/94, effective 10/23/94. Statutory Authonty: RCW 80.01.04(} ang
chapter 80.36 RCW. 91-20-162 (Order R-348, Docket No. UT-910828), 3
480-120-141. filed 10/2/91, effecuve 11/2/91; 91-13-078 (Order R-345,
Dacket No. UT-900726), § 480-120-141, filed 6/18/91, sffective 3/19/9]

Statutory Authonty: RCW 80.01.040 and 1988 ¢ 91. 89.04-044 {Order R.
293, Docket No. U-88-1882-R), § 480-120-141, filed 1/31/89.)

WAC 480-120-340 911 Obligations of local exchange
companies. (1) Every local exchange company shall proviae
the capability to identify the location of individual telephone
stations at private branch exchanges (PBXs) or similar equip-
ment served by enhanced 911 service. where the PBX or sim-
ilar equipment generates and forwards appropriate number
identification information, as follows:

(a) For exchanges with enhanced 911 on the effective
date of this section, no later than September 1. 1992.

(b) For other exchanges. no later than one hundred eighty
days prior to the date that such enhanced 911 service is avail-
able, but no earlier than September 1, 1992,

(2) No later than May 1, 1992, every local exchange
company shall file with the commission a detailed plan spec-
itying the following:

(a) The provisioning method the company has chosen to
comply with the requircment in subsection (1) above. includ-
ing equipment, facilities, software, or other technology, and
the rationale for selecting such technology;

(b) The anticipated costs of providing the chosen provi-
sioning method and technology. S

(3) 'No latér than September !, 1992, every local
exchange company offering 911 services shall file with the
commission tariffs and supporting cost studies which specify
the charges and terms for 911 services, including enhanced
911 services.

(Statutory Authority: RCW 80.01.040. 92-03-049 {Order R-365, Docket No.
UT-911238), § 480-120-340, filed 1/10/92, effective 2/10/92.)

WAC 480-120-350 Reverse search by E-911 PSAP of
ALUDMS data base—When permitted. (1) A public satety
answering point (PSAP) may make a reverse search of infor-
mation in the automatic location identification (ALI/DMS)
data base when, in the judgment of the representative of the
public safety answering point, an immediate response to the
location of the caller or to the location of another telephone
number reported by the caller is necessary because of an
apparent emergency.

(2) A record shall be created by the telecommunications
local exchange company (LEC) or in the data base that is
searched, at the time of the reverse search, showing the date
and time, the number searched, the PSAP and, if feasible, the
PSAP agent position from which the reverse search is initi- °
ated. The records shall be retained for at least three years fol-
lowing the search. The record shall be independent of the
PSAP and accessible (o the LEC. Records may be created in
4 PSAP data base and retnieved no less trequently than once
cach normal workday by the LEC if the collection and stor-
age ot the data are reasonably secure trom alteration or dele-
{1on.

{33 No reverse search may be made unless the public
sifety answering point makes a record of the search and the
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