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. Leg. Rule/Adm. Reg. 24-1
SERIES VI : o

IN THE MATTER OF amendment to Rules 2.02(2)(b);
2.02(8) and 2.03 of the Commission’'s Rules and
Regulaticens for the Covernment of Telephone
Utilities. - e e —_— -

FISCAL NOTE

This is a fiscal note issued pursuant to W.Va. Code §829-a-3-%,
57,8 9, and §24-1-7 relating to the Commission's General Order No.
7.8 . . —_ . . — ' -

I. OBJECTIVES OF THE RULE . o

The objective of this rulemaking is to amend Rules 2.02(Z)(b);
2.02(6) and 2.03 o¢f the Commission's Rules and Regulations for the
Government of Telephone Utilities to provide customers who have been
notified that telephone service is to be terminated an opportunity to
enter into a reasonable deferred payment plan and to prowvide certain
procedural rights. The amendment alsce changes notice reguirements
before termination.

IT. COSTS OF IMPLEMENTING THE PROPOSED RULE

There will be nc significant implementation cost relating to the
amendment *to the rule for the State of West Virginia or for persons
affaected by the amendment. '

III. 'THE EFFECT THIS MEASURE WILL HAVE ON TEE COSTS OR REVENUES oF )
STATE GOVERNMENT (Information required by £iscal notes for

-

either House of the Legislature).

None,

IvV. ECONQMIC IMPACT QF THE RULE CON _THE STATE OR ITS RESIDENTS

The rule will allow residents in economic distress to enter into
reasonable deferred payment plans to pay for arrearages on telephone
bills. It will have minimal economic impact on the state as a whole.

DATE: January 28, 1994 CAGENCY:

SIGNATURE OF AUTHORIZED REPRESENTATIVE:




SUMMARY OF PRCPOSED RULES

The amendments to the rules provide the customer who has been

erminated for nonpayment an
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notified that telephone service is to be

o8

opportunity to enter inte a reascnable eferred payment plan. It
provides for the customer to ke able to appeal the reasonableness of
the plan to _the Public Service Commission, It alsoc reguires
notification before termination in the case a2 payment is not received

on a deferred payment plan. The amendments alsc change the notice

requirements before a utility can terminate servica.
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TIPLE 180
LEGISLATIVE RULE
PURLIC azgvxcz COMMISSION

: SERIES 6
RULES AND REGULRTIONB FOR THE GOVERNMENT
oF TELEPHDEE UHILITIES

§l00-6-1, General,

1.1. Scope. —- These rules govern the operation and sarxvice
of teliephone ulilities subjes¢t to the jurisdivtion of the Dublia
garvice Commission of West  virglnle pursuant to Waest Yirginia
Code §24-2~1. ‘ ;

1.2. Authority -- W.va. Code $§24-1-7, 8§24-2-1, 8§§24 2-6
and 8; §24-2C-1, §24-6-1

1.3, Filing Date., -- March 28, 1394

1.4, Effegtive Da@e. ‘}- sune 26, 1uy34

1.5, rolicy. The Public Service Commission o0f West
Virginia and the regulated telephone companlss have a joint
responsibility to the c¢iltizens of West Virginia to insure a
quality of adaguate c¢ommunications services that meets the
genaeral nesed requirementa of the publie, provides the public with
a nigh degree o¢f reliambility and convenlence, and contributes
suhstantially to ths overall economic progress oOf the State of
Wezt Virginia. ,

To accompligh this cbjective, these telephone service
regulationg are established which state the objectives needed to
provide the bast possible telephone service consistent with
modern technology.

1.6+ Application. The telephone serviee rules promalgated
herein shall apply to all telephonae company operations in the
State of West Virginia that are subject to the jurisdiction of
Lle Commission,

(1) The rules promulgatsed by the Commission ehall
establish reasonable stunddids Lo the end that guality serxvice
1.2., that which ig adequate and satisfacvtury, ls cendezed to the

telephone uging public in the transmission of both luval and 1Dng
distance messages.

(2 if unreasonabla hardship to a telephone user or
telephone subscrlber, or to the serving telephone company results
from compliance with any Commission rules, application may be
made to the Commission for modification of the rule, or for
Lemporary exemptlon from its requirements, |

-i-
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P.5.C.
Leg. Rule /Adm. Reg. 24-1
SERIES VI

TN THE MATTER OF amendment to Rules 2.02(2)(b);
2.02(&) and 2.03 of the Commission's Rules and
Requlations for the Government of Telephone

FISCAL HOTE

This is a fiscal note issued pursuant Lo W.Va. Code §§29-A-2-%,
5?879é and §24-1-7 relating to the Commission's General Order Nz,

I. OBJECTIVES OF THE RULE

The objective of this rulemaking i3 te amend Rules 2.02(2){b);
2.02(%) and 2.03 of the Commission's Rules and Regulationg £or <ne
Government of Telephone Utilities to provide customers who have been
motified that telephone service 1s to be tarminated an cpportunity o
enter inte a reasonable deferred payment plan and to provide certain
procedural rights. The amendment alsc changes notice requirements
before termination.

If. COSTS OF IMPLEMENTING THE PROPOSED RULE

There will be no significant implementation cost relating to the
amandment to. the rule for the State of West Virginia or for perscns
affacted by the amendment.

I111. THE EFFECT THIS MEASURE WILL HAVE ON THE COSTS QR REVENUES CF
STATE GOVERNMENT (Information required by f£fiscal notes for
eirther House of the Legislature).

None.

1. ECONCMIC IMPACT OF THE RULE ON THE STATE COR ITS RESIDENTS

The rule will allow ragidents in. economic dietress to sn=er Into

raasonable deferred payment plans to pay for arrearages on telgphone
hills. It will have minimal economic impact on the state as a wio.ie.

DATE: 3//&8/9 ‘7/ o AGENCY:

SICNATURE OF AUTHORIZED REPRESENTATIVE:
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The amendments %o the rulss provide the ~<nstomer who has been

notified that telepnone service 1s tc e terminated for nonpayment an

cpportunisy to enter into a reascnable deferrad payment plan. I,
provides for the customer Lo e able %o appeal “ha reascnableness of
the plan £to <the Public Service Commission. It also reguires
notificatidn before termination in zthe case 2 payment 13 ncﬁ receivad
on a deferred payment plan. The amendments also change %The nectice

requirements before a utility can terminate servi-s.
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TITLE 150
LEGISLATIVE RULE
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 utilities subject to the jurisdiction of the Public
Service Commissicon cof West Virginia pursuant to West Virginia
Code §24-2-1.

1.2. Authority -- W.Va. Code §24-1-7, §24-2-1, §§24-2-6
and 8; §24-2C-1, §24-6-~1 _

1.3. Filing Date. -~ March 28, 1994

1.4, Effective Date. -- May 27, 1954

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
provide the best possible telephone service consistent with
modern technology. ’

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

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

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

-1-
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(3) The adoption of these rules by the Commission
serves the authority of the Commission to grant exceptions and
exemptions to and from its regulations under available
procedures. The definitions contained herein are an integral
part of and are treated as regulations.

(4) The rules promulgated herein shall iIn no way
relieve the telephone company from any of its duties under the
laws of the State of West Virginia or from any other rules or
directives of this Commission.

1.7. Defirnitions. In the interpretation of these rules,
the following definitions shall be wused, subject to the
provisions of each company's applicable tariffs.

(1) '"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.

(2) "Business Rates" -- Service is classified and
charged for as business service where the use is primarily or
substantially of a business, professional, institutional or

occupational nature, or where a business directory listing 1is
furnished, except as provided in each telephcne company's
applicable tariffs.

(3) "Busy Heour” -- The hour having the highest
central office traffic load. -

(4) "Busy Season" -- That period of the year during
which the greatest volume of traffic is handled in the central
cffice.

(5) "Calls" -= Customers' telephone messages
attempted.

(6) "Central Office" -- A switching unit in one (1)
location of a telephone system which provides service to the
general public, having the necessary egquipment and operating
arrangements for terminating and interconnecting customer lines
and trunks. More than one (1) central office may be located in
the same building.

{(7) "Channel" =-- Ig an electrical path provided by
the telephone company between twe (2) or more pcints, furnished
in such a manner as the telephone company may elect whether by
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wire, radio or a combination therecf and whether or not by a
single physical facility or route.

(8) "Class of Service" - A description of
telecommunications service furnished to a subscriber which
denotes such . characteristics as nature of use (Business cor
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.

(8) "Commission" -- -The Public Service Commission of
West Virginia.

(10) "Customer Trouble Report” -- Any oral or written
report from a subscriber or user of telecommunication service
definitions shall be used, subject to the provisiens of each
company's applicable tariifs. : '

{113 "Cusgstomer Trouble Report™” -- Any oral or
written report from a subscriber or user of telecommunication
service relating to a physical defect or to difficulty or
dissatisfaction with the operation of telecommunication
facilities. One {1) report shall be counted for each oral or
written report received even though it may duplicate a previous
report or merely involve an inguiry c<¢oncerning 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. . ;

{12) "Exchange" - Is a unit established for the
administration of communications service under the provisions cof
each telephone company's applicable tariffs. It consists of one

(1) or more central offices together with associated plant used
in furnishing service.

