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IN TEE MATTER QF revised Rules
and Regulations for the Government
of Telephone Utilities.

TISCAT, NOTE

This i1s a2 fiscal note issued opursuant to W.Va. Code §829A-3-4,
and §24-1-7 relatin to the Commissien's General Order No.

5, 2
187.89.
I. QRJECTIVES OF THEE RULE

The objective of this rulemaking is to amend the Commission's
Rules and Redulaticns for the Government of Telephone Utilifties.
This rulemzking changes the method o©f determining the appropriate
interest Lo pay on custcmer deposits; changes regulation of customer
ovned public telephones; and regulates Altsrnative Operator Service.

!

I. Cos7vs QF IMPLEMENTING THE PRC2OSED RULE

There will bes no significant implementation cost relating to
tThe amendments To the rule for the State of West Virginia. The cost
to the utilities 1s difficult Lo estimate and remains undetermined.

ITI. TdE EFFECT THIS MEASURT WIILL EAVE ON THE COSTS QR REVENUES OF
STATE COVERNMENT {Information reguired by fiscal notes for
either House of the Legislature.)

If these rules are adopted in thelr entirety and effect on
gross revenues or administrative costs to the Commission will be de
minimus. o '

IV, ECONOMIC IMPACT QF TEE RULE ON THE STATE OR ITS RESIDENTS

The rule will alleow utilities to pay =2 more market based
interest rate on customer deposits. It wiil regulate Alternative
Operator Services and change regulation of customer owned public
telephones. It wilill have minimz2l economic impzct on the State as a
whole.

DATE: Julvy 28, - 1995, AGENCY: Public Sery¥ce Commission

SIGNATUREZ OF AUTHORIZED REPRESENTATIVE: /
Howard M. Cunningham, fixecutive Secry.




SUMMARY OF DAMENDMENTS TQ RULES ADCPTED BY COMMISSION

The amendments to the Commission Rules and Regulations for the

Government of Telephgne WUtilities (Ielephone Rules) change the

method of determining the appropriate interest o pay on customer
deposits; and change the regulation o¢f customer owned public

telephones. The new Telephone Rule regulates Alternative Operzator

Services.
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PUBLIC SERVICE COMMISSION

SERIES 6
RULES AND REGULATIONS FOR THE GOVERNMENT
OF TELEPHONE UTILITIES

§150—-6=1. General.

1.1. Scope —— These rules govern the operation and service of
telephone ntilities subject to the Jjurisdiction of the Public
Service Commission of West Virginia pursuant to West Virginia Code
§24-2-1. - -

1.2, Authority —-- Wesit Virginia Code §24-1-7, §24-2-1, §24-2-

6, §24—-2-8, §24-2C-1, and §24-6-1.
1.3. Filing Date —-- July 28, 1995
1.4. Effective Date —— September 26, 1995

1.5, Policy.

The Public Service Commission of West Virginia and the
regulated telephone companies have a joint responsibility to the
citizens of West Virginia to insure a quality of adequate
communications services that meets the general need requirements of
the public, provides the public with a high degree of reliability
and convenience, and contributes substantially to the overall
economic progress of the State of West Virginia.

To accomplish +this objective, these telephone service
regulations are established which state the objectives needed to
prcvide the best possible telephone service consistent with modern

technology.
1.6. Application.

The telephone service rules promulgated herein shall apply o
all telephone company operations in the State of West Virginia
that are subject to the Jurisdiction of the Commission.

1.6.1. The rules promulgated by the Commission shall
establish reasonable standards to the end that gquality service,
i.e., that which is adegquate and satisfactory, is rendered to the
telephone using public in the transmission of both local and long
distance messages.

1.6.2. If unreascnable hardship to a telephone user or
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telephone subscriber, or to the serving telephone company results
from compliance with any Commission rules, application may be made
to the Commisslon for modification of the rule, or for temporary
exemption from its requirements.

1.6.3. The adoption of these rules by the Commission
preserves the authority of the Commissicn to grant exceptions andg
exemptions to and from its regulations under available procedures.
The definitions contained herein are an integral part of and are.

treated as regulations.

1.6.4. The rules promulgated herein shall in ne way
relleve the telephone company from any of its duties under the laws
of the State of West Virginia or from any other rules or directives
cf the Commission.

1.7. Definitions.

In the interpretaticn of these rules, the following
definitions shall be used, subject to the provisions of each
company’s applicable tariffs.

1.7.1. . "Aggregator! --— AnY person or business entity
whe, in the ordinary course of cperations, mekes telephones (other
than COPTs and pubklic telephcones) available to the public or to
transient users of its premises for intrastate telephone calls
using an operator services provider.

1.7.3=2. "Rutomatic Dialing and Announcing Device" (ADAD)
—— &n item of telecommunications terminal equipment which has the
ability to randomly, sequentially and/or according to a set of
instructions, automatically initiate telephone calls and to, upon
ascertaining that the called line has answered the call, play a

prerecorded message.

1.7.2=3. “Base Rate Area" —— The portion or portions
within each exchange area, as set forth in the telephone utility’s
filed tariff, in which base rate area rates for urban grades of
lines without mileage or zone charges apply. Urban grades of
exchange lines within this area are offered at rates that do not
vary with the distance from the central office or exchange rate

center,

1.7.3<4. "Business Rates" —-- Service is classified and
charged for as business service where the use is primarily or
substantially of a Dbusiness, professional, iInstitutional or
occupational nature, or where a business directory 1listing is
furnished, except as provided 1in each telephone company’s
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applicable tariffs.

l.7.4=3. "Busy Hour" -- The hour having the highest
central offlice traffic leoad.

1.7.5=6. "Busy Season" -- That period of the year during
which the greatest volume of traffic is handled in the central

office,

1.7.8<7. "Calls" -— Customers’ telephone messages
attempted.

1.7.7=8. "Central Office" ~- A switching unit in one (1)
location cf & telephone system which provides service to the
general public, having the necessary eguipment and operating
arrangements for terminating and interconnecting customer lines and
trunks. More than one (1) central office may be located in the

same building.

1.7.8+3.. “Channel” —-- Is an electrical path provided by
the telephone company between two (2) or more points, furnished in
such a manner as the telephone company may elect whether by wire,
radioc or a combination thereof and whether or not by a single
physical facility or route.

1.7.5=10. "Class of Service" -- A description of
telecommunications service furnished to a subscriber which denotes
such characteristics as nature of use (Business or Residence) or
type of rate (Flat Rate or Message Rate). Classes of service are
usually subdivided into classifications, such as individual line,
two (2) party, or four (4) party.

1.7.%6=11, "Classifiication of Service" —-- The number of
parties (main stations) served on a telephone line, such as one (1)
party, two (2) party, four (4) party, etc.

1.7.3<12, "Commission" —-— The Public Service Commission
of West Virginia.

1.7.32<13. "Customer" ~- Any person, firm, partnership,
corporation, municipality, ccoperative, organization, governmental
agency, etc., provided with telecommunications services by the
telephone company.

1.7.14. "Customer Owned Public Telephone' (COPTY" ——
Any telephone instrument, operated by an entity other than a Public

Service Commission certificated local exchange carrier, or
interexchange carrier, which is predominately used by the public

and/or inmates of jalls, prisons, etc., and for which the telephone
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instrument user or called party is normally charged for use of the
instrument,

1.7.23=15. "Customer Trouble Report" -- Any oral or
written report £from a sibscriber or user of telecommunications
service relating to a physical defect or to difficulty or
dissatisfaction with the operation of telecommunications
facilities. One (1) report shall be ccocunted for each oral or
written report received even though it may duplicate a previous
report or merely involve an inquiry concerning progress on a
previous report. Also, a separate report shall be counted for each
telephone or PBX switchboard position reported in trouble when
several items are reported by one (1) customer at the same time,
unless the group of troubles so reported is clearly related to a
common cause.

1.7.%4=16. '"Direct-Inward-Dial-Number" -- A telephcone
number which may be used to directly signal a telecommunications
device connected te a line extending from a facilities
concentrating/switching device or system such as a PBX, key
telephone system (KTS), hybrid PBX/KTS, CENTREX system, etc.

1.7.485=17. "Emergency Number" -- Any telephone number,
including %-1-1, and any 7-digit or 10-digit number which could
access a 9-1-1 line or trunk, which i1s primarily used for the
purpose of reporting emergencies such as fires, the need for law
enforcement, rescue and/or medical assistance, actual or imminent

dlisasters, etc.

1.7.46<18. "Emergency Services Organization" -- Means
the organization established under Article 5 (§§15-5-1 et seq.),
Chapter 15 cof the West Virginia Code, as amended.

1,.7.2%=189. "Emergency Telephone System" -- Means a
telephone system which through normal telephcne service facilities
automatically connects a person dialing the primary emergency
telephone number to an established public agency answering point.

1.7.38=20. *“"Exchange" -— Is a unit established for the
administration of communicaticns service under the provisions of
each telephone company’s applicable tariffs. It consists of one
(1) or more central offices together with associated plant used in
furnishing local service,

1,7.39=21, "Extended Area Service" -— A type of
telephone service furnished under local tariff provisions whereby
subscribers of a given exchange may complete calls to and receive
calls from one (1) or more exchanges without the application of
long distance message telecommunications charges.
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1.7.28=22. "Held Order" -- An application for
establishment of basic exchange service not filled within thirty
(30) days of the date which the prospective customer desires
service.

o 1.7.25=23. "Held Regracde' —-- An application for regrade
of service not filled within thirty (30) days of the date which the
customer desires service.

1.7.22+24. "Individual Line Service" —— A classification
of exchange service which provides that only cne (1) main station
shall be served by the circuit ceonnecting such station with the

central office eguipment.

1.7.23=25. “Intercept Service" -- A service arrangement
provided by the telephone company whereby calls placed to a
disconnected or discontinued telephone number are intercepted and
the calling party informed that the called telephone number has
been disconnected, or discontinued, or changed to another number,
or that calls are being received by another telephone, etc.

1.7.24=26, "Interexchange Trunks® -- A transmission
path, including the conductor or conductors and associated
equipment, connecting two (2) exchanges.

1.7.28=27, "i,ine" =—-—- A general term used in
communication practice in several dlfferent senses, the most
important of which are:

=. The conductor or conductors and supporting or
containing structures extending between subscriber statlions and

central offices.

b. The conductors and circuit apparatus assoclated
with a particular communicatlon channel.

<. Any communication channel between two (2) points
disregarding the method of its derivation.

1.7.28=28. "lLocal Calling Area" -- The entire area
within which are located the stations which a customer may call at
+he local rates and charges applicable in accordance with each

telephone company’s applicable tariffs.

1.7.28-29. “Tocal Exchange Zelephone Carrie;" - A

tele&ommunicatldns utility regqulated by the Public Servicg
Commission of West Virginia which provides dial tone to subscribers
ever local exchanae access lines owned, operated and maintained by

-5




the urility.

1.7.2%30. "Local Exchange Service" -— The service
provided in an entire area within which are located the stations
which a customer may call at local rates and charges applicable in
accordance with each telephone company’s applicable tariffs.

1.7.28-31. "Loecal Message" —— Is a communication between
a calliing station and any other station within the local service
area of the calling station.

1.7.38=32. “"Local Message Charge" -- The charge that
applies for a completed telephone c¢all that is made when the
calling station and the stations to which the connection is
established are both within the same local calling area, and a
local message charge is applicable.

1.7.33%=33. "Local Service Charge" -- The charge for
furnishing facilities to enable a subscriber toc send or receive
telecommunications within the local service calling area.

1.7.32=-34. "Long Distance Service" -- 1Is that of
furnishing facilities for telecommunications between stations in
different local service areas in accordance with the regulations
and schedule of rates specified in each telephone company’s
applicable tarifis.

1.7.33=35. "Main Station" -- A telephone directly
connected to a central office by an individual or party line
circult. 1In the case of PBX Service, each trunk may be considered
a maln station. For Centrex service, trunk equivalents may be used
for determining the number of main stations.

1.7.34=-36. "Message" —— A completed customer telephone
call. - ) -

1.7.28+37. "Message Rate Service" -— A classification of
local service (other than public or semi-public telephone service)
under which a customer pays a certain monthly charge entitling
him/her to use the number of local messages, as specified in each
telephone company’s applicable tariffs.

