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BACKGROUND

This proceeding grew out of observations nade by the
Conmi ssion at the conclusion of Phase | A of PSC Docket No. 86-20.°
The Comm ssion ordered that its Staff nake a report concerning
the nost efficient and appropriate nmethod to develop updated
service standards for the provision of telephone service wthin
the State of Del aware. By Oder No. 3016, dated Decenber 13,
1988, The Public Service Comm ssion of Delaware ("the Conm ssion")
initiated this rul emaki ng docket to consider the formulation and
possi bl e adoption of regulations governing the mninum service
requi renents for any and all public utilities providing intrastate
t el ephone service for public use, and appointed G Arthur Padnore,
Esquire as Hearing Exam ner.

The Order further invited all interested persons to file with
the Comm ssion, on or before April 1, 1989, witten suggestions

relating to appropriate technical and other standards which, in

' See, Findings, Qpinion and Order No. 2970, dated August 16,
1988.




their view, constituted adequate intrastate telephone service.
Staff was directed to review and analyze such subm ssions and
thereafter, to file wth the Commssion, on or before July 1,
1989, proposed regul ations and supporting testinony setting forth
proposed m ni mum service requirenents and technical standards for
the provision of intrastate tel ephone service for public use in
Del awar e.

In Oder No. 3016, we expressly stated our intent to
encourage and authorize a negotiated rulemaking proceeding in
order to pronote and facilitate the free and open exchange of
ideas and information between and anong interested persons in
devel oping proposed regulations for the Commssion Staff to
support at evidentiary hearings. Thus, the Comm ssion's Oder
also enmpowered the Hearing Examner to authorize duly noticed
informal neetings of the Staff and other interested persons in
order to develop a final version of the proposed regulations.
Thereafter, the Examner was directed to conduct duly publicized
public hearings, to consider evidence concerning the proposed
regul ations, and to report his reconmmendations to the Conm ssion
based upon the information received from the record devel oped at
such heari ngs.

On April 3, 1989, the D anond State Tel ephone Conpany (" DST"
or "the Conpany") filed witten comrents suggesting a mnethodol ogy
for determning the adequacy of intrastate telephone service.
Thereafter, on July 17, 1989, Staff submtted the direct testinony
of its consultant, M. Charles D. Land, to which was attached the

initial version of proposed regulations concerning M ninmm Service



Requirements for the provision of tel ephone service in Del awnare.
DST, the Public Advocate, and all other interested persons were
afforded an opportunity to review the Staff's subm ssion and,
within a specified period, to file witten coments, suggestions,
conpilations of data, briefs, or other material thereon, if they
so chose. The Public Advocate filed a notice of intervention in
this docket, but otherw se did not participate.

The Conpany filed, on Septenber 29, 1989, the comments and
the testinony of M. Mchael Fine, taking issue with a substanti al
nunber of M. Land's proposed regulations, and, on OCctober 29,
1989, Staff filed rebuttal testinony relating to the D anond State
filing. The Conpany sought, and was granted, leave to file
surrebuttal testinony and, on Decenber 15, 1989, DST filed the
testinony of five wi tnesses: outside consultants, Messrs. M chael
Fine and Robert W Witelaw, and DST enpl oyees, Messrs. Thomas L.
Davi es, Douglas A van Trott, and Al bert L. Bennett.

On the norning of January 11, 1990, the Hearing Exam ner
conducted a duly publicized public hearing in the Conmssion's
Dover office to consider the proposed rules as well as the
testinony and material filed by DST and the Staff. St af f
presented the testinony of M. Land, and D anond State presented
the testinony of Messrs. Fine, Witelaw, Davies and von Trott.? In

their testinony, the wtnesses substantially reiterated the

? At the January 11, 1990 hearing, Dianmond State withdrew the
prefiled testinony of M. Albert L. Bennett.



positions taken in the prefiled material. At the conclusion of
the hearing, the Hearing Examner determined that it would be
beneficial if Staff and the Conpany undertook further discussions,
as there remained several wunresolved issues concerning the
proposed regul ations. In furtherance of the Conmm ssion's
directive that this proceeding should be a negotiated rul emaking
to the extent possible consistent with the public interest, the
Heari ng Exam ner granted the participants' requests for additional
time to work through those issues.

During the succeeding weeks, Staff and Conpany counsel
reported periodically to the Hearing Exami ner on their progress in
attenpting to resolve those issues. Under cover of a letter dated
April 19, 1990 from DST Counsel Ruth Ann Price, Staff and DST
jointly submtted a revised draft of proposed regulations. Ms.
Price's letter reflected that the Conpany and Staff had reached
agreenent as to all of the revised proposed Regul ati ons except for
proposed Rule 4.7.4.C, governing disconnection of service for non-
paynment ("DNP"); that is, whether or not a telephone utility (such
as Dianond State) should have the ability to suspend service to
its custoners for nonpaynent of bills for services not provided by
the billing utility.?®

Because the joint submssion differed substantially from
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Proposed Rule 4.7.4.C provides, "Uility service may not be
di sconnected for any of the follow ng reasons: Failure to pay for
a different type or class of service unless the service is
provided by the billing utility and unless the fee for such
service is included on the sane bill."



Staff's initially proposed rules, the Hearing Exam ner deened it
appropriate and consistent with due process to afford interested
persons and nenbers of the public a final opportunity to review
and/or coment upon the proposed rules before nmaking his
recommendations to the Conm ssion. Thus, he scheduled an
evidentiary hearing for My 24, 1990 for the purpose of further
review and comment on the proposed rules. Concurrently, he
granted Staff and the Conpany's request to be afforded an
opportunity to present a stipulation of facts concerning DNP at
the hearing or, in the alternative, present evidence regarding the
di sputed provision.

Staff and the Conpany were wunable to agree as to a
sti pul ati on. The Hearing Exam ner granted the Conpany's request
for additional tinme within which to present evidence concerning
DNP. An additional hearing for the sole purpose of receiving
testinony concerning the disputed Rule 4.7.4.C was conducted in
t he Conmm ssion's Dover office on the norning of July 16, 1990. At
that hearing, the Conpany presented the testinony of its Director
of Business, M. Thonmas L. Davies and Ms. Rebecca S man,
Assistant Staff Manager, Toll Services, Product Line Mnagenent
for Bell Atlantic Corporation. The Staff presented no w tnesses.

At the conclusion of that hearing, the Hearing Exam ner
cl osed the record, which consists of fifteen (15) exhibits and a
transcript of two hundred seventy-five (275) pages. Openi ng,

Answering and Reply Briefs on the issue of DNP were submitted by



the Conpany and the Staff. The Hearing Exam ner issued a Report
contai ning his recomrendati ons based upon the evidence, on Cctober
19, 1990. The Hearing Exam ner recommended our adoption of all of
the revised proposed rules jointly submtted by the Staff and the
Conpany. The Hearing Exam ner further recommended that proposed
Rule 4.7.4.C, concerning DNP be adopted; that is, that the Rules
provide that a tel ephone utility may not di sconnect custoners from
| ocal service as a result of nonpaynent of service not provided by
the billing utility.

The Conpany filed exceptions on Novenber 16, 1990 to the
Hearing Exam ner's Report, only with respect to his reconmmendati on
concerning DNP. The matter cane on for oral argunent before the
Conmm ssion, at a regularly scheduled and duly noticed public

heari ng on Novenber 27, in Dover.



1. DI SCUSSI ON

1. | nt r oducti on

The Power of the Commssion to establish rules and
regul ations for the provision of tel ephone service is evident from
26 Del. C 8 201, which provides, in pertinent part, that the
Conm ssion has exclusive original jurisdiction over, anong other
things, public utility facilities and by 26 Del. C 8§ 209 which
grants the Commssion the power to fix just and reasonable
standards and regul ations concerning services to be furnished by
public utilities.