(13) "Classification 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.

(14) "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.

(13) "Held Regrade" -- An application for regrade of
service not filled within thirty (30) days of the date which the
customer desires service.
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{16) "Individual Line Service” -- A classification
of exchange service which provides that only cne (1) main station
shall be served by the circuit connecting such station with the
central cffice equipment.

{17) "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 number has been
disconnected, or discontinued, or changed to another number, or
that calls are being received by another telephone, etc.

(18) "Interexchange Trunks" -- A transmission path,
including the conductor or conductors and assoclated equipment,
connecting twe (2) exchanges.

(19) "Line" =-- A general term used in communication
practice in several different Senses, the most important cf which
are: ---

(a) The conductor or conductors and supporting or
containing structures extending between subscriber stations and
central offices.

(b) The conductors and circuit apparatus
associated with a particular communication channel.

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

{20) "Local Calling Area" -- The entire area within
which are located the stations which a customer may call at the
local rates ~and charges applicable in accordance with each
telephone company's applicable tariffs.

(21} "Local Exchange Service” -= The service
provided in an entire area within which are located the stations
which a custcomer may call at local rates and charges applicable
in accordance with each telephone company's applicable tariffs.

{22} "Extended Area Service" --- ‘A type cf 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.

(23) "Local Message" -- Is a communication between a
calling station and any other staticn within the local service
area of the caliing station.
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(24) "Local Message Charge" -- The charge that
applies for a completed telephone call that is made when the
calling station and the stations to which the ceonnection is
established are both within the same local calling area, and a
local message c¢harge is applicable.

(25) "Local Service Charge" - The charge for
furnishing facilities to enable a subscriber to send or recelve
telecommunications within the local service calling area.

(26) "Long Distance Service® - Is that ©of
furnishing facilities for telecommunication between stations in
different local service areas in accordance with the regulations
and schedule of rates specified in each telephone company's
applicable tariffs. ) '

{27) "Main Station" -- 2  telephone directly
connected *to a central office by an Iindividual or party line
circuit. In the case of PBX service, each trunk may be
considered a main station. For Centrex service, trunk

equivalents may be used for  determining the number of main
stations.

{28) "Message™ -- A complete customer telephone
call.

{29) "Message Unit" - A unit used for billing
message rate services and/or measured optional calling plans.

{30) "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 to use the number of local messages, as specified
in each telephone company's applicable tariffs.

{31) "Message Toll Service" -- Same as long distance
service.

{32) "Outside Plant” -~ The telephone eguipment and
facilities installed on, along, over, or under streets, alleys,
highways, or on private rights-of-way between the central office
and customer's locations or between central cffices.

{(33) "Party Line Service” -- A classification of
exchange service which provides for a number of main stations to
be served by the same central office line.

(34) "Premises™ -- A term used to denote continuous
property occupied by a customer either under lease or ownership
as administered by each telephcne company's applicable tariffs.




150CSR6

(33} "Public Telephone Service" =-- Is a main station
installed at the telephone company's initiative, or at its
option, for furnishing service to the general public. It is an

individual line subscriber service usually eguipped with a coin
collecting telephone instrument.

(38) "Regrade" -- An application for a different
class of service. ‘ ; _

(37) "Station™ -- -Is the network contrel signalling
unift, 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 effect
communications through such connections.

(38) "Subscriber™ -= See "Customer" as defined in
Section 2, Article 1, Chapter 24 of the West Virginia Code, as
amended.

(39) "Tariff" -- The entire body of rates, tolls,
rentals, charges, classifications, rules and regulations filed
with the Commissicn by a telephone company.

(40) "Telephcne Company" = Any ©person, firm,
partnership, or corporation engaged in the business of furnishing
telephone communication services to the public under the
jurisdiction of the Public Service Commission of West Virginia.

(41} "Traffic" -- Telephone call volume, based on
number and duration cf messages.

(42) "Emergency Telephone System” -- Means a
telephone system which through nermal telephone service
facilities automatically connects a perscn dialing the primary
emergency telephone number to an established public agency

answering point.

(43) "Public Agency" -- Means the State, and any
municipality, county, public district, or public authority which
provides or has authority to provide fire-fighting, policy,
ambulance, medlical, rescue or other emergency services.

(44) "Emergency Services Organization" -- Means the
organization established under Article 5 (§815-3-1 et seq.),
Chapter 15 of the West Virginia Code, as amended.

{45) "Public Safety Unit" -- Means a functional
division of a public agency which provides fire-fighting, policy,
medical, rescue or other emergency services,




150CSR6

(46) "Local Exchange Telephone Carrier” -- A
telephone which provides local exchange service.

{47) "Automatic Dialing and Announcing Device" (ADAD)
-— An item of telecommunications terminal eguipment which has
the ability to randomly, sequentially ##d/or according to a set
of instructicns, automatically initiate telephone calls and to,
upon ascertaining that the called line has answered the call,
play a prerecorded message.

{(48) "Emergency Number" -- Any telephone number,
including 9-1-1, and any 7-digit or 10-digit number which could
access a 9-1-1 Iine or trunk, which is primarily used for the
purpose of reporting emergencies such as fires, the need for law
enforcement, rescue and/or medical assistance, actual or imminent’
disasters, etc.

(49) "Direct-Inward-Dial-Number” -- _ A telephone
number which may be used to directly signal a telecommunications
device <connected to 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.

{50) "Telephone Solicitation™ -- The initiation,
without the called _party’s prior express invitation or
permission, of a telephone call to a party for the purpose of
encouraging that party to purchase property, goods and/or
services or soliciting donations of money, prcperty, goods and/or
services. Telephone solicitation does not include:

{a) Calls made in response to a request or
inquiry by the called party. This includes calls regarding an
item that has been purchased by the called party from the calling
company or organizatlon during a period not longer than twelve
(12) months prior to the telephone contract;

{b) Calls made for a not-for-profit organization
to its own 1list of bona fide or active members of the
organization;

(c) Calls limited teo polling or soliciting the
expression of ideas, opinions or votes;

(4d) Contracts 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. ,
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1.8. Uniform System of Accounts.

(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 the Federal Communications Commission effective
January 1, 1988, and contained in Part 32 under Title 47 of the
Code of Federal Regulations, as subseguently revised by this
Commission by rule or decision. Interexchange carriers shall
maintain adeguate accounting records such that each interexchange
carrier will be able to comply with the annual reporting
requirements of this Commission.

(2) Each telephone company will inform the Commission,
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 in
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.

{(3) For the purpose of securing unifcrmity in the
applications of this system all guestions of doubtful
interpretation o¢f accounting rules are to be submitted to the
Commission for consideration and decision.

§150-6-2. Customer Relations. (Revised 1954)

2.1. Customer billing.

(1) (a) Bills to customers shall be typed or clearly
printed, rendered monthly, and shall contain a listing of all
charges and the period of time 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 extensions and other items for
which a flat monthly charge is made. However, the telephone
company is not required to itemize changes made in local
commercial service for Centrex and large PBX customers.

(b) Statements itemizing message toll charges, if
applicable, shall be included in bills to customers and shall
show place, date, time, duration, and discount for each such toll
charge made. The discount may be shown either as a percentage
amount or as a dollar figure, provided 1t appears in
understandable form. The statement shall further show on which
rate schedule the call is being billed. (Direct, Dialed, Operator
Handled, Ferson to Person, etc.).
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(2) (a) Each telephone utility shall transmit by mail
to each of its basic residential and business customers a clear
and concise statement of the existing rate schedule applicable
generally to residential and business customers.

(k) Such written statement shall first be
transmitted by hand or by mail to all such customers upon
application for service; and

i. teo all customers within sixty (60) days of a
final order of the Commission in a general rate case; and, in any
event,

2. to all custoniers net less frequently than
once each calendar vyear.

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

(3) 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 partiy may make
application to the Commission for review and disposition of the
matter. i .

(4) Service interruptions.

When the use of service cor facilities furnished by the
telephone company is interrupted due to any cause other than the
negligence or willful act of the customer or the failure of the
facilities provided by the custcmer, 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 said interruption continues for a periocd of
forty-eight (48) hours or more from the time it is reported to or
known to exist by the telephone company, except as otherwise
specified in the telephone company's applicable tariffs. For the
purpose c¢f administering this regulation, every month is
considered to have thirty (30) days.

(5) Payment shall not be delinguent less than twenty
{20) days after such bill is mailed to the customer.

2.2. Credit Considerations.




150CSR6

(1) Establishment of credit.

{(a) Applicants for 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 satisfacteory credit. The applicant shall be notified
promptly of such reguirement to prevent any undue delay in the
furnishing of service. Any applicant who has not established his
credit, as provided under this Section, may be reguired to pay
any service account in an amount eqgual to one (1) month's
estimated average total bill for all services before service is
established. An advance payment shall not relieve the applicant
of his responsibility %o establish satisfactory credit. The
intent of this regulation is to provide maximum requirements for
use to protect revenues from known credit risks and not as a
substitute for reasonable business judgment.