1.7.36=38. "Message Toll Service" -- Same as long
distance service.
1.7.39=39. "Message Unit" —-— A unit used for billing
message rate services and/or measured opticnal calling plans.
1.7.535+40. "Operator Service Provider" -- A public
_6_
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telecommunications wutility regulated by the Dublic Service
Commission of West Virginia which performs any or all of the
following serviceg, by manual and/or mechanized means, for the

public:

2. Receives and handles "0+ calls.
b. Receives and handles "0-" calls. .
c. Handles, wholly or in part:
A. Credit card calls.
B. Third-number billed calls.
c. Collect (reversal of charges) calls.
d. Provides emergency call routing service.
1.7.38=41. "Qutside Plant” -~ The telephone egquipment

and facilities installed on, along, over, or under streets, alleys,
highways, or on private rights-of-way between the central office
and customers’ locatlions or between central offices.

1.7.39+42. "Party Line Service" -- A classification of
exchange service which provides for a number of main staticns to be
served by the same central office line.

1.7.48+43, "Premises" -- A term used to denote
continuous property occupied by a customer either under lease or
ownership as administered by each telephone company’s applicable
tariffs.

1.7.43=44. "Public Agency" -— Means the State, and any
municipality, county, public district, or public authority which
provides or has authority to provide £ire-fighting, police,
ambulance, medical, rescue cor other emergency services.

1.7.42<45. "Public Safety Unit" --— Means a functional
division of a public agency which provides fire-fighting, police,
medical, rescue or other emergency services.

1.7.43=46. “Public Telephone Service" -- Is a main
station installed at the telephone company’s initlilative, or at its
option, for furnishing service to the general public. It is an

individual line subscriber service usually eqguipped with a coin
coliecting telephone instrument.
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1.7.44=47. “"Regrade" -- An application for a different
class of service.

1.7.48. "Serving Yocal Exchange Carrier" --— The public
Service Commission certificated local exchange carrier teiephone
company_ which provides dial tone and local exchange access to a
customer owned public telephone.

1.7.48549, *8taticn® -—- Is the network control
signalling unit, data set, or other eguipment provided by the
telephone company on the customer’s premises which enables the
customer to establish the communications connections and to effact
communications through such connections.

1.7.46-50. “Subscriber" -- S=e "Customer".

1.7.47.5%, ‘Surcharge”" ~—— Any charge imposed pursuant
to the intrastate calling use of an aggregator’'s facilities which
is not corntained in & current tariff on file with the Public

Service Commission.

1.7.47.52. "Tariff" —— The entire body of rates, tolls,
rentals, charges, classifications, rules and regulations filed with
the Commission by & telephone company.

1.7.48-353, "Telephone Company" -—-- Any person, firm,
partnership, or corporation engaged in the business of furnishing
telephone communications Services to the public under the
jurisdiction of the Public Service Commissicn ¢f West Virginia.

1.7.49+34. "Telephone Solicitation® -— The initiation,
without the called party’s prior express invitation or permission,
of a telephone call to a party Zor the purpose of encouraging that
party to purchase property, goods and/or services or soliciting
donations of money, property, goods and/or services. Telephone
solicitation does not include:

a. Calls made In response to a request or inguiry
by the called party. This includes calls regarding an item that has
been purchased by the called party from the calling company or
organization during a periocd not longer than twelve (12) months
prior to the telephone contact;

b. Calls made for a not-for-profit organization to
its own list of bona fide or active members of the organization;

c. Calls limited to polling or soliciting the
exXpression of ideas, opinions or votes;

-8 -
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d. Contacts with telephone subscribers with whom a
business and/or credit relationship exists; or

e. Calls utilized for relaying messages for private
purposes, including voice messaging services or message delivery
services.

1.7.868=55. "Traffic" -- Telephone call volume, based on
number and duration of messages. '

1.7.85=56., "Zerc Minus (0-) call" -- A zall made bv
the caller dialing the digit 0" and no other digits within five
seconds of dialing the digit "0".

1.7.84=57., "Zerg Plus (C+) gall" — A telephone call
made by the caller dialing the digit "0" and all of the additional
digits hecessary to make the call.

1.8. Uniferm system of accounts.

1.8.1. Under the authority of the West Virginia Code,
Chapter 24, Article 2, Section 8, all local exchange telephone
companies shall maintain a "Uniform System of Accounts", as
promulgated by tThe Federal Communications Commission effective
January 1, 1988, and contained in Part 32 under Title 47 of the
Code of Federal Regulations, as subsequently revised by this
Commission by rule or decision. Interexchange carriers shall
maintain adequate accounting records such that each inter-exchange
carrier will be able to comply with the annual repeorting
requirements of this Commission.

1.8.2. Each telephone company will inform the
Commissien, concurrent with informing the Federal Communications
Commission, of its intention to follow new accounting standards
prescribed by the Financial Accounting Standards Board (or
successor authoritative accounting standard-setting groups).
Changes 1in accounting standards will automatically take effect
ninety (90) days after the telephone company notifies the
Commission, unless the Commission notifies the company to the
contrary.

1.8.3. For the purpose of securing uniformity in the
applications of this system all questions of doubtful
interpretation of accounting rules are to be submitted to the
Commission for consideraticn and decision.

§150=-6-2. Customer relations.

2.1. Customer billing.
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2.1.1. Bills to customers shall be typed or clearly
printed, rendered monthly, and shall contain a listing of all
charges and the pericd of <ime covered by the billing period.
Local service charges for residential and commercial customers
shall be itemized at initiation of service, whenever a change is
made in local service, and once annually. This itemization shall
list separately all items such as extensicns and other items for
which a flat monthly charge 1s made. However, the telephone
company 1s not reguired to itemize changes made in lccal commercial
service for Centrex and large PBX customers.

2.1.2. Statements ltemizing message toll charges, if
applicable, shall be incliuded in bills to customers and shall show
place, date, time, duration, and discount for each such tecll charge
made. The discount may be shown elther as a percentage amount or
as a dollar figure: Provided, it appears in understandable form.
The statement shall further show on which rate schedule the call is
being billed. (Direct Dialed, Operator Handled, Person to Person,

etc.).

2.1.3. Each telephone utility shall transmit by mail to
each of its basic residentizl and business customers a clear and
concise statement of the exlisting rate schedule applicable
generally to residential and business customers.

a. Such written statement shall first be
transmitted by hand or by mall to all such customers upen
application for service; and o

b. to all customers within sixty (60) days ocf a
final order of the Commissicn in a general rate case; and, in any
event,

c. to all customers not less frequently than once
each calendar year.

d. Such written statement may be transmitted
together with the customer’s billing or in such other manner as the
Commission deems appropriate.

2.1.4. Disputed bills —-

In the event of a dispute between the customer and the
telephone company respecting any bill, the telephone company may
require the customer to pay the undisputed portion of the bill and
shall make such investigation as may be appropriate to the
particular case, and report the result thereof to the customer. In
the event the dispute is not reconciled, either party may make
application to the Commission for review and disposition of the

30




matter.
2.1.5. Service interruptions --

When the use of service or facilities furnished by the
telephone company 1s interrupted due to any cause other than the
negligence or willful act of the customer or the failure of the
facilitlies provided by the customer, a pro rata adjustment of the
fixed monthly charges involved will be allowed for the service and
facilities rendered useless and inoperative by reason of the
interruption whenever sald interruption continues for a period of
forty-eight (48) hours or mecre from the time it 1s reported to or
known to exist by the telephone company, except as otherwise
specified in the telephone company’s applicable tariffs. For the
purpose of administering this requlation, every month is considered
to have thirty (30) days.

2.1.6. Payment shall neot be delinguent less than twenty
(20) days after such bill is mailed to the customer.

2.2. Credit considerations.
2.2.1. Establishment of credit --

a. Applicants Zfor service -- Before service is
rendered, an applicant for service, in addition to complying with
all other applicable rules and regulations, may be reguired to
establish satisfactory credit. The applicant shall be notified
promptly of such regquirement to prevent any undue delay in the
furnishing of service. Any applicant who has not established his
credit, as provided under this Rule may be required to pay any
service connection charge and make an advance payment on his/her
account in an amount equal tc one (1) month’s estimated average

total bill for all services before service i1s established. An
advance payment shall not relieve the applicant of his/her
responsibility to establish satisfactory credit. The intent of

this regulaticn is to provide maximum reqguirements for use to
protect revenues from known credit risks and not as a substitute
for reasonable business judgment.

A, In the case of an applicant for residential
service, credit will be deemed established if:

{a) The applicant owns the premises to be
served: Provided, the credit of the applicant is not otherwise
impaired; or

(k) The applicant demonstrates by
appropriate means that his/her credit is acceptable to the
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telephone company. In determining whether the credit of <zhe
applicant is acceptable, the telephone company may reguest the
following information from the applicant and shall consider it:
name of employer, place of employment, length of service, the names
of credit references; or -

() The applicant has been a customer of
a telephone company for a similar type ¢f service within a period
of six (6) consecutive montns preceding the date of application
unless records of such previcus service show that during the last
twelve (12) céisecutive months of that service period, service was
denied cor disconnected for non-payment; or

(d)y The applicant furnishes a guarantor
satisfactory to the telephone company to secure payment of bills
for the service reguested; or

(e) The applicant makes a cash deposit.
Such deposit shall not be more than one-twelfth (1/12) of the
annual estimated charge for the residential service: Provided,
however, That +this rule shall not affect residential customer
security deposits required by a utility prior to the passage of
West Virginia Code §24-3-8 on March 12, 1983.

B. In the case of an applicant for business
service, credit will be deemed established if:

(ay The applicant owns the premises to be
served: Provided, the credit of the applicant is not otherwise
impaired; or

(b) The applicant demonstrates Dby
appropriate means that his/her credit 1s acceptable to the
telephone company. In determining whether the credit of the

applicant is acceptable, the telephone company may request the
following information from the applicant, and shall consider it:
name of the business and the names of i1ts officers or owners; type
of organization, e.g., individually owned business, partnership,
corporation; nature of the product or service provided; length of
time established; other telephone service, present or previous;
banking references and other sources of credit informatioen which
may be quickly and inexpensively contacted by the telephone company
and any other information pertinent to the determination of the
credit standing of the applicant; or

(c) The applicant has been a customer of
a telephone company for a similar type of service within a period
of six (6) consecutive months preceding the date of application
unless records of such previous service show that during the last

-.1_2._
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twelve (IZIiconsecutive months of that service period, service was
denied or disconnected for non-payment, or the applicant had more
than one (1) occasion during such twelve (12) montﬁ'period in which
a bill was nct paid within the period prescribed by the reascnable
regulations of the telephone company on file with the Commission:
Provided, That the average total monthly bill for all services
rendered during such twelve (12) month period was equal to at least
fifty percent (50%) of that estimated as the average total monthly
bill for the service being applied for, and: Provided, further,
That the credit of the applicant is not otherwise impaired; or

(d) The applicant furnishes a guarantor
satisfactory to the telephone company to secure payment of bills
for the service requested; or

(e) The applicant makes a cash deposit to
secure payment of billls for service as prescribed in Rule 2.2.3.

C. The establishment of credit under the
provisions of this Rule, or the re-establishment of credit under
the provisions of Rule 2.2.3. shall not relieve the applicant for
service or customer from compliance with regulaticns of the
telephone company on file with the Commission as teo advance
payments and the payment of bills, and shall not modify any
regulations of the telephone Company in regard to the
discontinuance of service for the non-payment of bills due for
service furnished.

2.2.2. Reestablishment of credit --—

a. Applicant for service - previous custcomer —-- 2An
applicant for service who previously has been a customer of the
telephone company and whose most recent peried of service was
discontinued by the telephone company because of non-payment of
bills, may be required tc reestablish credit in accordance with
Rule 2.2.3. The telephone company may refuse to provide service if
the custeomer still owes a bill for previous service, furnished to
him at the same or another location, regardless of amount owing:
Provided, however, That an applicant for residential service shall
not be denied service for £failure to pay bills for business
service, except where he was the sole owner of or partner in the
business formerly served and responsible for charges incurred in
connection with such business service.

. Current custeomer with service —--

a. A customer who fails to pay bills before
they become past due in accordance with the telephone company’s
standard billing practices, and who further fails to pay such bills
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within the time intervals prescribed by Rule 2.2.6. may be required
to pay such bills and reestablish his credit by depesiting the
amount prescribed in Rule 2.2.3. and, when applicable, a
reconnection charge. However, residential customers shall be
entitled to enter intc a deferred payment plan as described in Rule
2.2.6.2.