Del anare, like all other states, is experiencing the effects
of conpetitive activity in the telecommunications industry. For
i nstance, the Comm ssion has approved the provision of custoner-

owned coin-operated telephones (COCOIs) in conpetition wth

D anond State provided pay tel ephones. In The WMtter O The

Petition O dadwin, Incorporated, For Further Hearing O The

Rul es and Requl ati ons Governi ng Service Provided By Custoner-Omed

Coi n- perated Tel ephones, P.S. C Regul ation Docket No. 12.

Moreover, in P.S.C Regulation Docket No. 10, the Conm ssion has
ordered an investigation into whether intrastate conpetition
should be permtted in Delaware. Several 1XCs ("interexchange

carriers"), as well as other interested persons, have actively

participated in that docket. Shoul d conpetition be approved,
sever al carriers woul d be in a posi tion to provi de
tel ecomuni cations services in Delaware. Whet her or  not



conpetitive services evolve, the Conmmssion has a statutory
obligation to assure that telecomunications carriers providing
service to the public and doing business in this State have
networks that are technologically capable of providing telephone
service which is efficient, sufficient and adequate. 26 Del. C 8§

308.

2. Jointly Submtted Proposed Rul es

As previously noted, Staff and the Conpany, under the
gui dance of the Hearing Examner, were able to jointly agree on a
set of proposed tel ephone service quality regulations governing
all 1issues except DNP. Thus, although there was significant
difference between Staff's initial proposed rules and the
Conpany's initial preference that the Comm ssion adopt service
quality standards based on custonmer satisfaction as neasured by
the Tel ephone Service Attitude Measurenent surveys ("TELSAM),
t hrough a process of negotiation and accommodati on, these parties
were able to agree on nutually satisfactory proposed rules (wth,
of course, the exception of the DNP issue).
The jointly submtted proposed Rules (including the disputed
Rule 4.7.4.C) are attached to this Oder as Exhibit A A though
they are too lengthy to discuss in detail here, we note that they
establish criteria for telephone utility operations in many areas
of great concern to tel ephone users, for exanple, connection and
di sconnection of service, credit standards, billing, conplaint

response, record keeping, and quality of service. Est abl i shi ng



m ni mum service requirenents in these areas wll, we believe,
significantly enhance the service provided by DST as well as of
ot her telephone utilities in the event that such other providers
are authorized to enter the intrastate market in Del aware. The
Hearing Exam ner found these rules to be just and reasonable, and
recoormended their adoption. The Comm ssion, by unani nous
affirmati ve vote, agrees and adopts the Findings and Reconmenda-

tions of the Hearing Exam ner.

3. Rule 4.7.4.C.__ Disconnection for Nonpaynent of Service

Rule 4.7.4.C, as proposed by Staff, reads:
Uility service may not be disconnected for any of the
foll om ng reasons:

* * *

Failure to pay for a different type or class of service

unless the service is provided by the billing utility
and unless the fee for such service is included on the
sane bill.

(enphasi s added) As previously noted, the Conpany urged the
Conmm ssion not to adopt this proposed rule. Currently, the
Conpany has contracts wth nost, if not all, of the major
i nterexchange carriers ("I1XCs") under which the Conpany acts as an
agent to collect the fees from DST custoners for interstate

calling services provided them by the | XGCs. The Conpany uses a

"single balance” billing nethod; in other words, it sends each
custonmer a single nonthly bill reflecting both intra- and inter-
state calling, and a single balance due for both services. DST



di sconnects service for nonpaynent of any part of this single
bal ance. Thus, a custonmer may be disconnected from the |oca
service provided by DST, even though his paynent would have been
adequate to cover that portion of his bill, if he does not also
pay the portion representing fees for service rendered by his | XC

Staff proposed Rule 4.7.4.C to avoid this result, which Staff
argues is against public policy. It is wundisputed that the
technology is available that would allow DST to block a custoner's
access to the I XC without disconnecting |ocal service and that DST
can nodify its procedures to achieve this result. Staff argued,
and the Hearing Exam ner agreed, that basic telephone service
provi des custonmers with crucial linkage to many vitally inportant
services, and that it is inherently unfair to allow denial of this
critical service on the ground that the custoner's bill for
anot her service, not provided by the Conpany, is delinquent.

The Conpany took the position, however, that the cost of
converting its software, changing its procedures, and retraining
its personnel (estimated by the Conpany to be in the range of
$500, 000), outweighs any public benefit since the nunber of
custonmers disconnected for nonpaynment of interstate service,
t hough unquantified in the record, is according to the Conpany
very small. The Conpany argues that the mgjority of DST
custonmers, who pay their telephone bills in their entirety and on
time, should not be nmade to bear the cost of accomodating the

few, who undisputedly owe some portion of their bills.
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Moreover, the Conpany clains that all ratepayers benefit from
the bill collection services performed by DST, in that as a result

of these services, DST is able to assign sone portion

(unquantified) of its billing and collection expenses to the
interstate jurisdiction. The Conpany argues that it maght |ose
the IXC bill <collection business if it could not wuse the

di sconnection of |ocal service as a sanction for nonpaynent of | XC
rendered service, and that if this happened, the ratepayers would
| ose the benefit of reassignnent of costs.

Addressing the last contention first, there is no evidence in
the record allowing us to find that the termnation of DST s
ability to disconnect basic service as a sanction for nonpaynent
of interstate service would jeopardize the IXCs bill collection
contracts wth DST. Therefore, we cannot conclude that any
benefit which ratepayers now enjoy as a result of DST's bil
collection activities would be threatened by adoption of proposed
rule 4.7.4.C

W agree, at least in part, with DST's remaining argunent:
that the average ratepayer should not be nade to bear the expense
of converting the Conpany's billing and accounting procedure. The
rat epayers shoul d not be asked to bear this cost, but not because,
as the Company asserts, the cost outweighs the benefit. Rat her,
it is undisputed that the Conpany earns substantial revenue from
its billing services for the |IXCs, none of which contributes to

the Conpany's regulated revenue requirenent. Instead, this

11



enterprise is entirely untariffed, and all revenues it generates
are "belowthe-line". Under this circunstance, as Staff argued
and the Hearing Exam ner agreed, ratepayers should not pay the
price of correcting the Conpany's billing procedures. Just as the
revenues earned from the Conpany's bill collection enterprise go
to DST's shareholders, the expenses which nmake those revenues
possi bl e shoul d be borne by the sharehol ders. W agree wth
the Hearing Examner that Rule 4.7.4.C, as proposed by Staff,
shoul d be adopted, and further, that any expense incurred by the
Conpany in nodifying it procedures to conmply with Rule 4.7.4.C
will not be recoverable either as an operating expense or in rate
base. (Comm ssioners Norling, Twlley and Phillips in favor,

Conm ssi on Lester opposed.)

NONV THEREFORE IT IS HEREBY ORDERED TH S 15th DAY OF
JANUARY, 1991

1. That the Tel ephone Rules attached hereto as Exhibit A shal
be and hereby are approved and adopted and shall henceforth
govern the provision of telephone wutility service in
Del awar e;

2. The effective date for inplenmentation of the Tel ephone Rul es
is 90 days from the date of this order except for Rule
4.7.4.C ("DNP'). Due to the software nodification, training

and other steps which DST nust take to conply with DNP, Rule

12



4.7.4.C shall not becone effective until Cctober 15, 1991.

13



The Conmm ssion
enter such further

necessary and proper.

BY ORDER OF THE COW SSI ON:

ATTEST:

[ s/

Betti ann Scott

Secretary

retains

O ders

t he

in this natter
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jurisdiction and authority

/[s/ Nancy M Norling
Chai r man

/sl Earle J. Lester

Vi ce Chair man

/s/ Donald D. Phillips

Conmmi ssi oner

/s/ Joshua M Twilley
Conmi ssi oner

/sl  John R Mdelland

Conmmi ssi oner

to

as may be deened
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2

1. 0 GENERAL RULES
Aut hori zation O Rul es

The Public UWilities Act of 1974, 26 Del. C 8101 et. seq., of
Del anare vests in the Public Service Commssion of Delaware the
authority to formulate standards for such telecomunications service
and facilities as it deens necessary to carry out the provisions of
this law. (26 Del. C 8209).