1, 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

B. The applicant demonstrates by appropriate
means that his credit is acceptable to the telephone company. In
determining whether the credit c¢£f the 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 c¢f service, the names of credit references; or

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

D. The applicant furnishes a guarantor
satisfactory to the telephone company tc secure payment of bills
for the service requested; 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 utlility prior to the passage of West
Virginia Ccde §24-3-8 on March 12, 1983.

2. In the case of an applicant for business service,
c¢redit will be deemed established if:

._10_
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A. The applicant owns the premises to be served,
provided the credit of the applicant is not otherwise impaired;
or A o

B. The applicant demonstrates by appropriate
means that hig credit is acceptable to the telephone company. In
determining whether the credit cf the applicant is acceptable,
the telephone company may reguest the following information from
the applicant, and shall consider it: Name of the business and
the name of its officers or owners; type of crganization, e.g.,
individually owned business, partnership, corperation; nature of
the product or service provided; length c¢f time established;
other telephone service, present or previcus; bkanking references
and other scurces of credit information which may be guickly and
inexpensively contacted by the telephone company and any other
information pertinent to the determination of the credit standing
of the applicant; oz

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
twelve (12) consecutive 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) month period
in which a bill was not paid within the period prescribed by the
reasonable 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 guarantoer
satisfactory to the telephone company to secure payment of bills
for the service requested; or

E. The applicant mekes a cash deposit toc secure
payment of bills for service as prescribed in Section 2.2,
paragraph (3) of these Standards.

3. The establishment of credit under the provisions of
this Section, or the re-establishment of c¢redit under the
provisions of Section 2.2, paragraph (3) of these standards shall
not relieve the applicant for service or customer from compliance
with regulations of the telephone company on file with the
Commission as to advance payments and the payment of bills, and
shall not modify any reguiations of the telephone company in
regard to the discontinuance of service for the nonpayment of
bills due for service furnished.

_ll_
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(2) Reestablishment of credit.

{(a) Applicant for service - previocus customer -
An applicant for service who previcusly has been a customer of
the telephone company and whose most recent period of service was
discontinued by the telephone company because of nonpayment of
bills, may be reguired to reestablish credit in accordance with
Secticon 2.2, paragraph (3) of these Standards. The telephone
company may refuse to provide service if the customer still owes
a bill for pPrevious service, furnished to him at the same or
another lccation, regardless c¢f amount owing; Provided, however
that an applicant for residential service shall not be denied
service for failure %o pay bills for business service, except
where he was the sole owner of or partner 1in the business
formerly served and responsible for <charges incurred in
connection with such business service.

{b) Current customer with service.

1. 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 within
the time intervals [(PYEs8¢riVed//ByY//Evé//teddldridng//dL//Lhe
FETEPYONE /COMpARY /O /ELLE /WIYH /EVE /Couniiddidny /dpddified /in /dny
NOLIEIGAY IO /YRAY /EBY¥YFIdEd /HLILY /B /EId¢BRLInded /1o7 /AORPEYHEnt
(Yegdrdlgdd /of /WRELRSY /oY /ABL /Eérvide /vdd /didddhLindéd /Ed¥
YorpdyWient)y/ prescribed by Rule 2.2(6) may be required to pay
such bills ¥YA4Erner /WIth /& /¥EdZordblé /Yacorngdtion /£ndrdgé and
reestablish his credit by depositing the amount prescribed in
Section 2.2, paragraph (3) of these Standards and, when
applicable, a reconnection charge. However, residential
customers shall be entitled to enter into a deferred payment plan
as described in 2.2(6)(e).

2. A customer may be recguired to reestablish his credit in
accordance with Section 2.2, paragraph (3) of these Standards in
case the conditions of service or basis on which credit was
originally established have changed materially.

(3) Deposits: amount, receipt, interest.

{a) Computation of amounts for non-residential
customers - The amount of %the cash deposit which may be reqguired
to establish credit for non-residential customers shall not be in
excess of one and one-half (1 1/2) the estimated average total
monthly bill for all services, and in the case of seasonal
service, in excess ¢f cone-half (1/2) of the estimated charges for
the service for the season involved. After service has been
established and experience demonstrates that the amount of the
cutstanding deposit is not suitable to safeguard the interests of
the telephone company, the telephone company may reguire an
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adjustment to the deposit. In certain services which carry a
termination liability, such as PBX installaticns, the amount of
the deposit shall be determined by the circumstances involved in
each case.

(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.

(<) Interest rate and method of payment - The
telephone company shall pay interest at the rate of eight percent
(8%). Simple interest on a deposit shall accrue annually, and,

where a deposit is retained by the Company for more than twelve
(i2) months and not used to offset an outstanding delinquent
bill, interest on that deposit shall be credited to the
customer's bill.

(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 (1) premise to another within the
service area of the telephone company shall not be deemed a
discontinuance within the meaning of these Standards.

{b) The telephone company shall return the
deposit accrued interest at any time upon request, iIf the
customer's credit has been otherwise established in accordance
with Secticons 1 or 2 of these Standards.

{c) At the option o¢f 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 Section.

{d) Customers with residential service - After
the customer has paid bills for service for nine (9) (or less at
the company’'s discretion) consecutive months witheout having had
service denied or disconnected for nonpayment, and without having
had more than two (2) occasions on which a bill was not paid
within the pericd prescribed by Rule 2.1(4), and provided the
credit of customer is not otherwise impaired, the telephone
company shall refund the depcsit pius accrued interest. if the
customer has had service denied or disconnected for nonpayment,
or has had more .than two {2) such past due bills during such
pericd, the telephone company shall thereafter review the account

-._13_.
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every six (6) months and shall refund the deposit plus accrued
interest after +the customer has not had service denied or
disconnected for nonpayment, and has not had more than two (2)
such past due bills during the six (6) months prior to 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 nonpayment, and without having more than one (1)
occasion on which a bill was not paid within the pericd
prescribed by Rule 2.1(4), and provided the credit of the
customer is not otherwise impaired, the telephcne company shall
refund the deposit plus accrued interest. If the customer has
had serwvice denied or disconnected for nonpayment, 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 had service denied or
disconnected for nonpayment, and has not had more than cne (1)
such past due bill during the twelve (12) months prior to any
such review, provided that the credit of the customer is not

otherwise impaired.

(£) Upon the custcmer'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 procf of payment will not be necessary
under these regulations as a condition of the deposit refund.

(5) Record of deposit. The telephone company shall
keep a record of each cash deposit until the deposit is 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.

(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 c¢redit in
accordance with these Standards or for nonpayment of a delinguent
bill owed t6 the telephone company for 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 Section 2.2, paragraphs
(2) and (4), and Section 2.4, paragraph (c), of these Standards.

(b)Y The telephcone company shall give written
notice complyving with Form 14-T sent first c¢lass mail, address
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correctlon requested, at least ten (10) days prior to the

scheduled termination. At the time notice is given, a
residentiagl customer shall be advised of his rights under Rule
2.2(6){e). written notice shall become invalid thirty (30) days

after the date Indicated on the notice for termination. At the
time notice is given, a residential customer shall be advised of
his rights under Rule 2.2(6)(e). Written notice shall become
invalid thirty {20) days after the date indicated on the notice
for termination. The telephone company shall alsco 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 to perfect personal notice shall not prevent
the telephone compan from terminating service. CORLALY /LYé
FUSLOMEY /PLidy 718 /AiE¢orrédt /1o /ddv¥ide /Eneé /Addeonidy /oL /ILE
IXYERLIOR /LD /AIEEDYTELY /8P H1EE /MPPR /EXPIYALIoY /BL /& /epedifiéd
IRLEYYELL//TRE/BAV IS /RAY /B8 / LN/ PEYESN /¥y /LELEPNOAE /EAL L] /X /LN
WEILING/ //8UdER /¥ErBAY /Ad¥ided /vwiIlY /¥é /esntirmgd /I /writings
Discontinuance of service will not be made on a day preceding a
day on which the Business Office is not open to accept payment.
Furthermore, discontinuance of service shall not be made earlier
than 8:00 a.m., nor later than 4:00 p.m.//¢n/&dchH/ddy/

(c) If, prior to termination of service, the utility
receives notice from the customer

(i) that any portion of a bill is in dispute,

{ii) that he is being charged for serwvice not

rendered

{(iii) that any informaticn resulting in the
utility's decision to terminate is erroneous,

(iv) that he is unable %to pay for such service in
accordance with the reguirements o©f the utility's billing and
that termination or service would be especially dangerocus to the
health or safetv of a member of the customer's household, or

(v) that he is able to pay for such_ service but
only in installments, the utility shall provide an oppertunity to
the customer for presentation of his complaint to a designated

The hearing shall take place at the business o¢ffice nearest to

the customer's residence. Provided, however, that at the option
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 file an appeal with the Commission.

Service may not be terminated from the date the utility receives
notice of the customer complaint until the expiraticn of the
seven (7) day appeal period, or during the pendence of an appeal

to the Commission. Any amount not in dispute must be paid by the
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customer in order tco protect his rights under this rule except as
provided in 2.2(6)(e).

(¢d) In the event a customer is backbilled any amounts,
including but net 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 to negotiate, and subseguently meet payment
arrangements mutually satisfactory to both parties.