B. A customer may be regquired to reestablish
his credit in accordance with Rule 2.2.3. in case the conditions of
service or basis on which credit was originally established have
changed materially. '

2.2.3. Deposits: amount, receipt, interest —-

a. Computation of amounts for non-residential
customers —— The amount of the cash deposit which may be required
to establish credit for non-residential customers shall not be in
excess of one and one-half (i-1/2) the estimated average total
monthly bill for all services, and in the case of seasonal service,
in excess of one-half (1/2) of the estimated charges for <the
service for <the season l1lnvolved. After service has been
established and experience demonstrates that the amount of the
outstanding deposit is not sultable to safeguard the interests of
the telephone company, the telephone company may require an
adjustment to the deposit. In certain services which carry a
termination liability, such a&s PBX installations, the amount of the
deposit shall be determined by the circumstances involved in each

cace.

b. Issuance of deposit receipt -— Concurrently with
receiving a cash deposit, the telephone company shall provide the
applicant for service or customer a receipt showing: the date
thereof; the name and billing address of the applicant or customer
to be served or served; and the amount of the deposit.

c. Interest rate and method of payment - Zhe
h| oA = 2

FA -

The simple interest rate to be paid shall be determined as follows:
The rate which urtilities shall be reguired to pav _shall be the
averadge of the one-vear United States Treasurv Bill rates for
October, November and December of the preceding calendar year. By
Januarvy 15 of each vear, taff of the Commission shall make the
necessary calculations and file with the Commission its
calculations., The Commission will issue an order setting the rate
+o pe paid by the utilities until the next annual Commission order.
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2.2.4. Refund of deposits ——
a. Upon discontinuance of service the telephone
company shall apply the customer’s deposit, including accrued
interest, to the final bill for service. Any amount in excess of

the final charges shall be refunded to the customer promptly. A
transfer of service from one {l) premise to another within the
cervice area of the telephone company shall not be deemed &
discontinuance within the meaning of these Rules.

. . The telephone company shall return the deposit
accrued interest at any time upon reguest, 1f the customer’s credit
nas been otherwise established in accordance with Rules 2.2.1. or
2.2.2. :

c. At the option of the telephone company, a
deposit plus accrued interest may be refunded, in whole or in part,
at any time earlier than the times hereinabove prescribed in this

Rule.

d. Customers with residential service -— After the
customer has paid bills for service for nine (%) (or less at the
company’s discretion) consecutive montns without having had service
denied or disconnected for non-payment, and without having had mcre
than two (2) occasions on which a pill was not paid within the
pericd prescribed by Rule 2.1.6., and provided the credit of
customer is not otherwise impaired, the telephone company shall
refund the deposit plus accrued interest. If the customer has had
service denied or disconnected for non-payment, or has had mere
than two (2) such past due bills during such pericd, the telephone
company shall thereafter review the account every six (6) months
and shall refund the depesit plus accrued interest after the
customer has not had service denied or disconnected for non-
payment, and has not had more than two (2) such past due bills
during the six (6) months pricr Lo any such review: Provided, That

the credit of the customer is not otherwise impaired.

e. Customers with business service —— After the
customer has paid bills for service for twenty—-four (24)
consecutive months without having had service denied or
disconnected for non-payment, and without having more than one (1)
occasion on which a bill was not paid within the period prescribed
by Rule 2.1.6., and: Provided, the credit of the customer is not
otherwise impaired, the telephone company shall refund the deposit
plus accrued interest. If the customer has nhad service denied or
disconnected for non-payment, or has had more than one (1) such
past due bill during such period, the telephone company shall
thereafter review the account every twelve (12) months and shall
refund the deposit plus accrued interest after the customer has not
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had service denied or disconnected for non-payment, and has not had
more than one (1) such past due bill during the twelve (12) months
prior to any such review: Provided, That the credit of <%he
custemer is not otherwise impaired.

£. Upcn the customer’s meeting the provisions above
for refund of deposit, the telephone company shall promptly and
automatically refund the deposit plus accrued interest. A receipt
or production of proof of payment will not be necessary under these
regulations as a conditicn of the deposit refund.

2.2.5. Record of deposit —-— The telepheone company shall
keep a record of each cash deposit until the deposit 1s returned.
The record shall show: the name and current billing address of the
depositor; the amount and date of the deposit; and each transaction
concerning the deposit.

2.2.6. Denial or discontinuance of service --

a, The telephone company may refuse, deny, or
discontinue service, as appropriate, for failure on the part of the
applicant or a customer to establish or reestablish credit in
accordance with these Rules or for non-payment of a delinguent bill
owed to the telephone company £or service furnished. Delinguency
under this provision shall apply to previous or existing service,
whether at the same or another location and also be in accord with
the provisions of Rules 2.2.2. and 2.2.4., and Rule 2.4.3.

b. The telephone company shall give written notice
complying with Form 14-T sent first class mall, address correction
requested, at least ten (10) days prior to the scheduled

termination. At the time notice 1s given, a resldential customer
shall be advised of his rights under Rule 2.2.6.e. Written notice
cshall become invalid thirty (30) days after the date indicated on

the notice Zfor termination. At the time notice is given, a
residential customer shall be advised c¢f his rights under Rule
2.2.6.e. TWritten notice shall become invalid thirty (30) days
after the date indicated on the notice for ~terminaticn. The

telephone company shall also make at least two attempts at personal
notice by telephone at least twenty-four (24) hours prior to
termination. However, the inability of the telephone company teo
perfect personal notice shall not prevent the telephone company
from terminating service. Discontinuance of service will not be
made on a day e vk : : 3

£+ that the business office is closed or on
any dav_immedistely preceding a day on which the business office is
closed. Furthermore, discontinuance of service shall not be made

earlier than 8:00 a.m., nor later than 4:00 p.m.

— ——
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’ . c. If, priecr to termination of service, the
utility receives notice from the customer:

A. that any portion of a bill is in dispute,

B. that he is being charged for service not
rendered,

c. that any information resulting in the
utility’'s decision to terminate is errcneous
r

D. that he 1s unable to pay for such service
in accordance with the requirements of the utllity’s billing and
that termination or service would be especially dangerous to the
nealth or safety of a member of the customer’s household, or

E. that he 1s able to pay for such service but
only in installments, the utility shall provide an opportunity o
the customer for presentation of his complaint to a designated
managerial employee, who is empowered to resolve the dispute. The
hearing shall take place at the business office nearest to the
customer’s residence: Provided, however, That at the cption of the
customer, the hearing may take place by a telephone conference.
The customer shall have seven (7)) days from the date of the
utility’s decision to f£ile an appeal with the Commission. Service
may not be terminated from the date the utility receives notice of
The customer complaint until the expiration of the seven (7) day
appeal period, or during the pendency of an appeal to the
Commission. Any amount not in dispute must be paid by the customer
in order to protect his rights under this rule except as provided
in Rule 2.2.6.e.

d. In the event a customer is back-billed any
amounts, including but not limited to, amounts resulting from
misapplication of a rate in any item normally a part of monthly
local service charges, service shall be denied or discontinued for
failure of the customer to pay such amounts, only if the customer
refuses T negotiate, and subsequently meet payment arrangements
mutually satisfactory to both parties.

e. Any residential customer who has been notified
that telephone service 1s to be terminated for non-payment of bills
shall be given the opportunity to enter into a deferred payment
agreement: Provided, That the customer has demonstrated an ability
to pay but only in installments. The customer shall be informed at
the time a disconnect notice is 1ssued of the option of a
reasonable payment plan. The conditions surrounding the deferred
payment agreement shall be as follows:

_1‘7_.
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A. The detalls o©f the deferred payment
agreement are to be negotiated between the utility and the customer
and may consider several factors, including, but not limited to the
following: amount of the bill; ability of the customer to pay;
payment history; time the debt has been outstanding; reasons wny
the debt has been outstanding; and any octher relevant factors:
Provided, That the agreement reguires payment of the current bill
plus a specific amount per month on the arrearage. A customer’s
line may be put on a toll-restricted service as a part of a
deferred payment agreement.

3. Utilities shall be allowed to collect a
carrying charge of six percent (6%) on any outstanding balance
subject to a deferred payment agreement: Provided, however, That
any utility which charges interest on unpald balances pursuant to
tariff shall be precluded from charging additional interest
pursuant to this Rule.

C. Once a deferred payment agreement has been
established, if the customer’s financial conditions significantly
change and the existing payment works a hardship, the utility shall
renegotiate the payment agreement, consistent with the provisions
of Rule 2.2.6.e.A. However, during any renegotiation period, the
customer must timely pay his current bill and make some payment on
the &rrearage.

D. The deferred payment agreement shall include
language informing the customer of the right to appeal the
reasonableness of the proposed payments to the Public Service
Commission.

E. During the appeal, service may not be
terminated: Provided, however, That the current bill must be
timely pald by the customer in order to protect his rights under
this Rule.

F. If the deferred payment is not received, in
accordance with the terms of the agreement, the utility may
terminate service only after it has malled written notice, by first
class mall, to the customer at least five (3) calendar days,
excluding postal holidays, prior to termination: Provided, That at
the option of the utility, either personal contact or telephone
contact may be substituted for contact by first class mail. If the
customer makes the delinguent payment within that neotice period,
service shall not be terminated.

£f. For the purposes of Rule 2.2.6.¢.D., a customer
is required to provide written certification from a licensed
physician that termination would be especlally dangerous to the
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health or gafety of a member of the customer’s household. Written
certification must be renewed every thirty days, except when a
licensed physician can state, to a reasonable degree of medical
certainty, that the medical coandition which makes termination
especially dangerous is permanent.

g. Cellular telephone companies and inter-exchange
carriers shall be exempt from any reguirements cf Rules 2.2.6.b.,
2,.2.6.c., 2.2.6.e., and 2.z2.6.f.

h. Any telephone company may <ancel, revoke or
limit any calling card issued to a customer at any time it deems
appropriate notwithstanding the other requirements of these Rules.

2.2.7. Service reconnection charge —-— Where service has
peen discontinued pursuant to the terms of the notification
provided for in Rule 2.2.6.D. herein, the telephcone company may
charge and collect the reccnnection charge set out in i1ts tariff.

2.2.8. All statements of accounts shall carry the legend
"This Company is a utility regulated by the Public Service
Commission of West Virginia®". Further, monthly billing statements
shall explain in terms familiar to consumers the elements of all
local service charges.

2.32. Reasons for denying service.

The telephcne company may suspend or terminate the service for
the following reasons:

2.3.1. Non-payment of any sum due for service and not in
bona fide dispute: Provided, That there has been compliance with
Rule 2.2.6.e. for residentlial customers.

2,3.2. Making of nuilsance calls.
2,3.3. Abuse of party line service.

2.3.4. Violation of or non—compliance with Commission
regulations or FCC technical reguirements.

2.3.5. Failure to comply with laws applicable to
telephone service.

2.3.6. Failure to permit the company reasonable access
to company eguipment.

2.4. Insufficient reasocns for denying or discontinuing
service.
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The <followlng shall not constitute sufficient cause for
refusing, denying or discontinuing service to an applicant or
present customer:

2.4.1. Delinguency in payment for service by a previous
occupant of the premises to be served other than a member of the
same househosld.

2.4.2. Failure to pay directory advertising charges,
however, in such case customer’s telephone number may be changed.

~2.4.3. Delinquency in payment for business service shall
not constitute sufficient cause for refusal of residence service or
vice versa except as provided in Rule 2.2.2.a.

2.4.4. When the subscriber is of the age sixty-five (63)
years or older, and such subscriber i1s living alone, denial or
discontinuance of service shall not be made prilor to contact with
a near relative, i.e., son, daughter, niece, or nephew, or
responsible third party. Where the West Virginia Department of
Welfare is a party in interest, they are considered as such third
partcy. This exception shall  also apply to any subscriber
regardless of age, who i1s physically and/or emotionally
incapacitated, and living alcne.

2.5. Complaints and appeals.

2.5.1. The <telephone company shall make a £full and
prompt investigation of all complaints made by its applicants or
customers either directly to it or, upon Commission request, to the
Commission. -

2.5.2. The telephone company shall direct its personnel
engaged in initial contact with an applicant or customer in which
dissatisfaction with the decision or explanation of such personnel
is expressed, to inform him/her of hnis/her right to have the
problem considered and acted upon by supervisory personnel of the
telephone company. The telephone company shall further direct such
supervisory personnel that the applicant or customer be furnished
the address and telephone number of the Utility Complaints Division
of the Public Service Commission of West Virginia to be contacted
for further review of the problem,

2.6. Directories.

2.6.1. Primary telephone directories of all exchanges
shall normally be revised, printed and distributed to customers
once each year listing the name, address and telephone number of
all customers, except public telephones and numbers unlisted at
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2.6.2. Telephone directories shall include listings for
all local service areas for the exchanges in which this directory
is supplied.