Application O Rules

There are herein set forth those regulations which shall apply to any
tel ecommuni cations utility operating within the State of Delaware,

under the jurisdiction of the Public Service Conmm ssion. These
regul ations shall becone effective ninety (90) days after adoption by
the Comm ssion. These rules shall not prohibit or Ilimt a

tel ecommunications wutility from maintaining or proposing changes in

tariff regulations that interpret, expand or further define the

provi si ons. However, in the event of a conflict between these rules
and a telecommunications utility's tariff, the provisions of these
rules shall prevail unless the tariff provision specifically references

t hese rul es and provi sions exceptions thereto.

1. Purpose. These rules are promulgated to establish a conprehensive
regulatory system to assure adequate service and to assure
operations and services which are just and reasonable to the
consunmer and the wutilities, and to establish the rights and
responsibilities of both the utility and the consuner. These
rules shall be given a fair and inpartial construction to obtain
these objectives and shall be applied uniformly regardless of
race, color, creed, national origin, sex, or marital status. A
tel ecomuni cations wutility's tenporary inability to neet the
service standards set forth herein, due to a work stoppage or an
Act of God that could not have been avoi ded by preventive measures

normally taken in the telecommunications industry shall not
subject the teleconmunications wutility to the inposition of
penalties for nonconpliance with these rules. It is not the

purpose of this regulation to authorize, permt, or enable
intrastate conpetitive provision of teleconmunications services
for public use by entities which do not possess a certificate of
public convenience and necessity issued by the Delaware Public
Servi ce Conm ssi on

2. Duties Under Other Statutes. The adoption of these rules will not
relieve in any way a utility or custoner from any of its duties
under the laws of the State of Delaware or the United States of
Anerica. This shall not be construed so as to alter in any form
or manner the jurisdiction, powers or authority of the Comm ssion
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1.3

1.4

or the substantive rights of any person.

3. Exenption. If unreasonable hardship to a utility results fromthe
application of any rule or standard herein prescribed, or if
unreasonabl e difficulty is involved in conpliance, application may
be made to the Conmission for tenporary or pernmanent exenption
fromits requirenents, provided that the utility shall submt wth
such application a full and conplete statenent of its reasons for

such application for exenption. Except in the case of an
energency, any exenptions, or any applications for exenptions,
will be entertained by the Conm ssion upon due notice to the
custoners, and after a hearing.

4. Modi fi cati on. The adoption of these rules shall in no way

preclude the Comm ssion fromaltering or anmending themin whole or
in part, or from requiring any other or additional service,
equi prent, facility, or standard, either upon conplaint or upon on
its nmotion or upon application by any utility.

5. Violations and Penalties. The Conm ssion may exercise the powers
and seek inposition of the penalties authorized by 26 Del. C 8217
when a tel ecommunications utility is in default of conpliance wth
t hese rul es.

Severability O ause

If any provision is held invalid, such invalidity shall not affect
other provisions or applications of these rules which can be given
effect without the invalid provisions or application, and to this end,
the provisions of these rules are declared to be severabl e.

Repeal er

Al prior orders of the Comm ssion which are inconsistent herewith are
repealed to the extent of any such inconsistency.
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2.0 DEFI NI TION OF TERMS

The following words and terns, when used in these regulations, shall have
t he nmeani ng i ndi cated, unless the context clearly indicates otherw se.

Act - The Public Uilities Act of 1974 (26 Del. C. 8101 et seq.).

Al phabetical directory - A docunent issued approximately annually containing
al phabetical listing of custoners and may include classified listings and
advertisenents of business custoners.

Applicant - Any person, association, partnership, corporation, governnent
agency, cooperative corporation, making a witten or oral request for the
commencenent of or changes in teleconmunications utility service.

Application - A witten or oral request to a public utility for the
comencenent of or changes in tel ecomunications utility service.

Busi ness service - Tel ecomunications service provided a custoner where the
use is primarily substantially of a business, professional, institutional or
ot herwi se occupati onal nature.

Busy hour - The continuous one hour period of the day during which the
volune of traffic is greater than during any other continuous one hour
peri od of the same day.

Busy season - The cal endar nonth or consecutive thirty (30) day period of
the year during which the greatest volunme of traffic is handled in a
particul ar central office.

Central office - A switching unit in a telecomunications system which
provides service to the general public, having the necessary equi pnment and
operating arrangenents for termnating and interconnecting custoner |ines

and trunks or trunks only.

Class of service or customer class - A description of telecomunications
service provided to a custonmer which denotes such characteristics as nature
of use (business or residential) or type of rate (flat rate or nessage
rate). Casses may be further subdivided into grades such as individual or
multiparty line denoting quality of service.

Conmi ssion - The Public Service Comm ssion of Del awnare.

Conplaint - Any specific objection to charges on a billing statenent,
facilities, practices, or services of a teleconmunications utility.

Conpl ex service - The provision of a circuit requiring special treatnent,

speci al equi pnent, or special engineering design. This includes private
lines, WATS, PBX trunks, rotary lines, special assenblies, etc.
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Customer - Any person, firm association, partnership, corporation
cooperative, organization, governnental agency, or any other legal entity
which is currently receiving tel ecomunications utility service. A customer
who noves to another location within the utility's service territory and
requests that service be discontinued at the previous |ocation and begun at
the new location will be considered an existing customer rather than as an
appl i cant for service.

Cust oner access line - A unit of measur enent representing a
tel ecommuni cations <circuit designated for a particular custormer. e
customer access line shall be counted for each circuit which is capable of
generating usage on the line side of the switched network or a private line
circuit. Regardless of the quantity or ownership of custonmer prem ses, each
party shall be counted as a separate custoner access |ine.

Custoner trouble report - Any oral or witten report froma custoner or user
of telecomunications services received by any telecomunications utility
relating to a physical defect, difficulty or dissatisfaction with the
regul ated service provided by the telecommunications utility's facilities.
A separate report shall be witten for each telephone line reported in
trouble even when several itens are reported by one custoner at the sane
time, unless the group of troubles so reported is clearly related to a
common cause. One report shall be counted for each oral or witten report
received by any telecommunications utility even though it may duplicate a
previous report or nerely involve an inquiry concerning progress on a
previ ous report.

Exchange - A wunit westablished by a Ilocal exchange carrier for the
admnistration of tel ecommunications services in a specified area for which
a separate local rate schedule is provided. It may consist of one or nore
central offices together with associated plant facilities used in furnishing
t el ecommuni cations services within that area. An exchange has one point
designated for the purpose of rating toll calls for all subscribers in the
exchange.

Exchange carrier - A teleconmmunications utility that provides |ocal exchange
service

Extended area service - A tel ephone switching and trunking arrangenent which
provides for calling service by |ocal exchange carriers between two or nore
contiguous exchanges within a local access and transport area (LATA),
provi ded at |ocal exchange rates rather than at toll nessages charges.

Facilities - Al the plant and equi pnent of a public utility, including al

tangi ble and intangible real and personal property without limtation, and
any and all neans and instrunentalities in any mnmanner owned, operated,
| eased, licensed, used, controlled, furnished, or supplied for, by, or in
connection wth the business of any public wutility, including any

construction work in progress allowed by the Conm ssion.

Grade of service - The nunber of parties served on a tel ecommunications
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circuit such as individual or multiparty |ine.

Interexchange Carrier - A telecomunications wutility which provides
i nt erexchange tel econmuni cati ons servi ces.

Interoffice - Between central offices.

Line - A circuit or channel extending from a central office to the
custoner's location to provide |local exchange service. One line may serve
one individual line custoner, or all custonmers served by a nultiparty |ine.

Local exchange carrier - A telecomunications utility which provides |ocal

exchange servi ce.