(e) Any customer who has been notified that telephone
service is 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 abilitvy to pav but
only in lnstallments. The customer shall be informed at the time
a disconnect notice is issued of the option of a reasonable
payment p;an."The conditions surroundlng the deferred payment
agreement shall be as follows:

1. The details of 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 cutstanding; reasons why
the debt has been outstanding: and anv other relevant factors;
provided that the agreement requires payment of the current bill
plus a SpelelC 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.,

2. Utilities shall be allowed to collect a
carrying charge of six percent (6%) on any outstanding balance
subject to a deferred pavment agreement; provided however that
any utility which charges Iinterest on unpaid balances pursuant to
tariff shall be precluded from charging additional interest
pursuant to this rule. i

3. Once a deferred pavment agreement has been
established, if the customer's financial conditions significantly
change and the existing payment works a hardship, the utility
shall renegotiate the pavment agreement, consistent with the
provigions of Rule 2.2(6)Y (&) (1). However during any
renegotiation period, the customer must timely pay his current
bill and make some pavment on the arrearage.

4. The deferred pavment agreement shall include
lanquage informing the customer of the right to appeal the
reasconableness of the ‘proposed pavments to the Publlc Service
Commission.
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5. During the appeal, service may not be
terminated, provided, however, that the current bill must be
timely paid by the customer in order to protect his rights under
this Rule.

6. If the deferred payment is not received, in
accordance with the terms of the agreement, the utility may
terminate service only affer it has mailed written notice, by
first class mail, to the customer at least five (5) calendar
davs, 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 makeg the delinguent pavment within that

notice per;oqphserv;ce shall not be terminated.

(£) For the purpecses o¢f Rule 2.2(6)(c)({(iv), a
customer 1is reguired fto provide written certification from a
licensed physician that termination would be especially dangerous
to the health or. safety 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 condition which makes
termination especially dangerous is permanent.

(g) Cellular . telephone ceompanies and
interexchange carriers shall be exempt from any requirements of
2.2(6)(b), (c) (e) and (£).

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

(7} Service reconnection charge. Where service has
been discontinued pursuant to the terms of the notification
provided for in Section 2.2 paragraph (8) herein, the telephone
company may charge and collect the reconnection charge set ocut in
its tariff.

(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. This provision shall
become effective January 1, 1978.

2.3 Reasons for denying service///THeé/YEIephdre/ ¢onpény /mdy
SUSPENd /S /LErMInAL e/ LNE/ ESY v Idd/ EDY /ENE/ LS IBWING/ FLAEBNRE S
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The telephone company may suspend or terminate the service
for the following reasons:

1. Non-payment of any sum duve for service and not in bona
fide dispute provided that there has been compliance with Rule
2.2(6)(e) for residential customers.

2. Making of nuisance calls.
3. Abuse of party line service.

4, Violation of or non-compliance with Commission
regulations or FCC technical requirements.

5. Failure to domply with laws applicable to telephone
service.

6. Failure ¢to permit the company reascnable access to
company equipment.

2.4. Insufficient reasons for denying or discontinuing
service.

The following shall not c¢onstitute sufficient cause for
refusing, denying or discontinuing service to an applicant or
present. customer:

(1) Delingquency in payment for service by a previous
occupant of the premises to be served other than a member of the
same household.

(2) Failure to pay directory advertising charges,
however, in such case customer's telephcone number may be changed.

{3) Delinguency in payment for business service shall
not constitute sufficient cause for refusal of residence service
or vice wversa except as provided in Section 2.2, paragraph

(2)(a).

(£4) When the subscriber is of the age sixty-five (65)
years or older, and such subscriber is living alone, denial or
discontinuance of service shall not be made prior to contact with
a near relative, 1.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
party. This exception shall also apply to any subscriber
regardless of age, who is physically and/cr emotioconally
incapacitated, and living alone.

2.5, Complaints and appeals.
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(1) The telephone company shall make a full and prompt
investigation ¢f all complaints made by its applicants or
customers either directly to it or, upon Commigssion request, to
the Commission.

(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 of his 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 Cygr¥smer
REIAYiond /Divididr Utility Complaints Division of the Public
Service Commission of West Vvirginia to be contacted for further
review of the problem.

2.6. Directories.

(1) Primary telephone directories of all exchanges
shall normally be revised, printed and distributed to customers
once each year listing the name, address and telephcone number of
all customers, except public telephones and numbers unlisted at
customer's reguest.

(2) Telephone directories shall include listings for
all local service areas for the exchanges in which this directory
is supplied. This provision shall be effective January 1, 1978,

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

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

(3) Information pertaining to emergency calls, such as
for the police and fire departments, shall appear conspicuously
in the front part of directory pages. Also the offices of the
West Virginia State Police, Sheriff's O0Office, and ambulance
services shall be listed.

(6) The directory shall contain such instructions
concerning placing local and long distance calls, calls to
Telephone Repair Service and Directory Assistance services, and
location, office hours and telephone number of telephone company
Business Offices as may be appropriate to the area served by the
directory.
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{(7) Directory Assistance or intercept operators shall
have access to records o¢f all customers numbers (except public
telephones and telephone numbers unlisted at the customer's
request) in the area for which they are responsible for
furnishing Directory Assistance service.

(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 cf an error or omission in the
name 1listing of a custcmer, such customer's correct name and
telephone number shall be in the files of the Directory
Assistance or intercept operators and the correct number
furnished the calling party either upon request or intercept.

(93 Whenever any customer's telephone number is
changed after a directecry 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 egquipment will permit and the
customer so desires.

(10) wWhen additions or changes in plant, records or
operations which will necessitate a large group cf 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.

{11) Each directory shall contain rate schedules by
mileage band for inter and intra state message toll calls. Such
listings shall show the rates for direct dial calls and operator
handled calls in each applicable time pericd. In addition each
directory may contain representative rate schedules for inter and
intra state toll calls. i

(12) Illustrative service connection and installation
charges for residence service shall be listed in each directory.

2.7. Labeling of station equipment.

Where the telephcone company offers for outright sale to the
subscriber items of equipment 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 not for sale and intended to remain property of
the telephone company, such items shall be clearly marked for
identification so that the customer can readily identify his
purchased property from that part of the property which the
telephone company retains ownership.
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150-6~-3. Engineering

3.1, Construction. The telecommunication 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 ftrunks or tell
circuits shall be full metallic or eqguivalent (e.g., microwave,
carrier, fiber optic or waveguide).

3.3. Grounded c¢ircuits. Grounded c¢ircuits will not be
permitted except for signalling purposes.

3.4. Selective 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 remaining multi-party lines
until upgraded.

3.5. Switching service, In order to provide and maintain
the best possible service for all telephone customers, the
telephone company shall not be regquired teo 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.

{1) The telephone company shall - make reasonable
provisions to meet emergencies resulting from failures of
lighting or power service, sudden and prolonged increases in
traffic, illness of personnel, or from fire, storm, or other acts
of God, and the telephone company shall inform employees as to
procedures to be followed in the event cf emergency in crder to
prevent or minimize interruption or impairment of telephone
service. T -

(2) It is essential that all central offices have some
provision for emergency 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) In exchanges exceeding five thousand (5,000)
lines, a permanent auxiliary power unit should be installed.

(4) Selective interruption of telephone service may be

necessary t¢ insure continuance of service to essential users
during emergency conditions.
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3.7. Construction work near utility facilities.

{1} Upon receipt of written or wverbal notification
from the property owner, or from a contractor, of work which may
affect its facilities used for serving the public the telephcne
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 avoid unnecessary
damage, such as identifying in a suitable manner the location of
any underground facilities which may be affected by the work.

{2) The telephone company shall take such action as is
reascnably and legally necessary to protect, remove, alter, or
reconstruct 1its facilities, and shall perferm such work with
reasonable dispatch taking into account the conditions to 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 o©of the reasonable cost
therecf +to the telephone company by the property owner or
contractor. -

{3) The telephone company may, in order to protect its
interest, require 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 is not intended to affect the responsibility of the
contractor or owner, or the liability or legal rights of any
party.

{4) The telephone company shaill provide a listing in
each of its directories advising the public and contractors of an
appropriate office to 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 transmigsion 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 telecommunication service the meter reading data
and related customer records from which the customer's bills are
prepared shall show:

(1) Identifying number or means to determine readily
the customer's name, address and service classification.

(2) Meter readings.
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(3) Date of meter reading.
(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 periods.
4.4. Meter and recording equipment test facilities.

(1) The telephone company furnishing telecommunication
service, where 1local 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 equipment. The telephone company may be exempted from
this regquirement by the Commission, provided that satisfactory
arrangements are made for testing of its meters and recording
equipment by another telephone company or approved agency.

(2) The overall accuracy of the test eguipment and
test procedure shall be sufficient to enable test of meters and
recording eqguipment within the reguirements of these rules.

4.5, Meter and recording eguipment regquirements. All
meters and/or recording devices used to record data and prepare
customers' bills shall be in good mechanical and electrical
condition, shall be accurately read and shall not involve
approximations. All meters and/cr recording devices shall
accurately perform the following: '

(1) For message rate service, where timing of length
of message 1s not involved, the meter and/or recording device
shall show the number of completed messages sent by the station
which it is measuring. -

(2) Wwhere a meter 1is associated with the station
making the call, the meter shall accumulate the number of message
units used for these calls.