2.6.3. The telephone company shall list its customers in
the Directory Assistance Directory necessary for the Directory
Assistance operators to provide the requested telephone numbers
pased on the customers’ names and addresses, within one (1) week of
establishment of service.

2.6.4. Upon issuance, two (2) copies of each directory
shall be furnished to the Commission.

2.6.5. Informatiocn pertaining to emergency calls, such
as for the police and fire departments, shall appear conspicuously
in the front part of directory pages. Alsc the offices of the West
Virginia 8State Police, Sheriff’'s 0Office, and ambulance services
shall be listed.

2.6.6. The directory shall contain such instructions
concerning placing 1local and long distance calls, calls to
Telephone Repair Service and Dilrectory 2Assistance Services, and
location, office hours and telephcne number of telephone company
Business Offices as may be appropriate to the area served by the

directory.

2.6.7. Directory Assistance or intercept operators shall
have access to records of all clistomers’ numbers (except public
telephones and telephone numbers unlisted at the c¢ustomer’s
request) in the area for which they are responsible for furnishing
Directory Assistance Service.

2.6.8., In the event of an error in the listed number of
any customer, the telephone company shall, where practicable,
intercept all calls to the listed number until the next local
directory is issued. In the event of an error or omission in the
name listing of a customer, such custcocmer’'s correct name and
telephone number shall be in the files of the Directory Assistance
or intercept operators and the correct number Efurnished the
calling party eilther upon reguest or intercept.

2.6.9, Whenever any customer’s telephone number is
changed after a directory is published, the telephone company shall
intercept all calls to the former number for a reasonable period of
time and give the calling party the new number: Provided, existing
central office equipment will permit and the customer so desires.
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2.6.10. When additions or changes in plant, records or
operations which will necessitate a large group of number changes
are scheduled, reasonable notice shall be given to all customers so
affected even though the additions or changes may be coincident
with a directory issue. _

2.6.11. TFach directory shall contaln rate schedules by

mileage band for inter and intra state message toll calls. Such
listings shall show the rates for direct dial calls and cperator
handled calls in each applicable time period. In additicon each

directory may contain representative rate schedules for inter and
intra state teoll calls.

2.6.12. Tllustrative service connection and installation
charges for residential service shall be listed in each directory.

2.7. Labeling of station eguipment.

Where the telephone company offers for ocutright sale to the
subscriber items of eguipment or apparatus to be used in
conjunction with telephone service or accessory thereto, it shall
be plainly labeled on the item that this is a product sold by the
company. On such services and/or equipment which are comprised
both of items sold to the customer and items provided by the
telephone company nct for sale and intended to remain property of
the telephone company, such items shell be c¢learly marked for
identification so that the customer can readily identify his/her
purchased property =Ifrom that part of the property which the
telephone company retalns ownership.

§150.6~3. Engineering.

3.1. Construction.

The telecommunications plant shall be designed, constructed,
maintained, and operated in accordance with the provisions as
outlined in <the current National Electric Safety Code or REA

Standard, or such other appropriate regulation as may be
prescribed.

3.2. Inter-exchange trunks.

Inter—-exchange trunks or toll circuits shall be full metallic
or eguivalent (e.g., microwave, carrier, fiber optic or waveguide).

3.3. Grounded.circuits.

Grounded circuits will not be permitted except for signalling
purposes.
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3.4, Selectilve ringing.

In providing new dial central offices, the telephone company
shall provide, as a minimum, full selective ringing on all two (2)
party and four (4) party lines and semi-selective ringing on all
remalning multi-party lines until upgraded.

3.5. Switching service. _

In order to provide and maintain the best possible service for
all. telepnone customers, the telephone company shall not be
required to provide exchange or message toll switching services to
lines that introduce energy into the network at levels of
frequencies that will interfere with other users.

3.6. Emergency operation.

3.6.1. The telephone company shall make reasonable
provisions to meet emergencies resulting from failures of lighting
or power service, sudden and prelenged increases in traffic,
iliness of personnel, or frcom fire, storm, or other acts of God,
and the telephone company shall inform employees as to procedures
to be followed in the event of emergency in order to prevent or
minimize interrupticon or impairment of telephone service.

3.6.2. It 1s essential that all central offices have
some provislon for emérgericy power. In offices without installed
emergency power facilities, there shall be a mobile power unit
available which can be delivered and connected on short notice.

3.6.3. In exXchanges exceeding five thousand (%,000)
lines, a péermanent auxiliary power unit should be installed.

3.6.4, Selective interrupticn of telephone service may
be necessary to insure continuance cof service to essentlial users
during emergency conditions.

3.7. Construction work near utility facilities.

3.7.1. Upon recelpt of written or verbal notification
from the property owner, or from a contractor, of work which may
affect its facilities used for serving the public the telephone
company shall investigate and decide what action, if any, must
reasonably be taken to protect or alter telephone facilities in
order to protect service to the public and to aveoid unnecessary
damage, such as identifying in a suitable manner the location of
any underground facllities which may be affected by the work.

3.7.2. The telephone company shall take such action as
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is reasconably and legally neécessary to protect, remove, alter, or
reconstruct 1ts facilities, and shall perform such work with
reasconable dispatch taking into account the conditicns tc be met:
Provided, That nothing in this Rule shall be deemed to affect any
right which the telephone company may have to require advance
payment or adequate assurance of payment of the reascnable cost
thereof to the telephone company by the property owner or
contractor. -

3.7.3. The telephone company may, in order to protect
its interest, reguire that the owner or contractor perform certain
work upon that part of the service piping or wiring on, or being
removed from, the property on which the work is being performed.
This Rule 1s not intended to affect the responsibility of the
contractor or owner, or the liability cr legal rights of any party.

3.7.4. The telephone company shall provide a listing in
each of its directories advising the public and contractors of an
appropriate office toe call for guidance and directions for
performing excavations, etc., near telephone facilities.
§150-6—-4. Metering, inspections and tests.

4.1, Provisions for testing.
The telephone company shall provide or have access to test
facilities which will enable it to determine the operating and

transmission capabilities of circuit and switching eguipment,
either for routine maintenance or for fault location.

4.2, Meter reading records,

When meters are used in connection with telecommunications
service the meter reading data and related customer records from
which the customer’s bills are prepared shall show:

4.,2,1. 1Identifving number or means to determine readlly
+the customer’s name, address and service classificaticn.

4.2.2., Meter readings.
4.2.3. Date of meter readin
4.2.4. Multiplier or constant, if used.

4.3, Meter reading interval.

As nearly as practicable, meters shall be read at intervals to
correspond to customer billing periecds.
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4.4. Meter and recording equipment test facilities.

4,4.1. The telephone company furnishing telecommuni-
cations service, where local exchange billing is based on the
number and/or duration of messages, shall provide the necessary
facilities, instruments and equipment for testing its metering or
recording eguipment. The telephone company may be exempted from
this reguirement by the Commission: Provided, That satisfactory
arrangements are made for test of 1ts meters and recording
equipment by another telephcone company or approved agency.

4.4.2, The overall accuracy of the test eguipment and
test procedure shall be sufficient to enable test of meters and
recording equipment within the requirements of these Rules.

4.5. Meter and reccrding eguipment reguirements.

All meters and/cr recording devices used to record data and
prepare customers’ bills shall be in gocd mechanical and electrical
condition, shall bke accurately read and shall not involve
approximations. All meters and/or recording devices shall
accurately perform the following:

4.5.1., For message rate service, where timing of length
of message is not involved, the meter and/or recording device shall
show the number of completed messages sent by the station which it
is measuring.

4.5.2. Where a meter 1is associated with the station
making the call, the meter shall accumulate the number of message
units used for these calls.

4.5.3. Where the recording equipment provides coded
information that 1s used tec automatically prepare customer bills,
accurate interpretation of such coded information is required and
must be provided the Commissiocn on regquest.

4.6. Initial test.

Every telephone meter and/or recordlng device shall be tested
for accuracy when released for service, either by the manufacturer,
the telephone company, or an approved organization eguipped for
such testing.

4.7. As-found tests.
All meter and/or recording devices tested in accordance with

these Rules for routine testing for complalnt purposes shall be
tested in their normal operating location and wiring made prior to
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removal or adjustment.
4.8. Routine tests.

The telephone company shall adopt appropriate practices for
the periodic testing and maintenance of its controlling trunk
equipment associated with the meters and/or recording devices to
assure the integrity of their operation.

4.9, Redgquest tests.

Upon request of any customer the telephone company shall make
a test of any meter and/or recording device related to his/her
billing: Provided, such reguest 1s not made more fregquently than
once each six (6) months. B

4.,10. Referee tests.

Any customer, by written application to the Commission, may
have a test of any meter and/or recording device related to his/her
billing, conducted by the telephone company in the presence of a
representative of the Commission: Provided, such application is
not made more frequently than once in six (6) months.

4,11. Test records.

A record of all meter and/or recording equipment tests and
adjustments and data sufficient to allow checking of the results
shall be recorded. Such record shall include: the identifying
number of the meter and/or recording device; its type; the date and
kind of test; and, the results of each test.

§150-6—~5. Records and receipts.
571. Location of records.

Unless otherwise authorized by the Commission, all records
required by these rules shall be kept within the State. Such
records shall be made available to the Commissicon or its authorized
representative at any time upon reguest.

5.2. Preservatlion of records.

All records regquired by these rules shall be preserved for the
period of time specified in the current edition of the Federal
Communicatlions Commission’s records retention schedule, unless
otherwise specified by the Public Service Commission of West

Virginia.
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5.3. Reports.

The telephone company shall submit to +the Commission
appropriate annual reports describing its performance with respect
to the standards of service prescribed herein. All statistics and
measurements will normally be reported on a West Virginia
operations basls and shall be a product of the normal Company’s
measurement techniques. These reports shall be due in the
Commission’s office within forty-five (45) working days after the
end of the periocd to be reported.

As the Company changes or improves its measurement procedures,
the comparative data shall also be changed and the Commission
apprised of the nature of the change colncident with the first
report under the new procedure.

5.4. Report format.

The annual data report to the Public Service Commissiocn shall
follow the format shown on P.S8.C. Form No. T-1.

5.5. Management audits.

5.5.1. Scope -- To establish a procedure for examination
of management practices and policies to determine whether the
entity being audited 1s operating with efficiency and utilizing
sound management practices, The purpose ¢f a management audit is
to disclose coperating areas that are efficient or inefficient, to
identify areas for improvement, and to form recommendations for
changes. The results of a management audit and the response of the
utility to the recommendations and implementation plans developed
pursuant to a management audit may be a factor in determining Jjust
and reasonable rates, as set out herein.

5.5.2. Types of management audits —— The following types
of management audits, which vary in scope, may be directed and
utilized by the Commission:

a. Comprehensive -- An investigation
characterized by an extensive, detalled analysis of a utility’s
management and operations.

b, Reconnalssance —- A broad review, similar
in scope to a comprehensive audit, but in less detail. The
objective of this type of audit is to identify specific areas for
more intensive investigation based upon the magnitude of the
problem identified or the potential benefits to be derived,

c. Focused -- An in-depth investigation of one
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(1) or several specific areas of a utility’s management and
operations. .

5.5.3. Frequency -- The Commission shall order a
management audit of any utility under its jurisdiction whenever the
Commisslon deems it necessary to investigate the operational
efficiency of the utility. Such factors as the cost of the
management audlit and the potential benefits of such audit may be
taken into consideration. The Commission may accept or regquest a
management audit performed under the rules of ancther jurisdiction
in satisfaction of this rule when that audit is of the scope
contemplated by the Commission, c<onforms to the standards herein
set forth and covers the utllity’s service functions in its West
Virginia jurisdiction.