Local exchange service - Tel ecomunications service provided wthin service
areas in accordance with the |ocal exchange tariffs. It includes the use of
exchange facilities required to establish connections between custoner
| ocations within the exchange and between custoner access lines and the |ong
di stance facilities serving the exchange.

Local neasured service - A type of |local exchange service provided at
neasured rates.

Local nmessage - A conpleted call between customer access lines |ocated
within the sane | ocal calling area.

Long distance carrier - A telecomunications wutility that provides
t el ecommuni cati ons services between exchanges where such service is not an
integral part of |ocal exchange service, such as extended area service or
| ocal measured service. Interexchange carriers are considered |ong distance
carriers. Local exchange carriers are considered long distance carriers if
t hey provide interexchange service such as nessage tel ephone servi ce.

Message - A conpl eted tel ephone call.

Message tel ecomunications service (MIS) - Tel econmmuni cations service
rendered by long distance carriers which is furnished between customers in
different local calling areas at rates contained in the MIS tariff rather
than in a | ocal exchange tariff.

Person - Any natural person, partnership, municipal corporation, cooperative
corporation, corporation, association, governmental subdivision, or public
or private organization of any character other than an agency.

Premses - Any tract of land or real estate, including buildings and other
appur t enances thereon.

Primary service - The initial provision of voice grade access between the

custonmer's premses and the swtched telecomunications network. Thi s
includes the initial connection to a new custoner or the nove of an existing
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customer to a new prem ses. This does not include: conplex service or
auxiliary itenms such as gongs or buzzers; on premses stations or wring
beyond the subscriber interface or, if no interface, beyond the first jack
or added main | ocal exchange lines to prem ses al ready having service.

Private line - A circuit provided to furnish tel econmunications service only
between the two or nore custoner telephones or other termnal devices
directly connected to it, and not having any direct connection with either
central office or PBX switching apparatus.

Public tel ephone service - An individual |ine customer service equipped with
a coin collecting or coinless public telephone instrunent installed by an
exchange carrier for the use of the general public in locations where the
general public has access to these tel ephones.

Public utility - The definition of public utility is that definition given
inthe Public Wilities Act of 1974. (26 Del. C 8102(2))

Rate - Includes every conpensation, tariff, charge, fare, fee deposit, toll
rental, and classification, or any of them demanded, observed, charged, or
collected whether directly or indirectly by any public utility for any
service, product, or comodity defined in the Public Wilities Act of 1974 ,
and any rules, regulations, practices, or contracts affecting any such
conpensation, tariff, charge, fare, fee, deposit, toll, rent al or
cl assification.

Regrade - An application for a different class and/or grade of service.

Repeated trouble report - A custonmer trouble report regarding a specific
line or circuit occurring within thirty (30) cal endar days of a previously
cleared trouble report on the sanme line or circuit.

Service - Service is used in its broadest and nost inclusive sense and
includes any and all acts done, rendered, or perfornmed and any and all
things furnished or supplied, and any and all facilities, used, furnished
or supplied by public utilities in the performance of their duties under the
Public Wilities Act of 1974 to their patrons, enployees, other public
utilities and the public, as well as the interchange of facilities between
two or nore of them

Shall - The use of the word "shall" expresses a mandatory requirenent.

Should - The use of the word "shoul d* expresses a suggestion or gui dance and
i s not mandatory.

Tariff - The schedule of a utility containing all rates, tolls, and charges
stated separately by type or kind of service and the custoner class, and the
rules and regulations of the utility stated separately by type or kind of
servi ce and the custoner class.
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Tel ecommuni cations wutility - Any person, firm partnership or corporation
engaged in the business of furnishing telecomunication services to the
public by the authority of and under the jurisdiction of the Public Service
Conm ssi on of Del aware. This includes both |ocal exchange and intrastate
| ong di stance carriers.

Tol|l service - See al so Message Tel econmuni cati ons Servi ce.

Traffic - Tel ecommuni cati ons vol une, based on number of calls and duration
of nessages.

Trouble report - An initial customer trouble report in which there i

conplete interruption of incomng or outgoing |ocal exchange service. On
multiple line services a failure of one central office line or a failure in
common equi pnent affecting all lines is considered out of service. [f an

extension line failure does not result in the conplete inability to receive
or initiate calls, the report is not considered to be out of service.

Trunk - Acircuit facility connecting two central offices.
3.0 RECORDS AND REPORTS

3.1 Availability O Records. Al books, accounts, papers, records, and
nmenoranda required by these rules or which are necessary for the
adm ni stration thereof, shall be open and available for exam nation by
the Conmi ssion or its authorized representatives at all tines.

3.2 Location O Records. Al  books, accounts, papers, records, and
menoranda of a telecommunications utility required by these rules or
which are necessary for the admnistration thereof, shall be kept
within an office within this State, and shall not be renoved fromthis
State, except upon such terns and conditions as may be prescribed by
the Comm ssion. This provision shall not apply to a wutility which is
authorized by the Federal Communications Commssion to provide
interstate common carrier services and whose accounts are kept at its
principal offices outside this State. However, such utility, when
required by the Comm ssion, shall furnish the Comm ssion, certified
copies of its books, accounts, papers, records and nenoranda relating
to the business done by such public utility.

3.3 Retention O Records. Al'l  books, accounts, papers, records, and
menor anda of a tel ecomuni cations utility required by these rules shall
be preserved for the tine period specified in the current edition of
the Federal Conmunications Conmssion's records retention schedule,
unless otherwise specified by the Commssion. |If not otherw se
specified by the Federal Communications Comm ssion, custoner billing
records shall be retained at | east two years.
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3.4

3.5

Records To Be Maintained. Each telecomunications utility shall
maintain records of its operations in sufficient detail to permt
review of its conpliance with the requirenents herein, and such records

shal |

be nade available to the Commssion or its authorized

representative upon request.

Data To Be Filed Wth The Comm ssi on.

1.

Tariffs. Unl ess otherwise permtted by Order of the Comm ssion,
each tel econmunications utility shall have its tariff on file with
the Commi ssion in accordance with these rules and regulations
governing the filing of tariffs. The tariff shall contain
schedules of every classification enployed showing the rates,
tolls and charges for such service rendered in the State of

Del aware and shall be in the follow ng formand manner:

A) The first page in said tariffs shall be a title page stating
the nane of the telecommunications utility and stating its
applicability to Delaware Intrastate Services.

B) Al tariffs shall be in loose leaf form of size 8 1/2 x 11
i nches, shall be plainly printed and shall be so arranged as
to exhibit clearly the information herein required.

@] Al tariffs for one telecomunications utility shall bear
consecutive serial nunbers commencing with No. 1 for each

conpany, with the following prefix thereto: "P.S.C. Del.".
Such prefix and nunber shall be printed or stanped on each
page within the tariff. Each tariff may be divided into

sections and, if so, the section nunber shall be shown on
each tariff page.

D) Each tariff shall be provided with a table of contents and
i ndexes to assi st anyone seeking informtion.

E) A teleconmunications utility shall either include the
applicable portions of these rules in the provisions of its
tariffs or shall make a copy of these rules available at
every location that its tariffs are nade available to the
public or to conpany enployees. Any portions of these rules
included within a telecomunications utility's tariff shall
be quoted verbatim and not paraphrased or nodifi ed.

F) Every tariff and tariff amendnent filed with the Comnm ssion
shall be acconpanied by a letter of transmttal stating the
tariff changes requested, the reasons for the changes, and
t he proposed effective date for said changes. The copies of
the revised tariff pages and the cover letter shall be filed.
If an additional copy of the cover letter is provided, it
will be stanped and returned to the filing conpany as its
receipt for the tariff covered thereby.

€) Unl ess the Comm ssion otherwi se orders, no change shall be
made in any tariff with less than sixty (60) days' notice to
t he Conm ssi on. Said notice shall be the revised tariff
pages and cover letter as described herein along with any
cost studies or explanatory material the tel ecomunications
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utility may elect to file.