(3) Where the recording eguipment provides coded
information that is used to automatically prepare custoemer bills,
accurate interpretation of such coded information is regquired and
must be provided the Commission on request.

4.6, Initial test. Every ifelephone meter and/or recording
device shall be tested for accuracy when released for service,
either by the manufacturer, the telephone company, or an approved
organization egquipped for such testing.

4.7. As-found tests. All meter and/or recording devices
tested in acceordance with these rules for routine testing for
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complaint purposes shall be tested in their normal operating
location and wiring made prior to 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. Request tests. Upon reguest of any customer the
telephone company shall make a test of any meter and/or recording
device related to his billing provided such request is not made
more frequently than once each six (6) months.

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 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 cof all meter and/or recording
equipment tests and adjustments and data sufficient to allow
checking of the results shall be recorded. Such reccord 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.

5.1. Location of records. Unless otherwise authorized by
the Commissiocn, all records required by these rules shall be kept
within the State. Such records shall be made available to the

Commission or its authorized representative at any time wupon
request.

5.2. Preservation of records. All records required by
these rules shall be preserved for the period of time specified
in the current edition of the Federal Communications Commission's
records retention schedule, unless otherwise specified by the
Public Service Commission of West Virginia.

5.3. Reports. The telephone company shall submit to the
Commission appropriate annual reports describkbing its performance
with respect to the standards of service prescribed herein. All
statistics and measurements will normally be reported on a West
Virginia operations basis and shall be a product of the normal
Company's measurement technigues. These reports shall be due in
the Commission's office within forty-five (45) working days after
the end of the period to be reported.
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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 coincident with
the first report under the new procedure.

5.4. Report format. The annual data report te the Public
Sarvice Commission shall follow the format shown on P.S.C. Form
No. T-1,

5.5. Management audits.

{1) Scope. ~ ~-- - To establish a procedure for
examination of management practices and policies to determine
whether the entity being audited is operating with efficiency and
utilizing sound management practices. The purpose of a
management audit is to disclose operating 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 just and reasonable rates, as set out
herein.

(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, detailed analysis of a utility's
management and operations.

(b) Reconnaissance - a broad review, similar in
scope to a comprehensive audit, but in Iless detall. 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 o0f one
(1) or several specific areas of a utility's management and
operations.

(3) Frequency. The Commission shall crder a
management audit of any utility under its jurisdiction whenever
the Commission deems it necessary to investigate the operational
efficiency of the utility. Such factors as the cost of the
management audit and the potential benefits of such audit may be
taken intec consideration. The Commission may accept or regquest a
management audit performed under the rules of anocther
jurisdiction in satisfaction of this rule when that audit is of
the scope contemplated by the Commission, conforms to the
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standards herein set forth and covers the utility's service
functions in its West Virginia jurisdiction.

(4) Conduct and control.

(a) The Commission may choose to have the audit
performed by its Staff or contracted to a qualified outside
auditing firm. In the latter case, the Commission may supervise
the selection process. If the management audit 1is to be

conducted by an auditing firm, the Commission's order initiating
the audit shall include provision for the development of the
request for proposal (RFP), the consultant selection process and
Staff's assistance and supervision during the audit.

(b) The Commission may impose eligibility
restrictions upon contractors relating to past, current, and
post-audit relationships with the utility.

(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 as its management audit coordinator, who shall be
responsible +to assist in the efficient performance of the
management audit. ) ’

(5) Costs. It shall be the responsibility of the
audited utility to pay for a contracted audit. The Commission
shall incliude 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 cover a reasonable
period of years, considering the impact of these costs on both
the utility and its customers.

(6) Implementation of recommendations.
{(a) Draft report.

1. Upon completion of the audit a draft
report shall be submitted to the utility for comments.

2. The auditor and Company representatives
shail «conduct a draft review meeting subsegquent to the
distributicn of the draft review report.

{b) Final report.

1. 2 final report shall be submitted to the
Commission no later than thirty (30) days after the submission of
the draft report to the utility.
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2. within thirty (30) days c¢f the final
submissicn of the management audit report, the utility shall file
a document detailing its position on each audit recommendation.
This document must state which recommendations 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 recommendations which should be adopted by
the utility.

{d) The utility shall file detailed
implementation plans for the Commission'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 apprcved 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 of 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 perfornmed management audits.

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

(g) The Commission may grant an extension of the
time limits established in this sectieon upon a showing of good
cause for such extension.

§150-6-6. Standards of Quality of Service.
6.1. Basic telephone company obligations.

(1Y The telephone company shall provide telephone
communications service to the public in its service area in
accordance with 1its rules and tariffs on file with the
Commissicn.

{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 facilities and adeguate
personnel are available to ensure that service will meet the
standards of quality described herein.
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(3) The telephone company has the obligation of
continually reviewing its operations to assure the furnishing of
service iIn accordance with +the standards set forth herein.
Studies shall be made and records maintained to .the extent and
frequency necessary to determine that sufficient egquipment and an
adequate coperating force are provided.

{4) The telephone company shall maintain records of
its operations in sufficient detail as 1is necessary to permit
review of service gquality, and such records shall be made
available for inspection by the Commission, upon requesi, at any
time within the period prescribed for retention o¢f such records.

(5) Where a telephone company is generally operated 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 request by the Commission.

(6) Suitable practices shall be adopted by the
telephone company to ensure that employees are c¢ourteous,
considerate, and efficient in the handling o©of all calls, and
comply with the provisions of all applicable TFederal and State
laws in maintaining secrecy of communications.

(7) Upon reasonable requests the telephone company
shall provide verification of busy lines.

6.2. BService standards.
{l1) Reguest for new service.

{a) The telephone company shall endeavor to
satisfy requests for the installation o¢f leocal exchange service
within five (5) working days after receipt of application.

(b) Installaticn intervals Dbeyond five (5)
working days are appropriate in those instances where a later
installation date 1is reguested by the applicant, where special
equipment or services 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
seasconal 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 invelved.

(<) Whenever, for any reason, the service

installation cannot be made on the day requested by the applicant
or within the prescribed interval, the applicant will be notified
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promptly ¢£f£ the delay, the reason therefore, and the approximate
date when the installation will take place.

(d) When the request for new service requires
construction outside the Base Rate Area and 1is on public
right-of-way, the customer may be required to pay a portion or
all of the costs associated with the required construction.
However, these charges are appiicable only when the revenue to be
recelved by the telephone company or the immediate prospect of
securing sufficient additional revenue, or both, does not justify
the necessary investment. -

When the construction for which the telephone company
has made a cash construction charge is utilized by the telephone
company for the purpose of serving additional customers or for
supporting other +telephone faclilities, the telephone company

shall refund a portion or all of the amount charged. Refund
periods must be consistent with that used to Jjustify the
necessary investment. Specific regulations . for construction

charges and refunds, relating to construction on public and
private rights-of-way, shall be detailed in each telephone
company's tariff. L

(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 fer 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 (50%) of such commitments. Where the
promised date cannct be met, the telephone company shall make
diligent efforts to inform the customer c¢f the delay and a new
appointment made within a reasonable time.

(3) Held orders and held regrades.

{a) The telephone c¢ompany shall have as its
objective the satisfaction of requests for regrades of local
exchange service inside the Base Rate Area within thirty (30)
days of the customer's application.

(b} During such periods of time as the telephone
company may not be able to provide initial lcocal 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 keep 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
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service applied for, together with the reason 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 reguested by applicants, first priority shall be given to
furnishing those services which are essential to public health
and safety. In cases of prolonged shortage or other emergency,
the Commissicn may reguire 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 reqguiring outside plant
construction work or installation of additional central office
equipment, or when subscriber requests a later date.

(e) Whenever, for -any reason, the regrade reguest
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 fililed.

6.3. Operator service requirements.

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

(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) seconds.

(3) When an operatcor is notified by a customer that he
has reached a wrong number, been cut off, or experienced poor
transmission, the customer shall be given credit when the claim
has been substantiated.

6.4. Local dial service reguirements.

(1) The telephone company shall employ adequate
procedures for assignment of facilities. The assignment record
shall be kept up to date and checked periodically to determine if
adjustments are necessary to maintain proper bkalance in all trunk
and equipment groups.

{2) Central office capability and equipment shall be
provided to meet the following reguirements:
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(a) Dial tone within three (3) seconds on at
least ninety-eight percent (98%) of calls during the average busy
season -- busy hour pericd.

(b) Complete dialing of c¢alled numbers on at
least ninety-eight percent (98%) of calls without encountering
eguipment irregularities and overflows.

{3) Where existing central ocffice 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 ceompany in accordance
with the following: Intercept services, either c¢perator or
mechanical, shall be provided for neon-working and changed numbers
until assigned, reassigned, or no longer listed in the directory
where equipment permits.

6.5. Inter office service requirements. Engineering and
maintenance of the trunk and related switching components of the
toll network shall be such as to permit the following minimum
rates of call completicn, during the average of observed days, on
properly dialed calls that do not encounter called number busy,
no answer, or proper intercepi:

{1) DDD Calls (incoming trunks)....ninety-six percent
{96%).