5,5.4, Conduct and controcl --

a. The Commission mayv choose to have the audit
performed by 1its Staff or contracted to a qualified outside
auditing firm. In the latter case, the Commission may supervise
the selection precess. If the management audit is to be conducted
by an auditing firm, the Commission’s order initiating the audit
shall Include provision Zfor the development of the reguest for
proposal (RFP), the consultant selection process and Staff’s
assistance and supervision during the audit.

b. The Commissicn may impose eligibility
restrictions upon contractors relating to past, current, and post-
audit relationships with the utilicy.

c. The utility is expected to cooperate to the
fullest extent with the performer of a Commission ordered
management audit. A responsible employee shall be appointed by the
utility a§ 1ts management audit coordinator, who shall be
responsible to assist in the efficilent performance of the
management audit.

5.5.5., Costs ~— It shall be the responsibility of-
the audited utility to pay for a contracted audit. The Commission
shall include the reasonable cost of conducting the contracted
management audit in the cost of service of the utility. The
Commission may allow such costs to be recovered in the utility’s
next general rate case following completion of the audit, or the
Commission may order such costs to be amortized over a reasonable
period of years, considering the impact of these costs on both the
utility and its customers.

5.5.6. Implementation of recommendations --
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a. Draft report —-

‘ . A. Upon completion of the audit a draft
report shall be submitted tec the utiliiy for comments.

3. The auditor and Company
representatives shall conduct a draft review meeting subsegquent to
the distribution of the draft review report.

b. Tinal report —--

o &, A firnal report shall be submitted to
the Commission no later than thirty (30) days after the submission
of the draft report to the utility.

B. Within thirty (30) days of the final
submission of the managemexnt audit report, the utility shall file
a document detailing its pOS’thﬁ on each audit recommendation.
This document must state which recommendaticns are acceptable to
the utility and the nature of the utility’s disagreement with any

recommendations.

c. The Commission may, after hearing, issue an
order prescribing the recomnendatlons which should be adopted by
the utility.

d. The utility shall. £file detailed
implementation plans for +the Commlission’s review and approval
within the time specified in the Commission’s order prescribing
which recommendations the utility should adopt. The utility shall
not deviate from an approved implementation plan without prior
notice to the Commission which specifically states the utility’s
reasons for departing from the approved plan.

e. At the direction ¢f the Commission, a
follow-up audit may be performed to review the progress of the
utility in implementing the approved plans and the results of
previously performed management audits.

£, - A management audit report and
implementation plan adopted pursuant thereto and any follow-up
audit may be used by parties in a general rate case subseguent to
the management audit. Such audits and implementation plans may be
a factor in the determination of Jjust and reascnable rates if
introduced as an exhiblit and subjected to normal due process

procedures.

g. The Commission may grant an extension of
the time limits established in this Rule upon a showing of good
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cause fcr such extension.
§150-6-6. Standards of quality of service.
6.1, Basic telephone company obligations.

6.1.1. The telephone company shall provide tele-—
communicaticns service to the public in its service area in
accordance with its rules and tariffs on file with the Commission.

6.1.2. The +telephone company shall employ prudent
management and engineering practices, including the employment of
reliable procedures for forecasting future demand for service, to
the end that reasonable margins of Zfacilities and adequate
personnel are avallable to ensure that service will meet the
standards of guality described herein.

6.1.3. The telephone c<ompany has the obligation of
continually reviewing its operations to assure the furnishing of
service in accordance with the standards set forth herein. Studies
shall. be made and records maintalned to the extent and frequency
necessary to determine that sufficient equipment and an adequate
operating force are provided.

6.1.4. The telephone company shall malntain records of
its operations in sufficient detall as is necessary to permit
review of service quality, and such records shall be made avallable
for inspection by the Commission, upen reguest, at any time within
the period prescribed for retenticn of such records.

6.1.5. Where a telephone company 1ls generally cperated
in conjunction with any other enterprise, suitable records shall be
maintained so that the results of the telephone operation may be
determined upon reasonable notice and reguest by the Commission.

6£.1.6. Suitable practices shall be adopted by the
telephone company to ensure that employees are courteous,
considerate, and efficient in the handling of all calls, and comply
with the provisions of all applicable Federal and State laws 1in
maintaining secrecy of communications.

6.1.7. Upon reasonable requests the telephone company
shall provide verification of busy lines.

6.2. 8Service standards.
6§.2.1. Request for new service —--

a. The telephone company shall endeavor to satisfy

_30_




P2

20C3R

Oy

requests for the installation of local exchange service within five
(5) working days after receipt of application. ’

b. Installation intervals beyond five (5) working
days are appropriate in those instances where a later installation
date is reguested by the applicant, where special equipment or
serv;ces are involved, where installation forces are busy restoring
services due to interruption caused by emergency situations, where
materials cannot be obtained through no fault of the company, and
during unusual rush periods caused by seascnal factors or work
stoppage. Normally, the telephone company is expected to complete
at least seventy-five percent (75%) of reguests for new service
within five (5) working days when no special equipment is involved.

c. Whenever, £fcr any reason, the service
installation cannct be made on the day requested by the applicant
or within the prescribed interval, the applicant will be notified
promptly of the delay, the reason therefore, and the approximate
date when the installation will take place.

d. When the regquest for new service requires
construction outside the 3ase Rate Area and is on public right-of-
way, the customer may be required to pay a portion or all of the
costs assoclated with the required construction, However, these
charges are applicable only when the revenue to be received by the
telephone company or the immediate prospect of securing sufficient
additional revenue, or Dboth, deoes not Justify <the necessary
investment.

When the construction for which the telephone company has
made a cash construction charge 1s utilized by the telephone
company for the purpose of serving additional customers or for
supporting other telephone facllities, the telephone company shall
refund a portion or all of the amount charged. Refund periods must
be consistent with that used to justify the necessary investment.
Specific regulations for construction charges and refunds, relating
to construction on public and private right-of-way, shall be
detailed in each telephone company’s tariff,

6.2.2. Meeting commitments -- The telephone company
shall make diligent efforts to complete fully by the promised date
all regular orders for new or additional service, or for changes in
existing services, for which a commitment has been made.
Recognizing the many practical factors, such as the need to employ
installation forces to restore service interruptions caused by
emergency situations, unusual weather conditions or other acts of
God, as well as the need to curtail excessive costs, the
satisfactory level of performance shall be to meet at least ninety
percent (90%) of such commitments. Where the promised date cannot
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be met, the telephone company shall make diligent efforts to inform
the customer of the delay and a new appointment made within a
regsonable time,

6.2.3. Held orders and held regrades --

a. The telephone company shall have as its
objective the satisfaction of reguests for regrades of local .
exchange service inside the Base Rate Area within thirty (30) days
of theé custcomer’s application.

b. During such periods of time as the telephone
company may not be able to provide initial local exchange service
to an applicant or upgrade a customer’s existing service within
thirty (30) days after the date applicant desires service, the
telephone company shall Xeep a record, by exchange, showing the
name and address of each applicant or customer, the date of
application, the desired date for service, the class and grade of
service applied for, together with the reascn for the inability to
provide the new service or higher grade of service.

c. When, because of shortage of £facilities, the
telephone company is unable to provide local exchange service on
dates requested by applicants, first priority shall be given to
furnishing those services which are essential to public health and
safety. - In cases o0f prolonged shortage or other emergency, the
Commission may require establishment of a priority plan subject to
its approval for clearing held orders, and may request periodic
reports concerning the progress being made.

d. Intervals in excess of thirty (30) days are
appropriate in those instances requiring outside plant construction
work or installation of additional central coffice egquipment, or
when subscriber reguests a later date.

e. Whenever, for any reason, the regrade request
cannot be filled on the date requested by the subscriber or within
the prescribed interval, the subscriber will be notified promptly
of the delay, the reason therefore, and the approximate date when
the order will be filled.

6.3. Operator service reguirements.

6.3.1. The telephone company shall provide operator
assistance service twenty-four (24) hours a day for all exchanges.

6.3.2. Adequate forces shall be provided at operator

offices with the objective that at least eighty-five percent (85%)
of toll and assistance calls will be answered within ten (10)
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seconds.

6.3.3. When an operator is notified by a customer that
he/she has reached a wrong number, been cut off, or experienced
pocr transmission, the customer shall be given credit when &the
claim has been substantiated.

6.4. Local dial service regulirements.

6.4.1. The telephone company shall employ adeguate
procedures for assignment of facilities. The assignment record
shall be kept up to date and checked pericdically to determine if
adjustments are necessary to maintain proper balance in all trunk
and eguipment groups. '

6.4.2. Central office capability and eguipment shall be
provided to meet the following reguirements:

a. Dial tone within three (3) seconds on at least
ninety-eight percent (98%) of calls during the average busy season
—-- busy hour period.

b. Complete dialing of called numbers on at least
ninety-eight percent (98%) of calls without encountering equipment
irregularities and overflows.

6.4.3. Where existing central office equipment will
permit, and with +the exception of numbers that are changed
coincident with the issuance of a new directory, intercept service
will be provided by the telephone company in accordance with the
following: intercept services, either operator or mechanical, shall
be provided for non-working and changed numbers until assigned,
reassigned, or no longer listed in the directory where equipment
permits.

6.5. Inter-coffice service requirements.

Engineering and maintenance of the trunks and related
switching components of the toll network shall be such as to permit
a minimum rate of 96% call completion for DDD Calls (incoming
trunks) during the average of cbserved days, con properly dialed
calls that do not encounter called number busy, no answer, or
proper intercept.

6.6. Maintenance requirements.
6.6.1. The telephone company shall adopt and pursue a

maintenance program aimed at preventing service interruptions so as
to achieve reliable and efficient operation of its system.

~33-




*50CER%

. §.6.2. Maintenance shall include keeping all plant and
equipment In & good state of repair consistent with the design
capabllities cf the plant affected, such as:

~a. Broken, damaged, or deteriorated parts which are
no longer serviceable shall be repaired or replaced.

b. Adjustable apparatus and equipment shall be
readjusted as necessary when Iound to be in an unsatisfactory
condition.

c. Electrical faults, such as leakage or poor
insulation, noise induction, c<ross-talk, or pocr transmission
characteristics, shall be corrected to the extent practicable.

6.6.3. Records of variocus tests and inspections shall be
prepared. These records shall show the line or station tested or
inspected, the reason for the test, the general result of the test,
and such corrections as were made when the test indicated need for

same.

6.6.4. The telephone company shall keep a record showing
all interruptions affecting service fo an entire exchange, and any
important portion of the distribution system. This rececrd shall
show the time, duration, extent and cause of the interruption.

6.6.3, When interruptions occur, the telephone company
shall reestablish service with the shortest possible delay. In
general, out-of-service troubles should be cleared within twenty-
four (24) hours of the time such troubles are reported, except when
such service interruptions are caused by emergency situations or
acts of God affecting large numbers of customers.

6.6.6. Whenever the service 1s interrupted for the
purpose of working on the distribution system or central office
egquipment;this work shall be done at a2 time which will cause the
least inconvenience to subscribers, and those who will be most
seriously affected by such lnterruoulon shall, so far as possible,
be notified in advance. - -

6.6.7. Repair service shall be avalilable on weekends and
holidays, as well as weekdays, for telephones reported to be out of

order.

a. Arrangements shall be made to receive customer
trouble reports twenty-four (24) hours daily and to clear trouble
at all hours for customers who express a bona fide emergency need
of service 1f clearing such trouble is consistent with the personal
safety of telephone company persconnel. An emergency shall consist




150C3r4
of an immediate threat to life, limb or property.

b. The telephons company shall provide <the
telephone number to call for repair service, and calls to repalr
service shall be available without toll or unit charges for calls
placed from the exchange in which trouble is experienced.
Arrangements shall also be made to take calls for repair service
without toll or unit charges from any adjoining exchange in cases
where trouble reporting from the adjoining exchange is ccnvenient
to the customer. When trouble is apparently located in the
connecting company, this trouble report shall be referred to the

connecting company.

c. The telephone company shall provide clearly and
list in the directory the telephone number to call the business
office, and calls to the business office ghall be available without
toll or unit charges for calls placed from any exchange to the
business office for that exchange.

6.6.8. The telephone company shall maintain an accurate
recerd of trouble reports made by its customers. This record shall
include appropriate identification of the customer or service
affected, the time, date and nature of the report, the action taken
to dispose of the report or satisfy the complaint, and the date and
time of trouble clearance or cother disposition. This record shall
be available to the Commission or its authorized representatives
upon reguest during usual business hours within the periocd
prescribed for retention of such records.

£.6.9. Service shall be maintained in such a manner that
the average rate of all initisl customer trouble reports for a
report entity does not exceaed seven (7) per one hundred (100)
telephones per month. ,

§.7. Transmission reguirements.