H) The Comm ssion, for good cause shown, nmay allow changes in
rates, tolls, charges, rules, regulations, classifications,
exceptions, conditions or practices wthout requiring the
sixty (60) days' notice. In such cases, the proposed change
shall Dbe filed with the Commssion, together wth an
application for waiver of the statutory notice, setting forth
the time when it is desired to put the change into effect and
the reason or reasons therefore; but no such change shall
beconme effective except as provided by order of the
Comm ssion. Al such changes shall be inmediately indicated
upon its tariffs or schedul es by the conpany concer ned.

1) Changes in tariffs shall be made by reprinting the sheet upon
which a change or addition is made, and such changed sheet
shall be designated as a revised sheet, and shall be nunbered
consecutively. For exanple "First revised sheet 1, canceling
original sheet 1". Each revised sheet shall show thereon the
date of issue, the effective date and every change thereon
shall be noted by margin notations as foll ows:

C - Change in regulation affecting application in rate

D - Deletion of rate or regulation

| - Increase in rate

M - Mve of tariff material to a different page or |ocation
on a page

R - Reduction in rate

T - Text change in regulation that does not affect
appl i cation of rate.
Persons to Contact. Each tel econmunications utility shall file

with the Conmssion, in addition to the designated resident agent,
the nane, title, business address and tel ephone nunber of the
person(s) who should be contacted concerning utility service
provi ded i n Del aware.

Exchange Maps. Each | ocal exchange carrier shall have on file
with the Conm ssion an exchange area boundary map for each of its
exchanges within the State of Del awnare. Exchange boundary |ines
shall be located by appropriate measurenent to an identifiable
| ocati on where that portion of the boundary line is not otherw se

| ocated on waterways, railroads, roads, etc. Maps shal |l include
| ocation of highways, section lines, railroads, and waterways
out side nunicipalities. The map scale and other detail shall be
shown as required by the Comm ssion. Data associated with the

exchange map shall be imedi ately available for public information
at each business office for the area served by such office.

Acci dent Reports. Each telecomunications utility shall give
pronpt notice to the Comm ssion in the event of a fatal or serious
accident. Notification can be nade by tel ephone or by tel efax and

followed by a witten report of such accident. A full report is
also required when any serious property damage shall have been
caused by the utility. These reports shall be treated
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4.

1

confidentially pursuant to 26 Del. C 8213.

Service Reports. Each telecommunications utility shall furnish to
the Comm ssion at such tinmes and in such form as the Comm ssion
may require, the results of any service related tests, sunmaries
or records in its possession. The utility shall also furnish the
Conmission wth any information concerning the utility's
facilities or operations which may be request ed.

Service D sruption Reports

A) Uilities shall nake all possible efforts to reestablish
service in the shortest time practicable with due regard to
saf ety.

B) Wen service is interrupted for scheduled repairs or
mai nt enance, such work should be done at a tinme which wll
cause the |east inconvenience to custoners. The custoners
who would be affected should be notified prior to the
schedul ed interruption

@] If any interruption affects or would affect the service to
any public fire or law enforcenent protection device or
departnent, the utility shall inmrediately notify the officia

in charge of the affected agency.

D) Each tel ecommunications utility shall pronptly report to the
Conm ssion any specific occurrence or developnent which
di srupts the service of a substantial nunber of its custoners
(the smaller of 25% or 2,000 custoners) for a time period in
excess of one (1) hour, or which may inpair the utility's
ability to furnish service to a substantial nunber of
cust oners.

4.0 CUSTOVER SERVI CE AND PROTECTI ON

I nformati on Avail abl e To Custoners

The custoner should be the individual or entity responsible for paynent

for service. Service shall not be refused on the basis that the

applicant is not the owner of the prem ses. Each tel ecomuni cations

utility shal

1. Mai ntai n recor ds showi ng the physical |ocations of its facilities.

These records shall be nade available for Conmm ssion inspection
during normal working hours. Each business office or service
center shall nake available such other information as nay be
necessary to enable the utility to advise applicants, and others
entitled to the information, as to the facilities available for
serving that locality.

2. Upon request for service by a residential applicant or for a
transfer of service by a residential custoner, the utility shal
if requested, inform the applicant or customer of the utility's
| owest-priced alternatives avail able at the custoner's |ocation.

3. Post a notice in a conspicuous place in each office that is open
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to the public of the utility where applications for service are
received, informng the public that copies of the rate schedul es
and rules relating to the service of the utility, as filed wth
t he Conm ssion, are available for inspection.

Each utility shal | provi de to al | new resi denti al
tel ecommuni cations wutility custoners, at the tine service is
initiated, printed material, i.e., a panphlet or directory

custonmer information pages containing the information required by

this section. The information shall additionally be provided to

all custonmers on at least a biennial basis. The printed materia
shall be entitled "Custoner's R ghts And Responsibilities.” The
information contained in the printed material shall include:

A) The custoner's right to information concerning rates and
services and the custoner's right to inspect or obtain at
reproduction cost a copy of the applicable tariffs and
service rules.

B) The tine allowed to pay outstanding bills.

@] G ounds for suspension of service.

D) The steps that nust be taken before a utility may termnate

service

E) How the custoner can resolve billing disputes with the
utility and how di sputes affect suspension of service.

F) Information on alternative paynent plans offered by the
utility, including, but not limted to, paynent arrangenents
or link-up, as well as a statenent that a custonmer has a

right to request these alternative paynent plans.

€) The steps necessary to have service reconnected after
i nvol untary suspensi on.

H) That a grievance procedure exists that grants the custoner a
right to a supervisory review and right to file a conplaint
with the Commssion regarding any matter concerning the
utility's rates or service. The Comm ssion's address and
t el ephone nunber shall acconpany this information.

1) That service cannot be di sconti nued because of non-paynent of
a di sputed anount under investigation by the conpany.

J) No notice of discontinuance of service for non-paynent of a
di sputed anount may be sent while the conplaint is being
i nvest i gat ed.

K) No deposit may be required on a disputed anount while the
di spute i s being investigated.

L) The hours, addresses, and telephone nunbers of utility
offices where bills my be paid and the information may be
obt ai ned.

M The circunstances under which the utility may require a
deposit or additional deposit; how a deposit is calculated
the interest paid on deposits; and the tinme frane and
requi renment for return of the deposit to the custoner.

N) A statenment that utility services are provided wthout
discrimnation as to a custonmer's race, nationality, color,
religion, sex, or marital status, and a summary of the
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conpany's policy regarding the provision of credit history
based upon the credit history of the customer's forner
spouse.

@) Notice  of any speci al services for custonmers wth
di sabilities.

P) A toll free telephone nunber or the equivalent (such as an

800 nunber or permtting collect calls) wll be provided for
t el ecommuni cations utilities for repair service or billing
i nquiries.

Q Uilities shal | encour age custoners with physi cal

disabilities and those who care for such custoners, to
identify thenselves to the utility so that special action can
be taken to inform these persons of their rights, where
necessary and appropriate to that person's circunstances.

4.2 Custoner Conplaints

Upon conplaint to the utility by a custonmer either at its offices, by
letter, or by telephone, the utility shall pronptly nake a suitable
investigation and advi se the conpl ai nant of the results thereof.

1.

Wer e a cust oner or appl i cant, havi ng exhaust ed a
t el ecomuni cations utility's internal problemsolving procedures,
expresses dissatisfaction with the utility's report, the utility
nmust advise in witing the custoner or applicant of the right to
have the probl em considered and revi ewed by the Comm ssion, giving
the custoner or applicant the address and tel ephone nunber of the
Publ i c Servi ce Conmm ssi on.

Upon receipt of a conplaint, either by letter or by tel ephone

from the Comm ssion on behalf of a custoner, the utility shall

make a suitable investigation and advise the Comm ssion of the
results within thirty (30) calendar days. The Comm ssion
encourages all custoner conplaints to be made in witing to assist
the Commission in nmaintaining records on the quality of service of
each utility.