6.6. Maintenance Requirements.

{1) The telephone company shall adept and pursue a
maintenance program aimed at preventing service interruptions so
as to achieve reliable and efficient operation of its system.

(2) Maintenance shall include keeping all plant and
equipment in a good state of repair consistent with the design
capabilities of 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 found to be in an unsatisfactory
condition.

(c) Electrical faults, such as leakage or poor
insulation, noise induction, c¢rosstalk, or peoor transmission
characteristics, shall be corrected to the extent practicable.

(3) Records of varicus tests and inspections shall be

prepared. These records shall show the line or station tested or
inspected, the reascon for the test, the general result of the
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test, and such corrections as were made when the test indicated
need for same.

{(4) The telephone company shall keep a record showing
all interruptions affecting service tc an entire exchange, and
any important portion of the distribution system. This record

shall show the time, duration, extent and cause o0f the
interruptiocn.

(5) When Ainterruptions occur, the telephone company
shall reéstablish service with the shortest possible delay. In
general, out-cf-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
situatiens or acts of God affecting large numbers of customers.

{6) Whenever the service 1is interrupted for the
purpose of working on the distribution system or central office
equipment, this work shall be done at a time which will cause the
least inconvenience to subscribers, and those whe will be most
seriously affected by such interruption shall, sc far as
possible, be notified in advance.

(7) Repair service shall be available on weekends and
holidays, as well as weekdays, for telephone reported to be out
cf order.

(&) Arrangements shall be made to receilve
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 if clearing such trouble is consistent
with the personal safety of telephone company personnel. An
emergency shall consist of an immediate threat to life, 1iimb, or

prcperty.

(2) The telephcone company shall provide the
telephone number to call for repair service, and calls to repair
service shall be avallable without toll or unit charges feor calls
placed from the exchange in which trouble 1is 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 convenient
to the customer. When trouble is apparently 1located 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 c¢all the
business office, and calls t& the business ¢ffice shall be
available without toll or unit charges for calls placed from any
exchange to the business cffice for that "exchange.
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(8) The telephone company shall maintain an accurate
record of trouble reports made by its customers. This record
shall include appropriate identification of the customer cor
service affected, the time, date and nature of the report, the
action taken to dispese of the report or satisfy the complaint,
and the date and time o©of trouble clearance or other disposition.
This record shall be availlable to the Commission or its
authorized representatives upon request during usual business
hours within the period prescribed for retention of such records.

(9) Service shall be maintained in such a manner that
the average rate of all initial customer trouble repcorts for a
report entity deces not exceed seven (7) per one hundred (100)
telephones per month.

6£.7. Transmission requirements. Telephone companies shall
furnish and maintain adequate plant, equipment and facilities to
provide satisfactory transmission of communications between
customers In their service areas. Transmission shall be at
adequate volume levels and free of excessive distortion. Level
of noise and crosstalk shall be such as not to impair

communications.

6.8. Miscellaneous service requirements.

(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, if practicable.

(2) The telephcne company shall not connect more
customers on any line than are contemplated under the grade of
service for which the customers cn such line are charged.

(3) All cecin operated telephones shall by no later
than January 1, 1987, be cf such a design that will permit a
caller to initiate calls to leng 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 postpay design.

§150-6-7. Safety.
7.1. Protective measures.

(1) The telephone company shall exercise reasonable
care to reduce the hazards to which its employees, its customers,
and the general public may be subjected to by its operations.
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(2) The telephone 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. Declaraticn of public policy. 1In the public interest
and pursuant to the powers vested in it, the Commission declares
that any utility in designing and implementing any promotional
practice or practices shall consider what impact, if any, such
premotional practice or practices will have upon the conservation
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 c¢annot be justified
from a ratepayer benefit/utility cost standpoint.

8$150-6-9. Local Emergency Telephone System.

9.1. Creation of emergency telephone systems.

(1) A pubkblic agency may establish, consistent with
these rules, an emergency telephone system within its respective
jurisdiction. Nothing herein c¢ontained, however, shall be

construed to prohibit or discourage in any way the establishment
of multijurisdiction or regional systens, and any system
established may include only a portion of the territory cf a
public agency. To the extent feasible, these systems shall be
centralized.

(2) Every system shall provide access to emergency
services organizations, police, fire-fighting, and emergency
medical and ambulance services and may provide access to other
emergency services. The system may als¢c 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.

(3) The number "9-1-1" shall be used as the primary
emergency number whenever practicable. If the use of the number
"9-~1-1" 1is not practicable, the telephone company or companies
shall make application to this Commission 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.

(4) The telephone utility 4in the normal course of

replacing or making major modifications to its switching
equipment shall include the capability of providing for the
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emergency telephone system and shall bear all costs related
thereteo. All charges for other services and facilities provided
by the telephone utility, including the provision of distribution
facilities and station eguipment, 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 fagilities.

9.2. Establishment of emergency telephone systems.

(1) The telephone utility when establishing 2 new wire
center or when replacing the switching equipment for any existing
wire center shall insure that the new switching equipment
contains the capability of providing emergency telephone system
services.

(2) The telephone utility shall design the switching
egquipment used in all new wire centers and in the replacement of
exigting wire <centers to be capable of accessing emergency
services by using the telephone number "§-1-1". _

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

(4) Under normal circumstances, the telephone utility
shall respond within ninety (8%0) days to any application for
emergency telephone service made by a public agency, emergency
services organization or public safety unit. This response shall
show the projected cost o©of the system to the maker of the
application and the projected date on which emergency telephone
service can be established. A copy of this response shall be
filed with the Commission.

(5) Under normal circumstances where eguipment 1is
available, the telephone utility shall have as its objective the
satisfaction of all requests 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.

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

(7) The provision of emergency telephone service shall
be made under tariffs approved by this Commission.
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(8) In peolitical jurisdictions served by more than one
(1) telephone utility, the telephone utilities shall cocperate in
establishing an emergency telephone system. The Engineering
Division of this Commission shall, upon request, assist in the
coordination of the different telephone utilities. In these

political jurisdictions the telephone utilities shall have as
their objective the satisfactlion of all requests for an emergency
telephone system within nine (9) months of the date a firm order
for such system is received. 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) The telephone utilities shall report to the
Commission any request 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 reguirements of the telepheone utility. The
telephone utility before establishing any wire center, replacing
any wire center or making major modifications to any wire center,
shall furnish the Commission plans showing that it has ceomplied
with the requirements of these rules. "Major Modifications" is
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
numpers pages.

{l) Telephone directories shall list, on the inside of
the directory front cover or on the front page of the directory,
otherwise known as the emergency calling information page, all
emergency service providers accessible frocm the exchanges covered
by the directory on a local call and/or 9-1-1 basis; Provided,
that, if a 8-1-1 system serves any portion of the area covered by
the directory, the emergency calling information page shall
boldly and prominently display the 89-1-1 telephone number.
Furthermore, all major public agencies such as, municipal police,
fire, ambulance, sheriff and state police, that are accessible by
calling 9-1-1 shall be listed in close proximity to the 9-1i-1
listing along with the appropriate agency generic symbols.

(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 of each individual
emergency services provider which serves any portion c¢f the area
covered by the telephone directory. Such 1listings 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
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by county may be done. The seven (7} diget non-emergency
administrative telephcne number of 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.

(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 neot accessible by calling
9-1-1. The emergency calling information page shall, at least,
clearly show which emergency calls should be made to 9-1-1 and
which should be made to other emergency telephone numbers listed
on the page. -

{4) Additional information regarding energency
calling, as is bkeneficial to the public interest, may appear on
the emergency calling information page.

{5) Each and every local exchange telephone carrier
responsible for a telephone directory emergency calling
information page shall submit each emergency calling information
page and the page immediately following to the Public Service
Commission for review, by informally Ifiling same with the Public
Service Commission's Telecommunicaticns Section, bkefore said
pages are published. Such submittals shall be sent at least
thirty (30) calendar days prior to the deadline for making
changes.

§150-6-10. Reduced Telephone Rates for Certain Low-Income
Residential Customers.

1¢.0. Intrastate use of automatic dialing and announcing
devices.

{l) Local exchange telephone carriers shall require
that users of automatic dialing and announcing devices (ADADs) at
all times meet each and every one of the following reguirements.

(a) ADADs may not be used the hours of 9:00 p.m.
and 9:00 a.m.

{b) 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.

(¢) ADAD telephone solicitation messages must
contain a preamble identifying the ADAD user, giving the ADAD
user's telephone number and address, starting the purpose of the
call and informing the called party that he or she is listening
to a prerecorded message.
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(d) ADADs must automatically release the called
party's line within five (5) 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.

(e) ADADs must be programmed to skip emergency
numbers, pager numbers, mcbile numbers, cellular numbers,
unlisted numbers, non-published numbers, toll-free numbers and
direct-inward-dial numbers.