Telephone companies shall furnish and maintain adeguate plant,
equipment and facilities to provide satisfactory transmission of
communications Dbetween customers In their service areas.
Transmission shall be at adeguate volume levels and free of
excessive distortion. Levels of noise and cross-talk shall be such
as not to impalr communications.

6.8. Miscellaneous service reguirements,
6.8.1. In each exchange, at least one (1) public
telephone will be available to the public on a twenty-four (24)

hour basis. This public telephone shall be located in a prominent
location, provided with a directory and lighted at night, 4if
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practicable.

6.8.2. The telephone company shall not connect more
customers on any line than are contemplated under the grade of
service for which the customers on such line are charged.

£.8.3. All coin operated telephones shall by no later
than January 1, 1987, be of such & design that will permit a caller
to initiate calls to long distance operators, directory assistance
operators, and to the emergency telephone answering point (if one
exists in the local area) without first having to insert a coin.
The telephones may be of either the dial-tone- first, or post-pay

design.
$150-6—-7. sSafety.
7.1. 7Protective measures.

7.1.1. The telephons company shall exercise reascnable
care to reduce the hazards to which i1ts employees, its customers,
and the general public may be subjected to by its operations.

7.1.2. The telephcne company shall give reasonable
assistance to the Commission in the investigation of the cause of
accidents, and in the determination of suitable means of preventing
accidents.

§150-6-8. Promotional practices.
8.1. " Declaration of public policy.

In the public interest and pursuant to the powers vested in
it, the Commission declares that any utility in designing and
implementing any promoticnal practice or practices shall consider
what impact, 1f any, such promoticonal practice or practices will
have upon the conservatlon of energy and the efficient use of
utility plant; and the utility shall not implement any practice or
practices which shall have an adverse effect upon conservation, or
which cannot be justified from a rate payer benefit/utility cost
standpoint.

§150-6—9. Local emergency telephone system.
9.1. Creation of emergency telephone systems.
9.1.1. A public agency may establish, consistent with
these rules, an emergency telephone system within its respective

jurisdiction. Nothing herein contained, however, shall be
construed to prohibit or discourage in any way the establishment of
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multi—jurisdict;onal or regional systems, and any system
established may include only a portion of the territory of a public
agency. To the extent feasible, these systems shall be

centralized.

9.1.2. Every system shall provide access ¢ emergency
services organizations, police, fire-fighting, and emergency
medical and ambulance services and may provide access to other
emergency services. The system may also provide access to private
ambulance services. The system may also provide the necessary
mechanical equipment at the established public agency answering
point to allow deaf persons access to the system. In those areas
in which a public safety unit of the State provides emergency
services, the system shall provide access to the public safety
unit.

9.1.3. The number "§-1-1" shall be used as the primary
emergency number whenever practicable. I£f the uss of the number
"g—1-1" iz not practicable, the telephone company or companies
shall make application to this Commissicn in order to use an
alternate emergency telephone number. The Commission encourages
the use of "1-9-1-1" as the alternate emergency telephone number.

9.1.4. The telephone utility in the normal course of
replacing or meking major modifications to its switching eguipment
shall include the capability of providing £Zor the emergency
telephone system and shall bear all costs related thereto. All
charges for other services and facilities provided by the telephone
utility, "including the provision of distributiocn facilities and
station egquipment, shall be paid for by the public agency or public
safety unit in accordance with the applicable tariff rates then in
effect for such services and facilities.

9.2. Establishment of emergency telephone systems.

9.2.1. The telephene utility when establishing a new
wire center or when replacing the switching equipment for any
existing wire center shall insure that the new switching equipment
contains the capability c¢f providing emergency telephone system
services.

9.2.2. The telephcne utility shall design the switching
equipment used in all new wire centers and in the replacement of
existing wire centers to be capable of accessing emergency services
by using the telephone number "9-1-1".

9.2.3. The telephone utility when modifying the existing
switching equipment in any wire center shall configure the
eguipment in a manner that will most easily facilitate the
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implementation of an emergency telephone system in that wire
center, using the telephone number "9-1-1", if practicable.

9.2.4. Under normal circumstances, the telephone utility
shall respond within ninety (90) days to any application for
emergency telephone service made by a public agency, emergency
services organizatlion or public safety unit. This response shall
show the projected cost of the system +to the maker of <the
appllcation and the projected date on which emergency telephone
service can be established. A copy of this response shall be filed
with the Commission.

9.2.5. Under normal circumstances where equipment is
avalilable, the telephone utility shall have as its objective the
satisfaction of all reguests for the establishment of emergency
telephone service within nine (9) months of the date of a firm
order for such service. . Under all circumstances, emergency
telephone service should be established within twenty-four (24)
months of the date of such firm order received by the telephone

utility.

9.2.6. The telephone utility shall report to the
Commission emergency telephene service it is unable to satisfy
within nine (9) months of any application therefor.

9.2.7. The provision of emergency telephone service
shall be made under tarifis approved by this Commission.

9.2.8. In political jurlisdictions served by more than
one (1) telephone utility, the telephone utilities shall cooperate
in establishing an emergency telsephone system. The Utilities
Division c©f this Commission shall, upon reguest, assist in the
coordination of the different telephone utilities, In these

political jurisdictions, the telephone utilities shall have as
their objective the satisfaction of all requests for an emergency
telephone system within nine (9) months of the date a firm order
for such system 1s recelved. Under all circumstances, emergency
telephone service should be established within twenty-four (24)
months of the date of such firm order received by the telephone

utility.

9.2.9. The telephone utilities shall report to the
Commission any regquest for emergency telephone systems involving
more that one (1) utility which cannot be established within one
(1) year of the date a firm order is received.

9.3. Reporting regquirements of the telephone utility.

The telephone utility before establishing any wire center,
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replacing any wire center or making major modifications to any wire
center, shall furnish the Commission plans showing that it has
complied with the reguirements of these rules. "Major
Modifications" 1s hereby defined to be a central office
modification affecting level assignments, thousands levels or
trunking. : -

9.4. 9-1-1 rule regarding telephone directory emergency
numbers pages.

9.4.1. Telephone directories shall list, on the inside
of the directory front cover or on the front page of the directory,
otherwise Xnown as the emergency calling information page, all
emergency service providers accesslible from the exchanges covered
by the directory on a local call and/er 9-1-1 basis: Provided,
That, i1f a 9-1-1 system serves any portion of the area covered by
the directory, the emergency calling information page shall boldly
and prominently display the 9-1-1 telephone number. Furthermore,
all major public agencies such as, municipal police, £ire,
ambulance, sheriff and state police, that are accessible by calling
9-1-1 shall be listed in cleose proximity to the 9-1-1 listing along

with the appropriate agency generic symbols.

9.4.2, Each telephone directory shall have a page
immediately following the emergency calling information page which
shall clearly list the name and seven (7) digit non-emergency
administrative telephone number o¢f each individual emergency
services provider which serves any portion of the area covered by
the telephone directory. Such listings shall be grouped by service
type (e.g., ambulance, fire, law enforcement, rescue, etc.) and the
listings shall be arranged alphabetically within the service type
grouping. Where appropriate, subgrouping by c¢ounty may be done.
The seven (7) digit non-emergency administrative telephone number
cf each 9-1-1 Public Safety Answering Point which serves any
portion of the area covered by the telephone directory shall be
prominently displayed at the top of the page.

9.4.3, Where an entire directory coverage area is not
covered by 9-1-1, the emergency calling information page shall list
the seven (7) digit telephone numbers of all directory coverage
area Public Safety Units not accessible by calling 9-1-1. The
emergency calling information page shall, at least, clearly show
which emergency calls should be made to $-1-1 and which should be
made to other emergency telephone numbers listed on the page.

9.4.4. Additional information regarding emergency
calling, as is beneficial to the public interest, may appear on the
emergency calling information page.
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. 9.4.5. Each and every local exchange telephone carrier
responsible for a telephone directory emergency calling information
page shall submit each emergency calling irnformation page and the
page immediately following to the Public Service Commission for
review, by informally £filing same with the Public Service
Commission’s Telecommunications Section, before said pages are
published. Such submittals shall be sent at least thirty (30)
calendar days prior tc the deadline for making changes.

§150-6-10, Reduced telephone rates for certain low=income
residential customers.

10.1, Tariff filings.

Every telephone utility, except -cooperative telephone
utilities, which provides local exchange dial access line service
within the State of West Virginia subject to regulation by the
Commission shall, within fifteen (15) days of the adoption of this
rule, submit tariff sheets to the Commission for its approval
containing a Tel-assistance Residential Service rate schedule. The
Tel-assistance Residential Service rate schedule shall provide
special reduced rates for certaln low income residential customers
and shall clearly state +the availability of service, the
eligibility conditions, the type of service to be offered, the
restrictions on service, and the applicable rates and charges as
set forth _in the subsequent sectlons of this rule and in West
Virginia Code, Chapter 24, Aarticle 2C. Such tariffs, once
approved, shall not be changed or modified without prior Commission

approval.
10.2. Provision of tel-assistance resldential service.

10.2.1. Tel-assistance service shall be made avallable
only to gualified low income customers who are:

a. either disabled or age sixty (60) or older; and

b. social security supplemental security iIncome
(SSI) benefit recipients, aid to dependent children (AFDC) benefit
recipients, aid to dependent children—-unemployed (AFDC-U) benefit
recipiente, food stamp recipients or whose total household income
is at or below the lncome level established for SSI eligibility.

10.2.2. Tel-assistance residential service shall consist
of an individual, residential local exchange dial access line and

an allowance for usage. "Usage" means the usage-sensitive charges
for all local, extended area service and tell calls provided by the
telephone utility furnishing the tel-assistance service. This

includes all intralLATA toll calls billed by the local exchange
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carrier. This service shall be provided through an individual
measured or message line at the lowest priced service option
avallable. If measured or messaged line service cannot be

provided, the highest grade of multi-party service available (which
shall be deemed to be one (1) party service where no multi-party
service is available) shall be provided at the tel-assistance rate
until measured or message service is available., . No other local
voice telephone service may be provided to the dwelling place of a
tel—-assistance customer, nor may individual line foreign zone or
foreign exchange service be provided.

10.3. Rates and charges.

10.3.1, The monthly tel-assistance rate shall be set
initially by the Commission at the lower of:

a. the lowest priced service available to the
customer at the time of his/her applicaticn, or

b, seven dollars and fifty cents ($7.50).

10.3.2. This rate shall allow the customer two dollars
($2.00) in usage. All usage in excess of two dollars ($2.00) shall
be charged to the customer at the otherwise applicable tariff rate.

10.3.3. The Commission may, upon having set the rate
initially for tel-assistance, change such rate from time to time
upen & Ifinding that it L1s reasonable to do so, and may, in
connection therewith iIncrease or decrease the usage allowance.

106.3.4. A telephone utllity may not impose an .order
processing charge or line charge in changing a customer to or from
tel-assistance service. HZowever, charges for other services

including those for installing service or for moving a customer’s
service from one (1)} dwelling %o another shall be made at the

otherwise applicable tariff rate.
10.4, Utility’'s responsibility upon application.

10.4.1. Telephone utilities required to offer tel-
assistance service shall accept applications for such service from:

a. any current customer; and

b. any person who subsequently becomes a customer.

10.4.2. "Customer" shall mean, for the purpose of this
Rule, the member of the household in whose name telephone service
is provided. 1In determining whether an applicant is eligible to




IZ0C3RE

receive tel-assistance service, a utiliiy is entitled to rely upon
the information provided toc it directly or indirectly by the West
Virginia Department of Human Services pursuant to West Virginia
Code §24-2C-4(c).

10.4.3. Each utlility offering tel-assistance sgervice
shall maintain documentation regarding the resolution of individual
applications. The information contained in said records shall

include names, addresses or other information which adequately
identifies the applicant, the application date, the source of
eligibility, and the date on which tel-assistance service is
approved or denied. .

10.4.4. Any customer who ceases to receive service under
a Tel-assistance Residential Service rate schedule must reapply in
order to recelve such service again.

10.5 Certification of revenue deficiency.

1¢.5.1. On cr before the first day of March of each
year, each utility offering tel-assistance service may make
application to the Commission for a determination and certification
of the revenue deficiency which it has experienced during the
previous calendar year. Subseguently, the Commission will enter an
order certifying the amount of the revenue deficiency.

10.5.2. The utility’s revenue deficlency shall be
calculated as the difference between revenues received from
customers participating in tel-assistance service and the revenues
which would have been received at full tariff rates for the same
service as being provided under tel-assistance.