The utility shall keep a record of all conplaints which shall show
the identity of the conplainant, the date and nature of the
conplaint and the adjustnment or disposition thereof for a period
of two (2) years subsequent to the final settlenent of the
conpl ai nt. Conplaints with reference to rates or charges which
required no further action by the utility need not be maintained.

4.3 New Construction

1.

Standards of construction. In determning standard practice, the
Conm ssion will be guided by the provisions of the Anerican
Nat i onal St andar ds Institute, I ncor por at ed, t he Nat i ona

El ectrical Safety Code, and such other codes and standards that
are generally accepted by the industry, except as nodified by this
Conmi ssi on. Each utility shall construct, install, operate, and
maintain its plant, structures, equipnent, and lines in accordance

Page 12



4.4

with these standards, and in such a manner to best accomodate the
public, and to prevent interference with service furnished by
other public utilities insofar as practical.

2. Line extension and construction charges. Every wutility shall
include its line extension policy in its tariff. The policy shall
be consistent, nondiscrimnatory, and subject to the approval of
t he Conm ssi on.

Response To Request For Service. Every teleconmunications utility

shal | serve each qualified applicant for service wthin its

certificated area as rapidly as practical.

1.

Applications for new tel ephone residential service requiring line
extensions should be filled as quickly as possible and shall be
filled within ninety (90) days unless unavailability of materials
or other situations which are reasonably beyond the control of the
utility cause unavoi dable delays. Drop wire less than 300 feet in
l ength which connects the wutility distribution facility to the
custonmer premses is not considered a l|ine extension. For this
rule, facility placenent which requires a permt for a road or
railroad crossing will be classed as a |ine extension.

If a line extension is required by other than a |arge business

cust omer or i f facilities are not avai | abl e, t he

tel ecommuni cations utility shall inform the custoner within ten

(10) working days of receipt of the application, giving the

customer an estimated conpl etion date.

In the event that residential service is delayed in excess of

ninety (90) days after an applicant has nmet credit requirenents

and made satisfactory arrangenents for paynent of any required
construction charge, a report shall be nmade to the Conmm ssion
listing the nane, location and cause for delay. Unl ess such
del ays are due to causes which are reasonably beyond the control
of the wutility, delay in excess of ninety (90) days shall
constitute refusal to serve, and consideration may be given to
revoking the certificate of convenience and necessity or to
granting a certificate to another utility to serve the applicant
or refusal may be considered in arriving at a proper equity return
or the Conmission may take such further action as it deens

appropri at e.

Conpl i ance by the applicant.

A) Any utility may decline to serve an applicant until such
applicant has conplied wth the State and runicipal
regul ati ons and approved rules and regulations of the utility
on file with the Conm ssion governing the service applied for
or for the follow ng reasons:

1) If the applicant's installation or equiprment is known to
be hazardous or of such character that satisfactory
servi ce cannot be given

2) If the applicant is indebted to the utility for the sane
kind of regulated intrastate service (business or
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residence) as that applied for. In the event the
i ndebtedness of the applicant is in dispute, the
applicant shall be served upon conmplying wth the
deposit requirenent in these rules (relating to Deposits
and Credit Standards ).

3) For refusal to make a deposit if the applicant is
required to make a deposit under these sections.

B) Applicant's recourse. In the event that the utility shal
refuse to serve an applicant under the provisions of these
sections, the utility nmust inform the applicant of the basis
of its refusal and that the applicant may file a conpl aint
wi th the Conm ssion.

@] Insufficient grounds for refusal to serve. The follow ng
shall not constitute sufficient cause for refusal of service
to a present custoner or applicant:

1) delinquency in paynment for service Dby a previous
occupant of the prem ses to be served.

2) failure to pay for nmerchandise, or charges for non-
utility service purchased fromthe utility.

3) failure to pay a bill caused by previous under billing
due to msapplication of rates nore than six (6) nonths
prior to the date of application.

4) violation of the utility's rules pertaining to operation
of nonstandard equipnent or unauthorized attachnents
which interferes wth the service of others, or other
services such as communication services, unless the
customer has first been notified and been afforded
reasonabl e opportunity to conply with said rul es.

5) failure to pay a bill of another custoner as guarantor
t hereof, unless the guarantee was nade in witing to the
utility as a condition precedent to service.

6) failure to pay the bill of another custoner at the sane
address except where the changes of custoner identity is
made to avoid or evade paynent of a utility bill. A

customer may request a supervisory review if the utility
determnes that evasion has occurred and refuses to
provi de service.

7) for refusal to pay charges billed on behalf of another
carrier.

4.5 Billing

1.

Due date. The due date for paynment of a nonthly bill for utility
service shall be no less than twenty (20) days from the date of
mailing by the telecommunications utility to the customer after
issuance. If the last day for paynment should fall on a Saturday,
Sunday, or bank holiday or other day when the offices of the
tel ecomuni cations wutility which regularly receive paynents are
not open to the general public, the due date shall be extended to
t he next busi ness day.
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Rendering and form of bills. Billing for teleconmunications

service should normally be rendered nonthly and shall show

A) The date of the bill

B) The due date on or before which paynment nust be received to
avoi d an account bei ng consi dered del i nquent.

@] The beginning and ending dates of the billing period for
| ocal exchange servi ce.

D) The anounts due for |ocal exchange service and the charges
for toll servi ce, | ocal usage, taxes and applicable
surcharges during the current billing period shall be shown
separately.

E) An item zed statenent of toll charges listing the date, tine
destination, duration, and rate period for each toll call.

F) The total amount of all paynents and other credits nmade to
t he account during the current billing period.

€) The anount of |ate paynent charges, if applicable.

The total anount due.

1) A statenent that a rate schedule, an explanation of how to
verify the accuracy of a bill, and an explanation of the
various charges, if applicable, can be obtained by calling
the | ocal business office of the utility.

J) At least annually and upon request of the custoner, the
tel ecommuni cations wutility shall provide an item zation of
all service, equipnent and other recurring charges appearing
on the bill

K) Custoner billings sent through the United States mail will be
sent in an envel ope.

L) In the event a custoner's service is interrupted other than
by negligence or willful act of the custoner, and it remains
out of order for 24 hours or longer after access to the
prem ses is nade available and after being reported to be out
of order, appropriate adjustnment or refunds shall be nade to
t he custoner. The anount of adjustnent or refund shall be
determ ned on the basis of the known period of interruption
generally beginning from the tinme the service interruption
was first reported. The refund to the custoner shall be the
pro rata part of the nonth's flat rate charges for the period
of days and that portion of the service facilities rendered
usel ess or inoperative. The refund nmay be acconplished by a
credit on a subsequent bill for tel ephone service.

Charges for Services. For services or functions whose rates are

approved by or subject to tariffs on file with the Conm ssion,

tel ecommuni cations wutilities shall not charge disconnect fees,
nmenbership fees, application fees, service call fees or any other
type of fee except as provided for in the tariff of the utility.

Over billing and under billing. If billings for utility service

are found to differ fromutility's lawful rates for the services

bei ng purchased by the custoner, or if the utility fails to bil
the custoner for such service, a billing adjustnent shall be
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calculated by the utility.

A) Refunds of overcharges. |If the custoner is due a refund, an
adj ustment  shal | be mnmade for the entire period of
over char ges. If an overcharge is adjusted by the utility
within ninety (90) days of the bill in error, interest shal
not accrue. Unless provided in this section, if an
overcharge is not adjusted by the utility within 90 days of
the bill in error, interest shall be applied to the anount of
the overcharge at the rate set by the Comm ssion herein for
paynment on deposits. Interest on overcharges that are not
adjusted by the utility within 90 days of the bill in error
shall accrue from the date of paynent. Interest shall not
apply to payment arrangenents

B) Back billing of undercharges. If the custoner was
undercharged, the utility may back bill the customer for the
anount which was under billed. The back billing is not to

exceed six (6) nmonths unless the utility can produce records
to identify and justify the additional anmount of back

billing. However, unless the under billing was the result of
del i berate customer action to cause wunder billing, the
utility may not disconnect service if the custoner fails to
pay charges arising from an under billing nore than six (6)

nonths prior to the date the utility initially notified the
custonmer of the anount of the undercharge and the total
addi tional anount due. If the under billing is $25.00 or
nore, the wutility shall offer the customer a paynent
arrangenents option for the sane length of time as that of
t he under billing.