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

(2) Local exchange telephone carriers shall take
reasonable steps to identify ADAD users who are not in full and
strict compliance with Rules 1(a) through 1(f}, above. When any
violation of any portion of Rule 1{(b) through 1{(f), akove, is
discovered by a serving 1local exchange telephone carrier or
brought to its attention, the service used by the offending ADAD
equipment shall be discontinued after all Public Service
Commission regquirements regarding service discontinuation are
met, until the user of the ADAD eguipment can demonstrate that it
shall be 1Iin compliance with the previously violated rule or
rules. aAny initial wviolation of Rule 1(a) shall result in a
warning being issued to the offender. Any subsequent violation
shall result in termination of service for thirty (30) continuous
days.

(3) Any suspected violation of any portion of Rules
l1{a) through 1(f) above, shall be immediately reported to the
Telecommunications Section of the Public Service Commission's
Utilities Division.

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 (13} 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 certain 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 subseqguent sections of this rule
and in West Virginia Code, Chapter 24, Article 2C. Such tariffs,
once approved, shall not be changed or modified without prior
Commission approval.
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10.2. Provision of Tel-assistance Residential Service.
(1) Tel-assistance service shall be made available
only to gualified low income customers who are:
(a) either disabled or age sixty (60) or older;
and
(b} social security supplemental security income

{SSI) benefit recipients, aid to dependent children (AFDC)
benefit reciplents, aid to dependent children-unemployed (AFDC-U)
benefit recipients, food stamp recipients or whose total
household income is at cor below the income level established for

S8I eligibility.

(2) Tel-assistance Residential Service shall consist
of an individual, residential local exchange dial access line and
an allowance._ for usadge. "Usage" means the usage-sensitive
charges for all local, extended area service and toll calls
provided by the telephone utility furnishing the Tel-assistance
service. ._This includes all intrallATA toll calls billed by the

local exchange c¢arrier. This service shall be provided through
an individual measured or message line at the lowest priced
service option available. 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 avallable) shall be provided at
the Tel-assistance rate until measured or message service Iis
available. No other local voice +telephone service may be
provided to the dwelling place of a Tel-assistance customer, nor
may individual line foreign zZcne or foreign exchange service be
provided.

10.3. Rates and charges.

{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 application, or

{(b) seven dollars and fifty cents ($7.50}.
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. -

(2) The Commission may, upon having set +the rate
initially for tel-assistance, change such rate from time to time
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upon a £inding that it is reasonable to do so, and may, in
connection therewith increase or decrease the usage allowance.

(3) A telepheone utility may not .Aimpose an order
processing charge cor_ line charge in changing a customer to or
from tel-assistance service. However, charges for other services
including those for installing service or for moving a customer's
service from one {l) dwelling to another shall be made at the
otherwise applicable tariff rate.

10.4. Utility's responsibility upon application.

(1) Telephone utilities required to offer tel-
assistance service shall accept applications £for such service
from: —

fa) any current customer; and

(b) any person who subsequently becomes a
customer. -

"Customer" shall mean, for the purpose of this
rule, the member ¢f the household in whose name telephone service
is provided. 1In determining whether an applicant is eligikle to
receive tel-assistance service, a utility is entitled to rely
upon the information provided to 1t directly or indirectly by the
West Virginia Department of Human Services pursuant to West
Virginia Code §24-2C-4(c).

{2) Each utility offering tel-assistance service shall
maintain documentaticn regarding the resocliution o©f individual
applications. The information contained in said records shall
include names, addresses cor 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.

(3) Any customer who ceases to receive service under a
Tel-assistance Residential Service rate schedule must reapply in
crder to receive such service again.

10.5 Certification of revenue deficiency.

(1) ©On or before the first day of March of each vear,
each utility offering tel-assistance service may make application
to the Commissicon for a determination and certification of the .
revenue deficiency which it has experienced during the previous
calendar year. Subsequently, the Commission will enter an order
certifying the amount of the revenue deficiency.
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{2) The utility's revenue deficiency shall be
calculated as the difference between revenues recelved 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.

(3) Applications for determinaticon 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 adeopt pclicies for providing notice to the

customers o0f the availability of and advantages of the
tel-assistance program.

§150-6-11. Customer Owned Coin Operated Telephones.

11.1. Certification regquirements.

(1) Each Customer Owned Coin Operated Telephone
(COCOT) rprovider shall be regquired to obtain a Cocmmission
certificate. No COCOT =hall be entitled to receive access to

local exchange carrier service unless the CQOCOT provider has
received certification from the Public Service Commission. When
a COCOT provider applies for a certificate the applicant shall
provide the information contained on 11.1 FORM A,

{2) Each COQCOT instrument must be registered with the
Public¢ Service Commission. COCOT providers must file 11.1 FORM B
for each COCOT 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. .

11.2. Rates and charges.

{1) COCOTs shall be reguired to subscribe to one party
measured {or message) business service unless such service 1s not
available from the local exchange carrier serving the COCOT.

(2) Where one party measured (or message) business
gervice is not available from the local exchange carrier serving
the COCOT, the COCOT shall subscribe to a one party flat business
rate.,. . -

{3) A COCOT shall charge no less than the 1local
exchange carrier which serves the area in which the COCOT is
located is currently charging for public telephone service, nor
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more than the rate ceiling on file with the Commission (11.1 Form
B).

{4) A COCOT shall charge no less than the local
exchange carrier which serves the area in which the COCOT is
located is currently charging for public telephone service, nor
more than fifty cents ($.50) for sent-paid toll calls plus what
the call costs the COCOT provider, rcunded upward to the nearest
five cents (%$.05) increment. Completed . calls for special
services such as "300" service shall be handled in the same
manner as toll calls.

(5) A COCOT shall charge no less than the local
exchange carrier which serves the area in which the COCOT is
located is currently charging for public telephcone service, nor
more than fifty cents ({$.50) for toll c¢alls made by means of
credit cards, third-number billing or cellect calling. A chardge
shall only be assessed for connected calls.

{(6) There shall be no charge for uncompleted calls.
11.3. Operational and maintenance reguirements.

(1) All COCOTs shall comply with generally accepted
telecommunications industry standards, Commissicon Rules and
Regulations, applicable local ordinances and the current National
Electric Code and National Electrical Safety Code.

(2) COCOTs shall be maintained and operated in
accordance with generally accepted telecommunications industry
standards and Commission Rules and Regulations.

(3) COCOTs shall be hearing aid compatible as defined
by the Federal Communications Commissicn.

(4) COCOTs shall have a telephone directory covering
the exchanges which may be called on a local calling basis from
the COCOT locale.

{5) A COCOT user shall be able to pay for calls by
using coins, credit card numbers, third number billing and
collect calling. :

(6) COCQCTs should enable the user, at a minimum, to
use nickel, dime and quarter coins in any combination totalling
at least the amount owed, as payment.

{7) COCOTs shall autcmatically return unused coins,

but need not provide change for overpayment due to use of coins
of greater denominaticon than required.
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(8) A COCOT shall be capable of receiving incoming
calls without charge to the answering party and be equipped with
working ringers or equivalent audible signalling devices unless
the COCOT is conspicuously marked as being unable to recelve
incoming calls.

(9) COCOTs shall be eguipped with tone signalling.

(10) COCOT instruments shall be registered with the
Federal Communications Commission pursuant to the provisions of
47 CFR Part 68.

(11) ¢€OCOTs shall fully participate in E9-1-1 programs
when the COCOT is located in a service area covered by an ES-1-1

system.

(12) COCOT users shall be able to reach, without
charge or use of a coin,
(a) "O" Operator
(b) "g-1-1n
(c)y '"Local" directory assistance
(d) "800" telephecne numbers

(13y All calls to "§-1-1" shall automatically route to

the 9-1-1 center serving the COCOT location. If the COCOT location

is not served by a $-1-1 center, calls to "9-1-1" shall route to an
"o-" type..operator. -

(14) cocoTs shall have the ability to make the
following types of calls:

(a) Local (including all EAS and extended LMS)
exchange. :

() IntralLATA, bcth intrastate and interstate.
(c¢) InterLATA, both intrastate and interstate.
(d) International.

(15) A non-coin extension telephone station may be
connected to.a COCOT line if, for each such extension telephone
station, adequate circuitry 1is employed at all times in
conjunction with the extension such that the extension station
may not be used to listen to COCOT conversations or to in any way
interrupt a COCOT call in progress.
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11.4. Information to be displayed on a COCOT.

(1) The following information shall be conspicuously
displayed on each COCOT: .

(a) Operating instructions, including how to
place toll calls over the facilities of the interexchange carrier
serving the COCOT's location.

(b) Rates for various services offered by the
CCCCT.

(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 and service complaints.

(d) The COCQT provider's name, address, telephone
number and Public Service Commission registration number.

(2} The location of the COCOT. . ..

11.5. Violations and penalties.

Unauthorized COCOT providers and/or COCOT 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.

§150-6~12. Intrastate Use of Automatic Dialing and Announcing
Devices.

12.1. ©Local exchange telephone carriers shall. require that
users of automatic dialing and announcing devices (ADADs) at all
times meet each and every one of the following requirements.

{1) ADADs may noct be used between the hours of 5:00
p.m. and 9:00 a.m. , _

(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.

(3) ADAD telephone solicitation messages must contain
a preamble identifying the ADAD wuser, 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.