10.5.3. Applications for determination and certification
of a utility’s revenue deficiency shall be made in the format to be
prescribed by the Commission. All information submitted in this
application shall be verified by the utility to be true and
accurate to the best of its knowledge and information.

10.6. Notice to customers.

The telephone utilities subject to this rule shall adopt
policies for ©providing notice to their customers of the
availability of and advantages of the tel-assistance program.
$150=6-11. Customer owned eein-operated public telephones.

11.1. Certification and Registration regquirements.

11.1.1. Each customer owned eeim—eoperated public
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telephone (COEBET) provider shall be regquired +to obtain a
Commission certificate. No CC&82T shall be entitled to receive
access to local exchange carrier service unless the CCeePT provider
has received certificaticon from the Public Service Commission.
When a CO&8PT provider applies for a certificate the applicant -
shall provide the information contained on 11.1 FORM A.

11.1.2. Each CO&6PT instrument must be registered with
the Public Service Commission prior to being placed into service.
CO&SET providers must file 11.1 FORM B for each COE&82T instrument

it places in service. There shall be an annual non-refundable
twelve dollar ($12.00) fee per instrument, or such amount that the
Commission may establish in the future. In order for a local

exchange carrier to provide network access to a COPT instrument,
the instrument must be registered with the Public Service

Commissicn.

11.2. [ Rates and charges.

11.2.1. Except as otherwise provided in the applicable
tariffs of the local exchange carrier serving the COPT, CO&SpPTs
shall be reguired to subscribe to one (1) party measured (or
message) business service unless such service is not available from
the local exchange carrier serving the CO&eRT.

11.2.2. Where one party measured (or message) business
service i1s not available from the local exchange carrier serving
the COEB8PT, the COsLPT shall subscribe to a one party flat business
rate.

11.2.3. A COG@PT shall charge no more dess—+than—the
Lor any local call than she

1s allowed bv the

lelcable rate ceiling on :ile with the Public Service Commission
(11.1 FORM B). Rate ceilings must be approved by Public Service

Commission order.

11.2.4. Tk = 5z L

eai=+s+ No CQOPT shall charqe, for anv coleeted Lntrastate toll

call, more than fifty cents ($5.50) over what the benchmark toll
carrier {(as determined bv Public Service Commission order) would
charge for a comparable completed intrastate toll call. The
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following shall be prominently vosted on the COPT instrument:
Charges for intrastate leong-distance (toll) calls shall not exceed
5.5C over the rates currently charged by [NAME OF PSC-DESICNATED
DOMINANT TOLL CARRIER] for similar calls.

11.2.4.5. _There shall be no charge for uncompleted

11.3. Operational and maintenance regquirements.

11.3.1. All CO&B2Ts shall comply with generally accepted
telecommunications industry standards, 2ublic Service Commission
Rules and Regulations, applicable local ordinances and the current
National Electric Code and Natlicnal Electrical Safety Code.

11.3.2. CO&82Ts shall be maintained and operated in
accordance with generally a&accepted telecommunications industry
standards and Public Service Commission Rules and Regulations.

11.3.3. CO&8PTs shall be hearing aid compatible as
defined by the Federal Ccmmunications Commission.

el —aealer Each COPT shall be connected to the serving local
exchange carrier’'s public switched telephone network facijlities by
means of its own dedicated, non-switched wvoice grade (or better)
landline circuit, or by means of wireless facillities which provide
{at least) the same grade of service as do voice cgrade landline
facilities, Where a COPT i1s connected to the public telephone
network bv means of wireless facilitiles, the follewing shall be
prominently posted on the COPT instrument: THIS TRELEPHONE USES A4
WIRELESS (RADIODY SIGNAL WHICH MAY RBE SUBJECT TO “ELECTRONIC

EAVESDROPPING.”

11.3.5. A COeoPT user shall be able to pay for completed
calls by using coins, credit card numbers, third number billing

andfor collect calling.
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‘ 11.3.%~6. CO&GETs shall automatically return unused
colns, but need not provide change for over-payment due to use of
colns of greater denomination than required.

11.3.87. A COe8RT shall Dbe capable of receiving
incoming calls without charge to the answering party and be
egulpped with working ringers or eguivalent audibie élgnalling
devices unless the COE0RT is conspicuously marked as being unable
to receive incoming calls.

11.3.8, Calls made to COPTs which disallow incoming
calls shall be automstically intercepted by the serving local
exchange carrier (or another carrier designated by the local
exchange carrier) at no charge to the-calling party. The calling
party shall be informed that he or she has attempted o reach a
public telephone which does not accept incoming calls.,

11.3.9. COce2Ts shall ke equipped with tone signalling.

11.3.10. CC&8PT instruments shall be registered with the
Federal Communications Commission pursuant to the provisions of 47
CFR FPart 68, ’

11.3.11. C0oeePTs shall fully participate in Enhanced =9-
1-1 programs when the CC&SET is located in a service area covered
by an Enhanced &9-1-1 system. '

11.3.12, chept—wsers—shell-boe ahleto—reach—without

eharge—or—use—of-a—esin, Each COPT, except those used primarily by

inmates of prisons, dails, etc. or those COPTs where other
alternative public services are readily available or for good cause
cshown shall allow free access, without the need teo insert a coin,

£
e

a, "0O" Operator

b, "9-1-1"

¢. ‘“Local® directory assistance
d, "800" telephone numbers

11.3.13. 2¥+—-eCalls to “3-1-1" unless the COPT station
(where allowed to do so by Public Service Commission rules or
order) does not permit such calls, shall automatically route to the
9-1-1 center serving the COEBET location. If the TOEOPRT location
is not served by a 9-1-1 center, allowed calls to "9-1-1" shall

route to an "0O-" type operator.
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11.3.%4=14, A non-coin extensicn telephone station may
be connected to a COE8PT line if, for each such extension telephone
station, adeguate circultry is employed at all times in conjunction
with the extension such that the extension station may not be used
to listen to COEGET conversatlons or to in any way interrupt a
COSBPT call in progress.

11.4. Information to be displayed on a COSGPT.

11.4.1. The following information shall be conspicuously
and clearly displayed on each COESET:

a. Operating instructions, including how to place
toll calls, when toll calling is allowed, over the facilities of
the inter-exchange carrier serving the COE6PT’'s location and how to
access_local directory assistance, (except inmate COPTs which do

not allow access to local directory assistance).

= : -

b. Rates for i

Tariows—Services—offored by —the
coeenT~ local call*ng and directions regarding how toc use the COPT

to obtain, without chardge, othner applicable rate information.

c. The party to contact and the telephone number
for refunds and service complaints and language explaining that
this is the party to contact for refunds &nd service complaints.

d. The COEBPT provider’s name, address, telephone
number and the COPT's Public Service Commission registration number.

e. The location of the CCESPT.
11.5, Viclations and penalties.
Unauthorized COLGRT providers and/or COESET providers who are
providing service not in accordance with any of the above

prescribed rules and regulations shall be subject to the penalties
imposed by State law or Commission Rules and Regulations.

-4 6
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§150-6-12. 1Intrastate use of. sutomatic dialing and announcing
devices,
12.1. Local exchange telephone carriers shall regquire that

users of automatic dialing and announcing devices (ADADs) at all
times meet each and every one of the following regquirements.

12.1.1. ADADs may not be used between the hours cf 95:00
p.m. and 9:00 a.m. :

12.1.2. ¥No ADAD may be used for purposes of telephone
solicitation unless the ADAD user has previously registered with
the Public Service Commission as an ADAD user.

12.1.3. ADAD telephone solicitation messages must
contain a preamble identifying the ADAD user, giving the ADAD
user’s telephone number and address, stating the purpose of the
call and informing the called party that he or she is listening to
a prerecorded message.

12.1.4. ADADs must automatically release the called
party’s line within five (3) seconds of the time the ADAD receives
notification that the called party has terminated the call in order
to allow the called party’s line to be used to make or receive
other calls,

12.1.5. ADADs must be programmed to skip emergency
numbers, pager numbers, mopile numbers, cellular numbers, unlisted
numbers, non-published numbers, tell-firee numbers and direct-
inward-dial numbers.

12.1.6. ADADs must, wherever such service is available,
use measured rate telephone service.

12.2. Local exchange telephone carriers shall take reasonable
steps to identify ADAD users who are not in full and strict
compliance with Rules 12.1.1. through 12.1.6., above. When any
violation of any portion of Rules 12.1.1. through 12.1.6., above,
is discovered by a serving lccal exchange telephone carrier or
brought to its attention, the service used by the offending ADAD
equipment shall be discontinued after all Public Service Commission
requirements regarding service discontinuation are met, until che
user of the ADAD equipment can demonstrate that it shall be in
compliance with the previously violated rule or rules. Any initial
violation of Rule 12.1.1. shall result in a warning being issued to
the offender. Any subsequent violation shall result in termination
of service for thirty (30) continucus days.

12.3. Any suspected violation of any portion of Rules 12.1.1.
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through 12.1.6., above, shall be immediately reported to the
Teleccmmunications Sectlon ©of the Public Service Copmissicn’s
Utilities Division.
§11-50—-6-13. Alternative Operator Services.

13.1. Responsibilities of operatcr service providers.

13.1.1. Operator service providers shall reguire their
customers (aggregators) to prominently note, on or near telephone
sets Iin guest rooms, dormitories, hospital rooms, etc. and on
public and semi-public telephone sets, the feollowing information:

a. Name, address and toll-free telephone number of
the operator service preovider providing "0+" service to the
associated telephone line;

b. Notification _that other operator service
providers mav be used by dialing their carrier access code:

S, Complaint procedures and methods for requesting
refunds;

d. Emergency calling information;

e. Dialing instructiong for obtaining rate
information; and

£. 2mount of suyrcharge, 3if any, imposed by the
aggregator.

This regquirement shall also be in effect for guest room,

dormitory, hospital room, public, semi-public, etc., telephone sets

owned by operator service providers.

13.1.2. Operator service provider operators shall, upon

request and without charge, provide rate information to callers.

13.1.3, Operator service providers shall, upon _request and
without charce, instruct callers whe wish to use another carrier to
disconnect and dial the preferred carrier's desicnated access code.

If an operator service provider transfers a caller to his or her
preferred carrier, such transfer shall not cause the originating

billing point to become anvthing other than the actual telephones

exchange from which the caller is calling.

13.1.4. Operator service providers shall clearly identify
themselves to the callers in sufficient time to enable callers to
discontinue their attempt +to complete a call without charge,

48~
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whether the calls are handled on a manual or mechanized basis.

13.1.5. Operator service providers shall reguire, by
contract, that their subscribers not block access tc local exchange
carriers, interexchange carriers or other operator service
providers. In the event that an operator service provider believes
that biocking at a varticular subscriber locaticon is redquired to
prevent fraudulent use of its facilities, *the operator service
provider cap reguest a waiver from_ the Commission *to  permit
blocking at that location. Such reguest will be considered on a
location-by—-location basis, and will be granted onlvy for such time
as ig reguired to eliminate the technical or other problems which
maxe fraudulent use possible. Any walver request should be limited
to a specific location and should include detailed information
concerning the lecation, the number of telephones involved, tha
operator service provider who serves it, the volume of oberator
service calls originating from that location in the most recsant
month for which data is available, the amount of commissions paid
for the traffic, the tvpe of customer bpremise eguipment ("CPE")
used at the location, the changes required +to unbleock the
equipment, the anticipated cost of unblocking, and the fime period
that is expected to elapse before unblocking will occur. If a
walver 1s granted because CPE lacks blocking capability, the waiver
will be limited to +that particular CPE and that particular

= location.

13.1.6. There shall be no charge for anv uncompleted call.

13.1.7. Operator service provider operators shall take

service complaints from callers and promptly forward the complaints
to the appropriate operator service provider personnel for timely

resolution. Operator service providers shall have a topll-free
+telephone number which users may utilize, 24-hours daily, to voice
complaints and make inquiries. Operator service providers shall

retain billing data for each call for a minimum of 180 davs from
the date the call is made.

13.1.8. Bills for cpoerator service provider calls shall be
sent to the callers or to their designees within 60 calendar davs
of the date the calls are made.

12.1.9. Each lgocal exchange carrier shall arrange for

provision of full-time emergency call routing service to every
access line originating in its serving area. Such service may be
provided in a telephone exchange by the local exchange carrier
serving the exchandge or by ancther operator service provider as
designated by the local carrier serving the exchange.