Payment Arrangenents. A paynent arrangenent is any arrangenent

or agreenment between the wutility and a custonmer in which an

outstanding bill wll be paid in installnents that extend beyond
the due date of the next bill. The tel ecomunications utility,
through its enployees, shall exercise good faith and fair

judgenent in attenpting to enter into a reasonable paynent
agreenent regarding undi sputed anounts or to otherw se equitably
resolve the matter. Factors to be taken into account when
attenpting to nmake a reasonable paynent agreenent shall include
but not be limted to the size of the unpaid bal ance, the paynent
history of the custoner and the length of tinme over which the bil

accunul at ed. The telecomunications wutility my not suspend
service for an undisputed delinquent bill under the follow ng
ci rcunst ances: (1) while it is negotiating a paynent agreenent

with the custoner; or (2) within 24 hours after negotiating fails.
In all other cases, the utility is encouraged to offer a
paynent arrangenent to residential custoners.

D sputed bills.

A In the event of a dispute between a custoner and a utility
regarding any bill for wutility service, the utility shall
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forthwi th make such investigation as shall be required by the
particular case, and report the results thereof to the
custonmer and, in the event the dispute is not resolved, shal
inform the custonmer of his or her right to file a conplaint
with the Conm ssion in accordance with 4. 2. 1.
B) Notw t hstanding any other section of these rules, a
tel ecommuni cations utility's custoner's service shall not be
subj ect to discontinuance for nonpaynent of that portion of a
bill under dispute pending the conpletion of t he
investigation of the dispute by the utility. Nor shall
suspension notices nor demands for additional deposits be
made during this period.
Noti fication of alternative paynent progr ans or paynent
assistance. Any tinme a custoner contacts the utility to discuss
their inability to pay a bill or to indicate that they are in need
of assistance with their bill paynment, a utility representative
shall informthe custonmer of all avail able alternative paynment and
any paynent assistance prograns that are available, such as
paynment arrangenents, suspension noratoriunms for the ill, and of
the eligibility requirenments and procedures for applying for each.

4.6 Deposits and Credit Standards

1.

Applications for Residential Service - Were an applicant's credit
is not established, a deposit in the maxi mum anmount of $50.00 per
residence may be required as security for the payment of future
bills for telephone service. No deposit shall be required if the
applicant has had prior telephone service billed in the
applicant's nane and provided by a teleconmunications utility
subj ect to these rules and is not indebted to said
t el ecommuni cations utility on account of such prior service, has
established a history of tinmely paynments and has not had service
suspended for non-paynent. |In the absence of prior credit history
with a teleconmunications wutility subject to these rules, a
deposit nmay be required unless the applicant provides satisfactory
evi dence of one of the follow ng:
(A) Employnent with the sane enployer for a period of one (1)
year prior to the date of application;
Ownership of real estate where service is to be install ed,
(O A witten |ease of one (1) year or nore for the prem ses at
whi ch service is to be installed.
Applicants for Business Service - Were an applicant's
credit is not established, a deposit in the maxi mum
anmount of $90.00 per line may be required as security
for the paynent of future bills for tel ephone service.
No deposit shall be required if the applicant has had
prior busi ness telephone service billed in the
applicant's nanme and provided by a teleconmunications
utility subject to these rules and is not indebted to
said tel ecomuni cations utility on account of such prior
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service, has established a history of tinmely paynents
and has not had service suspended for non-paynent.
Resi dential service deposits may be retained by the
tel ecommuni cations wutility for one year and business
service deposits may be retained for two years. The
deposit plus interest shall be returned to the custoners
by check after the retention period if the account is
not delinquent at the tinme.
Exi sting custonmers (Business Service and Residence
Servi ce) - When the tel ecomuni cations utility
determ nes a custoner's credit to be doubtful or service
i s suspended for non-paynent, a deposit nmay be required.
The anount of a cash deposit shall not exceed the
custonmer's average two (2) nonth bill, including toll
charges, during the preceding twelve (12) nonth period.
Deposits nmay be adjusted to maintain a level equal to
the average two (2) nonth bill.
Interest at the rate of 9% per annum unless a different
rate is specified in the telecommunications utility's
tariff, will be paid by the tel econmunications utility
on the amount of the deposit, for the period it 1is
retained and, where the deposit is retained for a period
in excess of one year, interest will be paid annually
through a credit to the custoner's account.
Each new custoner, from whom a deposit is required,
shall receive a witten description of the deposit
policy as set forth herein.

4.7 D scontinuance O Service

1.

Suspension for delinquent bills. A custoner's teleconmunications

service may be disconnected if a bill has not been paid or a
paynment arrangenent has not been entered into within thirty (30)
days fromthe date of mailing of a bill provided proper notice has

been given. Proper notice shall consist of a separate nmailing or

hand delivery at least ten (10) days prior to a stated date of

suspension. The notice shall contain the foll ow ng:

A) The words "suspension notice" or simlar |anguage prom nently
di spl ayed on the notice.

B) The reason for the threatened suspension of service.

@] A statenent of anounts currently due, and of any required
deposi t.

D) A statenent that a specific reconnection fee will be required
to have service restored after it has been suspended if
appl i cabl e.

E) A statenent that the custonmer should i mediately contact the
utility to attenpt to resolve the matter. Such notice shall
include the nmiling address and telephone nunber where
guestions nmay be filed answered and paynent agreenents
entered into with the utility.
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F) Attached to or on the face of the suspension notice for
tel ecommuni cations bills shall appear a statenment notifying
the custoner that if they are in need of assistance wth
paynment of their bill, or are ill and unable to pay their
bill, they may be eligible for alternative paynent prograns,
such as a paynent arrangenent, and to contact the | ocal
office of the utility for nore information.

€) The service suspension day may not fall on a holiday or
weekend, but shall fall on the next working day after the
tenth day. Paynent at the wutility's authorized paynent
agency is considered paynent to the utility. The conmpany may
request custoners who pay at paynent agencies |less than three
days prior to the suspension date to call the conpany wth

recei pt information. The conpany shall not issue late
noti ces or disconnect notices to the custoner earlier than
the first day the bill becones delinquent, so that a
reasonable length of tinme is allowed to ascertain receipt of
paynment by nmail or at the wutility's authorized paynent
agency.

Suspension with notice. Wility service may be di sconnected after

proper notice for any of the foll owi ng reasons:

A) Nonpaynment of an undisputed delinquent account or the
undi sputed portion of an account where a dispute exists as to
part but not all of an amount billed by a tel ecommunications
utility or failure to conply with the terns of a paynent
arrangenent .

B) Violation of the utility's rules pertaining to the use of
service in a manner which interferes with the service of
others or the operation of nonstandard equipnent, if a
reasonabl e attenpt has been nade to notify the customer and
the customer is provided with a reasonable opportunity to
renedy the situation

@] Failure to conply with deposit or guarantee arrangenents
where required by these rules.

Suspensi on w thout notice. Uility service may be disconnected
wi t hout notice where a dangerous condition exists for as long as
the condition exists or where service is connected wthout
authority by a person who has not nade application for service or
who has reconnected service follow ng suspension of service for
nonpayment . Wiere reasonable, given the nature of the hazardous
condition, a witten statenment providing notice of suspension and
the reason therefore shall be posted at the place of common entry
or upon the front door of each affected residential unit as soon
as possible after service has been di sconnect ed.

Suspensi on prohi bited. Uility service may not be disconnected

for any of the foll ow ng reasons:

A) Del i nquency in paynent for wutility service by a previous
occupant of the prem ses.