(4) ADADs must automatically release the called
party's line within £five (5) seconds of the time the ADAD
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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.

{5) ADADg must Dbe programmed Lo skip emergency
numbers, pager numbers, mobkile numbers, cellular numbers,
unlisted numbers, non-published numbers, toll-free numbers and
direct-inward~dial numbers.

{(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 Rule 12.1(1) through Section 12.1(6),
above. When any violation of any portion of Secticn 12.1(1)
through 12.1(6}, above, is discovered by a serving local exchange
telephone carrier or brought to its attention, the service used
by the offending ADAD equipment shall be discontinued after all
Public Service Coemmission reguirements regarding service
discontinuation are met, until the user of the ADAD eguipment can
demonstrate that it shall be in compliance with the previously
violated rule or rules. Any initial violation of Section 12.1(1)
shall resuit in a warning being issued to the offender. Any
subseguent violation shall result in terminaticn of service for
thirty {30) continuocus days.

12.3. Any suspected violation of any portion of Sections
12.1(1) through 12.1(6), above, shall be immediately reported to
the Telecommunications Section of the Public Service Commission's
Utilities Division.

ED. NOTE: All forxms are_available from the P.5.C.
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TABLE 150-6A

11.1 FORM A

CERTIFICATE APPLICATION FOR
CUSTOMER OWNED COIN OPERATED TELEPHONES

Business Name

Business Address

Business Telephone Number )

Please list the toll free telephone number and address to
use for complaints and/or refund regquests.

Name

Address

Telephone Number ( )

Please list name, address and telephone number of person to
be contacted by Public Service Commission for regulatory

matters.

Name

Address

Telephone Number ( )

I certify that I have read Section 11 of the Public Service

Commission's Rules and Regulaticns for the Government of
Telephone Utilities and will comply with all of the regquirements
of the COCOT Rules.

Signature:
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11.1 FORM B

REGISTRATION FORM FOR
CUSTOMER OWNED COIN OPERATED TELEPHONES

A registration form is required for each COCOT instrument.
Location of COCOT

Address

Type of COCOT set:

Is the COCOT - indoor outdocr
if cutdoor, booth open

Describe the service(s) provided by this COCOT.

List the rate ceilings for each service.

Will the services of this COCOT be leased to another entity

Yes _ No

If yes, list business name, address and telephone number of
leasee. -

Business name

Business address

Business telephone number ( )
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. Emergency Numbers ] ]
Charieston-Kanawha, Lincoln & Boone Counties

LB 0O O

Ambulance Police/Sheriff

911 911 911

Ciay County Clendenm exchang%outsm " Jackson County Sheriff
5874911  Kanawha County _ 372-3462
A 17 2 1L IR - . Roane County Sheriff
. Roane County”™ - §27-3410
C - 977-2822
® &N TT Usors*

, 911 AN

. v State Police 1-800-WVA-WVSP (toll-free)
*When-using a TT to cali for help, wait until your call is answered.
Tap the TT spacs har severa times to indicats you are usinga TT.

Please call 911 for emergencies only
Other Emergency Bureau of Alcohol, Tobacco & Firearms Poliution, Toxic Chemical & Oil Spilis
Numbers . 3468103 Kational Response Contor
- {Standard phone usors/TT)
See page 2 for ren- - 1-800-424-3802 (toll-froe)
amergency numbers for 346-3239 State Cantor
Police, Fire, Sheriff, . -
AbUance, ott. H no answor, call 1-800-642-3074 (toll-free)
1-412-471-2000 (toll charge) State Police
Belle 949-3136
Poison Cent Hamlin §24-3101
oison Lenter g c 7
1-800-642-3625 (toll-free) outh Charleston  746-2222
U.S. Drug Enforcement
® U7-5209

Usa thesa numbers for amergancies only
Or dial "0* {Opsarator) in any emargancy and give the location, inciuding oity, where help is needed.

Cormectad SUOUGN Janutry 22, 1992 THIRS © The Chesapasice and Potomac Taaphons Campany of W. Virginia 1993
Chaneston, W. v

e
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NON-EMERGENCY (ADMINISTRATIVE) TELEPHONE NUMBERS FOR EMERGENCY
SERVICE PROVIDERS (There may be a charge to call these numbers)

9-1-1 PUBLIC SAFETY ANSWERING POINTS

Boone County 369-3493
Kanawha County 348-8011
Lincoln County 824-3443
Putnam Countv 586-0246
AMBULANCE FIRE
Boone Co. Ambulance : } _Barboursville
Autheority 524 -X3X Belle
or 756-4088 Chapmanville
Clendenin (Clay Co.) 587 -XXXX Charleston
Community Ambulance Dunbar
Service Ltd §25-8018 Eieancor
Duval Emergency o FPrame
Service, Inc. 524-7103 Gandeeville Harmony
Kanawha Co. Emergency Volunteer
Ambulance Authority 345-2312 Gauley Bridge
rmet Ambulance Service 949-44272 Glasgow
nd Volunteer Fire Dept 925-3822 Hurricane
Rick's Ambulance Service 965-5321 Jeffersgon Volunteer
gissconville Volunteer Madison
Ambulance Asscciation 984-2400 Mentgomery

USE THESE NUMBERS

TO CONTACT AMBULANCE
FIRE, AND LAW ENFORCEMENT
AUTHORITIES REGARDING
NON-EMERGENCY MATTERS
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Morrisvale Veolunteer
Nitro

Ripley

St. Albans
Sissonville Volunteer
Smithers

South Charleston
Spencer

736-7420
949-3375
855-XXXX
348-8137
766-0215
586-2319
965-XXXX

577-XXXX
632-1810
595-4554
562-5663
768-0711
365-1021
442-4141
524-2122
755-XXXX
372-X¥XX
722-2253
$584-0674
442-2211
744-00739
927-1088
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LAW ENFORCEMENT

CITY POLICE

Ansted
Barboursville
Belle

Cedar Grove
Chapmanville
Charleston
Chesapeake
Clendenin
Dunbar

Gauley Bridge

Glasgow
Hurricane
Madiscn
Marmet
Milton
Montgomery
Nitro
Ripley

St. Albans
Smithers

South Charleston

Spencer
Whitesville

658-4666
736-5203
949-3841
595-1841
855-4582

'348-8111

949-149¢6
548-4192
766-0200
632-2504
585~1015
562-5911

365-1211

949-4388
743-9211
442-2131
755-0777
372-4711
727-2251
442-5282
744-4666
$27-2390
854-2658
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COUNTY SHERIFF

Boone County
Jackson County
Kanawha County
Lincoln County
Putnam County
Roane County

STATE POLICE

Headguarters

369-3925
372-2011
357-0200
824-3535
586-0204
927-2540

746-2222

Glasgow Detachment 94%-3136

Hamlin Detachment

824-3101




P.83.C. W. VA. FORM NO. 14-7 Attachment A
Page 1 of 2

{Insert Compaty Name Eare)

NOTICE OF SCHEDULED TERMINATION OF SERVICE
AND CUSTOMER RIGETS

We have scheduled your service provided at

{addrass)

for termination on or after .

(data)

This action has been taken for the followling reason(a):

{include reason and facts resulting

in decision to terminate servica).

If vour service is terminated vou may be subject to additional charges involving reconnect fees and

deposit requirements in order to raatore service.

YOU HAVE THE RIGET 70O CEALLENGE THE TERMINATION IF YOU BELIEVE ANY OF THE FOLI{OWING CONDITIONS APPLY

TO YOU:

1. Any pertion of tharbill is in dispute

2. Yow are beling charged for service not received

3. The information above ls lncorrect

4. You ara able to pay only in installments

If the reason for vour challenga iz 1, 2, or 3 above, you will have to pay any amsunt not in dispute.

If tha reason for your challenga is 4, we will attempt to negotiate a deferred payment plan with you.

YOU MUST MOTIFY U3 BEFORE THE DATE OF TERMIMATION IN ORPER TC PROTECT YOUR RIGHTS UMDER THIS RULS:

(Provide instructions for contacting the appropriate utility personnal

by telephons and mail, Iinciuding businesas houra)

IF YOU ARE MOT SATISFIZD WITH OUR DECISICH AT THIS MEETING, YOU WILL HAVE SEVEN DAYS IX WHICH TO FILE
AN APPOAL WITH THE2 PUBLIC SERVICE COMMISSION OF WEST VIRGINIA. You will be raquired to pay your curzent
bill while the appeal is pending. There is noc charge assogiated with filing an appeal and you may do sc
without the assistancs of an attorney.
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P.5.C. W.VA. FORM NO. 14-T _ Attachment A
Paie 2 of 2

To file an appeal with the PSC, you may <all this toll free telephons numbar 1-800-542-8544 or write

to this address:

Urility Appaal
Public Service Commission of Wast Virginia
F.0. Box 812

Charleaton, West Virginia 25323

If you are in naed of assiptance toc pay your blll you should contact the following agencies: (IList

agencies in service area}.

If you deaire the asslstance of a lawyer with regard To the scheduled termination and are unable to

pay for legal counsel, contact one of the follewing low income legal assistance corganizations: (List

agencies in service area).