13.1.10. Provision of emergency call routing service shall be

49—
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subject to all of the following reguirements:

a. The provider shall have a ceomplete and current
list of all emergericy service telephone numbers fcor esach telephone
exchange for which emercency__call routing service is offered.
Thege lists s£hall include, but need not be limited to, the
following tvpes Of emergency services inasmuch as these services
are available:

Lccal Police;

i

(93]

Fire:
Ambulance;
Rescue;
Sheriff;
State police;

Poiscon centrel; and

AN A A

Bomb sguad.

b. he caller shall not be charged for the routing
of an emerdency call o the appropriste emergency service provider.

i

C. The operator servige provider operator shall
stay on the call until such time that he or she determines that the
caller has been connected to the proper emergency services
nrovider. : -

d. The service shall be provided on a full-time

basis.

e. Emergency calls made to an operator service
provider on a "0-"_basis shall be immediastely and directly routed
fo the appropriate emerdency service provider or £o the appropriate
"911" public safety answering point. Such emergency calls shali
not be rerouted to ancther operator service provider nor shall the
operator service provider advise the caller ~hat the caller shculd
nang up and trv some other calling method to obtain aid,

13.1.11. An operator service provider shall not receive "0-"
calls from & telephone line unless that operator service provider
has the capability of providing emergency call routing service for
<hat telephone line’s service location.

-50~
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13.1.12. When a caller seeks to charge a call on a telephone
company credit card identifiable as other than that issued by the
operator service provider, the caller shall be informed that the
ocperator service provider’s rates will apoly.

13.1.33. Full ftoll call detail billing shall not be reguired
for opérd&tor service provider bills issued by entities other than
regulated telephone utilities.

13.1.14. No cperateor service provider shall bhe allowed to
bill a caller for anvy surcharges levied by +the business
establishment providing the telephone over which the ocverator
services provider was contacted. Qnly tariffed charges shall be
billed by the operator service provider or the cperator service
provider’s billing entitv.

13.1.15. Fraud Prevention:

a. An operator service provider may not bill an
aggregator for galls which coriginated from the aggregator’s line
through the use of 10XXX+: 10XXX+01l; 950-XXX: or 1-800 access
codes, or when the call originating from that line otherwise
reached an operator position, if the originating line subscribed to
outagoing call screening and the call was placed after the effective

date of the cutgeing gall screening order.

b. An operator service provider may not bill a
call aggredateor for any charces for collect or third number billed
calls, if the line to which the call was billed was subscribed to
incoming call screening and the call was vlaced after the effective
date of the call screening service order.

c. Any calls billed through the local exchange
carrier in wvieolation of Rules 13.1.15.a and 13.1.15.b., above must
be removed from the call aggregator’'s bill by the local exchange
company _upon identification. If investigation by the local
exchange company determines that the pertinent cell screening was
operational when the call was made, the local exchange company may
return the charges for the call to the operator service provider as
not npillable.

d. Any call billed directly by an operator

services provider, or through a billing method other than the local
exchange company, which is billed in viplation ¢f Rules 13.1.15.a.

and 13.1.315.b, above, must be removed from the call aggregator’s
bill. The telecommunications company providing the service mavy
reguest an investigation by the local exchange company. If the
local exchange company, after investigaticn, determines that call
screening was subscribed to bv the call aggregator, but was not
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operational at the time the call was placed, the operator service
provider shall bill the local exchange company for the call.

13.1.16. Operator service providers shell have the ability to
nerform line busv verification and call-in-progress interruption
services or shall, upon recguest for such service and without charge
+0 the caller, transfer the caller to an operator service provider

who can perform such services.

ED. NQOTE: All forms are availlable from the P.S5.C.




P.5.C. FORM NO. T-1

SERVICE STANDARDS

COMPANY REPQRT PERIOD
OBJECTIVE ACTUAL
ITEM RANGE PERFORMANCE
Station Installations, % Completad
Within $ Days 75% or more
Station Commitments,
% Commitments Met S0% or more
Held Orders over 30 Days
Held Regrades Qver 30 Days
Tecll and Assistance Answers, % Within
Ten Seconds (Rule 6.3.2.) 85% or more
Dial-Tone, % Within Three Seconds
(Rule 6.4.2.4.) $8% or more
Local Dial, % Without Egquipment
Irregularities and Overflows
(Rule 8.4.2.h.) 98% or more
DDD Calls (Incoming Trunk),
% Without Blockage and
$6% or more

Failure (Rule 6.85.)}
Initial Trouble Reports per
100 Telephones per Month

{Rule 6.6.9.})

7 or less

i




P.S.C. W.VA. 11-1 FORM A

CERTIFICATE APPLICATION FOR
CUSTOMER OWNED COIN—OCEBEERATED PUBLIC TELEPHONES

. Business Name

[

Business Address

Business Telephcne Number [ )
2. Please list the toll free telephone number and address te use

for complaints and/or refund reguests.

Name

Address

Telephone Number ( )

. 3. Pleace list name, address and telephone number of person to be
contacted by Public Service Commission for regulatery matters.
Name
Address

Telephene Number ¢ )

I certify that I have read Rule 11. of the Public Service
Commission’s Rules and Regulations for the Government of Telephone
Utilities and will comply with all of the requirements of the £6&6%

COPT Rules.,

Signature:

—5m




FP.S.C. W. VA. 11.1 FORM B




P.§.C. W.VA. 11.1 FORM B
Page 1 of 2

REGISTRATION FORM FOR
CUSTOMER OWNED PUBLIC TELEPHONES

A registration form is reguired for each COPT instrument.

THIS FORM MUST BE ACCOMPANIED BY A 212.00 REGISTRATION FEE

{(TYPE CR PRINT CLEARLY AND USE ADDITIONAL PAPER IF NECESSARY)

PUBLIC SERVICE COMMISSION OF W.VA.

CERTIFICATION/REGISTRATION NUMBERS /

TELEPHONE NO. ASSIGNED TQ COPT: /

1. Location of COPT:

2. Type of COPT set:

3. List the service(s) provided by this COPT:

4. List the rate ceiling(s) for local service:

5. COPT SET FCC REGISTRATION NO.

6. HOW WILL THIS COPT DETERMINE THAT AN OUTGOING CALL HAS BEEN

ANSWERED?




—
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P.5.C. W.VA. FORM B
Page 2 of 2

REGISTRATIGN FORM FOR
CUSTOMER QOWNED PUBLIC TELEPHONES

7. WILL INCOMING CALLS BE ALLOWED? YES NO

8. HOW WILL A PERSON USING THIS COPT BE NOTIFIED THAT MORE MONEY
SHOULD BE DEPOSITED?

9. HOW_MANY SECONDS WARNING OF THE NEED FOR MORE MONEY WILL BE
GIVEN BEFORE A CALL IS CUT OFF?2

10. WILL ONE OR MORE EXTENSION TELEPHONE SETS BE USED ON THIS
COPT's ACCESS LINE? YES NO IF YES, HOW MANY?
ALSO, IF YES, WHAT PROVISIONS TO INSURE COPT USER PRIVACY WILL
BE EMPLOYED (BE SPECIFIC)?

11. WHAT TELEPHONE COMPANY PROVIDES LOCAL SERVICE (DIAL TOKRE) TO
WHERE THE COPT WILL BE LOCATED?

12. PLEASE PUT ANY ADDITIONAL INFORMATION BELOW WHICH YOU FEEL WILL

AID THE PSC IN PROPER REGULATION OF THIS COPT:
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P.5.C. W. VA. FORM KRO. 14-T Attachment A
Page 1 of 2

{Insert Company Name Here)

NOTICE OF SCHEDULED TERMINATION
OF SERVICE AND CUSTOMER RIGHTS

We have scheduled vyour service
provided at
for termination on or (address)
after ] B
(date)
This action has been taken for the folleowing reason(s): (Include

reascn and facts resulting in decision to terminate service).

If your service is terminated you may be subject to additional
charges involving reconnect Zees and deposit reguirements in order

to restore service.

YOU HAVE THE RIGHT TO CHALLENGE THE TERMINATION IF YQOU BELIEVE ANY
OF THE FOLLOWING CONDITIONS APPLY TO YOQU:

Any portion of the bill is in dispute

You are being charged Zor service not received
The Information above 1s incerrect

You are able to pay only in installments

Wb

If the reason for your challenge is 1, 2, or 3 above, you will
have to pay any amount not in dispute. If the reason for your
challenge is 4, we will attempt to negotiate a deferred payment

plan with ycu.

YOU MUST NOTIFY US BEFORE THE DATE OF TERMINATION IN ORDER TO
PROTECT YOQOUR RIGHTS UNDER THIS RULE:

(Provide instructions for contacting the appropriate utility
personnel by telephone and mail, including business hours)

IF YOU ARE NOT SATISFIED WITH OUR DECISION AT THIS MEETING, YOU
WILL HAVE SEVEN DAYS IN WHICH TO FILE AN APPEAL WITH THE PUBLIC
SERVICE COMMISSION OF WEST VIRGINIA. You will be required to pay
your current bill while the appeal 1s pending. There i1s no charge
associated with filing an appeal and you may do so without the
assistance of an attorney.
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P.5.C., W.VA. FORM NO. 1l4-T7 Attachment a
Page 2 of 2

To file an appeal with the P3C, vou may call this toll free
telephone number 1-800-642-8544 or wriite to this address:

Utility Appeal

Public Service Commission cf West Virginia
P.O. Box 812

Charleston, West Virginia 25323

If you are in need of assistance to pay your bill you should
contact the following agencies: (List agencies in service area).

If you desire the assistance of a lawyer with regard to the
scheduled termination and are unable to pay for legal counsel,
contact one of the following low income legal assistance
organizations: (List agencles in service area).
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KEN HECHLER
Secretary of State

MARY P. RATLIFF
Deputy Secretary of State

STEFPHEN N, REED

N WILLIAM H. HARRINGTON
REE«EWED Chief of Staff
JUDY COOPER

Qe MAY 10 AM §: 43 Directer, Administrative Law

R FPENNEY BARKER

Deputy Secretary of State - W YA PU JELIC o RY oL S isor, Ci 1
STATE OF WEST VIR rz; 1SS0 spervisen merperatens
CATHERINE FREROTTE ETARY'S OFFICE
Exacutive Assistant SECBREEITAF; OF ST‘: \ - (Plus all the volunteer
uilding 1, Suite 157- hel t
Telepnons: (304) 858 8090 1900 Kananha Blvd., East o g
e ang o008 Charleston, WV 25305-0770 «l
. M=
= KN
TO: Howaxd Cunnincham ;%
=Z o T
AGENCY: _Public Service Commission S= s A
S == 3
FROM: JUDY COQOPER, DIRECTOR, ADMINISTRATIVE LAW DIVISI'{E)E - e
iy L
e faiage

DATE: May 8, 1856

THE ATTACHED RULE FILED BY YOQUR AGENCY HAS BEEN ENTERED INTO OUR
COMPUTER SYSTEM. PLEASE REVIEW, PRCOF AND RETURN IT WITH ANY
CORRECTICNS. IF THERE ARE NO CORRECTICNS, PLEASE SIGN THIS MEMO
AND RETURN IT TO THEIS OFFICE. YOU WILL BE SENT A FINAL, VERSION OF

THE RULE FOR YCUR RECORDS.

PLEASE RETURN EITHER THZ CORRECTED RULE OR THIS FORM WITHIN TEN
{10) WORKING DAYS OF THE DATE YOU RECEIVED THIS REQUEST. CALL IF

YOU HAVE ANY QURESTICNS.
SERIES: _& TITLE: _150 Public Service Commission

THE ATTACHED RULE HAS BEEN REVIEWED AND IS CORRECT.

SIGNED: i N

TITLE OF FERSCN SIGNING:

DATHE: —

IR EEEESFEEE SR AR TR EEREEREEREEREE LS LA SRS N
THE ATTACHED RULE HAS BEEN REVIEWED AND NEEDS CORRECTING. THE
CORRECTIONS N MARKED.
SIGNED.‘% gbfééx—
TITLE QF PERSON SICGNING: I/:mﬁig CQ;AA}SEZ—

DATE: _ 5"'&1_’ - 96 —

NOTE: IF ¥OoU ARE NOT THE PERSON WHQ HANDLES THIS RULE, PLEASE

FORWARD TO THE CORRECT PERSON.