B) Failure to pay for nerchandise, or charges for non-utility
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service provided by the utility.

@] Failure to pay for a different type or class of service
unless the service is provided by the billing utility and
unl ess the fee for such service is included on the sanme bill.

D) Failure to pay the account of another custoner as guarantor
thereof, unless the utility has in witing the guarantee as a
condition precedent to service.

E) Failure to pay charges arising from an wunder billing
occurring due to msapplication of rates nore than six (6)
nonths prior to the current billing.

Suspension on holidays or weekends. Unless a dangerous condition
exists, or unless the custoner requests disconnection, service
shall not be disconnected on a day, or on a day inmediately
preceding a day, when personnel of the utility are not available
to the public for the purpose of nmaking «collections and
reconnecting servi ce.

D sconnection due to utility abandonnent. No tel ecomuni cations

utility may abandon a customer or a certificated service area

without witten notice to its custoners therein and all simlar
nei ghboring utilities, and prior approval fromthe Comm ssion.

Suspension for ill and di sabl ed.

A) No | ocal exchange carrier shall suspend or refuse to restore
service to a dwelling when an occupant in the dwelling is
certified by a physician or Christian Science practitioner to
be seriously ill and affected with a nedical condition which
wi Il be aggravated by a conpl ete cessation of service. These
rules shall not prohibit a local exchange carrier from
limting the use of such service to those calls necessary to
the health of the seriously ill person.

B) | f, before suspension of service, a |ocal exchange carrier
enpl oyee is inforned that an occupant is seriously ill or is
affected with a nmedical condition, and that the occupant w |l
be endangered by a cessation of service, and that a nedica

certification will be procured, suspension shall not occur
for at least 3 days. Service may be suspended if no
certification is produced wthin the 3 day period.

Certifications initially my be witten or oral, subject to

the right of the Ilocal exchange carrier to verify the

certification by calling the physician or Christian Science

practitioner or to require witten confirmation within 7

days.

@] Al certifications, whether witten or oral, shall include

all of the follow ng infornmation:

1) The nane, address and tel ephone nunber of the customer
i n whose nane the account is registered.

2) The nane and address of the afflicted person and the
afflicted person's relationship to the custoner.

3) The nature and anticipated |l ength of the affliction.

4) The name, office address and tel ephone nunber of the
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4.8 Conti

certifying physician or Christian Science practitioner.

5) The specific reason why access to tel ephone service nust
be maintained, including the localities in which it is
necessary for calls to be placed to.

D) Service shall not be suspended for the period specified in
t he nedical certification; however, the maxi mum|ength of the
certification shall be 30 days. |If no tine is specified or
if the time is not readily ascertainable, service shall not
be suspended for at least 30 days. An initial certification
may be renewed for an additional period of up to 30 days in
t he sane manner provided for the initial certification

E) Wen service is required to be restored due to energency
nmedi cal certification, the |ocal exchange carrier shall nake
a diligent effort to have service restored on the date of the
nmedi cal certification. Service shall be restored before the
end of the next working day. Each |ocal exchange carrier
shall have enpl oyees available or on call to restore service
i n energenci es.

Resol ution of disputes. Any custoner or applicant for service

requesting the opportunity to dispute any action of a utility

shall be given an opportunity for a supervisory review by the
utility. If the utility is unable to provide a supervisory review
imediately following the request for such review, arrangenents
for the review shall be nade for the earliest possible date.

Service shall not be disconnected pending conpletion of the

review. |If the custonmer chooses not to participate in such review

or to nmake arrangenents for such review to take place within five

(5) days after requesting it, the conpany may disconnect service,

providing notice has been issued under standard disconnect

procedures. Any customer who is dissatisfied with the review by
the utility nmust be informed of their right to file a conplaint
with the Public Service Conmm ssion of Delaware. The results of

t he supervisory review nust be provided in witing to the custoner

within ten (10) days of the review, if requested.

nuity O Service
Service interruptions
A) Every public utility shall nake reasonable efforts to prevent

interruptions of service. When interruptions occur, the
utility shall reestablish service wthin the shortest
reasonabl e ti ne.

B) Each utility shall rmake reasonable provisions to neet
energencies resulting from failure of service, and each
utility shall issue instructions to its enployees covering

procedures to be followed in the event of emergency in order
to prevent or mtigate interruption or inpairnment of service.
@] In the wevent of national energency or |local disaster
resulting in disruption of normal service, the utility may,
in the public interest, interrupt service to other custoners
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in order to provide necessary service to civil defense or
other energency service agencies on a tenporary basis unti
normal service to these agencies can be restored.

Each utility shall keep a conplete record of all interruptions

bot h energency and schedul ed. This record shall show the cause
for interruptions, date, tine, duration, |ocation, approxinate
nunber of custoners affected, and, in cases of energency

interruptions, the renmedy and steps taken to prevent reoccurrence.
In case any change is made by the utility in the type of service
rendered which would adversely affect the efficiency of operation
or the adjustnment of the equi pnent of custoners, all customers who
may be affected shall be notified by the utility at |east sixty
(60) days in advance of the change or if such notice is not
possible, as early as feasible. Were adjustnents or replacenents
of the utility's standard equi pnent nust be nade to permt use
under such changed conditions, adjustrment shall be nmade by the
utility without charge to the customners.
Tel econmmuni cations utilities nmay delay dial tone or establish
other load controls to |imt wusage during periods when, due to
di saster or other causes, traffic increases above normal |evels by
such an anobunt as to overload the network and endanger the
conpl etion of energency calls. These delays and load controls
shall only be wutilized for so long as the energency or
extraordinary traffic | oad exists.
Tel ecomuni cations utilities may tenporarily interrupt service to
effect repairs or maintenance; to elimnate an inmmnent threat to
life, health, safety or substantial property damage; or for
reasons  of | ocal, St at e, or Nat i onal emner gency. Each
tel ecommuni cations utility shall establish procedures to be
followed by its enployees to prevent or mtigate interruption or
i mpai rment and provide pronpt notification to affected custoners.
Service may be interrupted only as long as necessary to protect
the health of safety to the public, to protect property, or to
remedy the situation which necessitated the interruption.

5.0 QUALITY OF SERVI CE

5.1 Directories and Tel ephone Nunbers

1

Tel ephone directories shall normally be published annually,
listing the names, addresses, and telephone nunbers of all
customers, except public telephones and tel ephone services
unlisted at custoners' requests.

Custoners shall be provided one listing at no charge in
directory assistance and in the al phabetical directory which
contains their city/town service address.

Upon issuance, a copy of each directory shall be distributed for
all custonmer access lines served by that directory and, if
requested, one extra copy per custoner access line. A copy of
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each directory shall be furnished to the Comm ssion

4. The nane of the |local exchange carrier, an indication of the area
included in the directory, and the nonth and the year of issue
shall appear on the front cover. Information pertaining to

energency calls such as for the police and fire departnents shal
appear conspicuously in the front part of the directory pages.

5. The directory shall contain instructions concerning placing |oca
and long distance calls on the network of the conpany issuing the
directory, calls to repair and directory assistance services, and
| ocati ons and tel ephone nunbers of |ocal exchange carrier business
offices as nmay be appropriate to the area served by the directory.

It shall also contain a section setting out sanple |ong distance
rates within the |long distance service area on the network of the
conpany issuing the directory applicable at the tine the directory
is conpiled for publication with a clear statenment that the
publ i shed rates are effective as of the date of conpilation.

6. Each |ocal exchange <carrier shall [list each -custoner wth
directory assistance within 72 hours after service connection
(except those nunbers not listed at the custoner's request) in

order that the directory assistance operators can provide the
request ed tel ephone nunbers based on custoner nanes and addresses.

7. Al unassigned telephone nunbers shall be intercepted unless
ot herwi se approved by the Conm ssion.

8. D sconnected residence tel ephone nunbers shall not be reassigned
for 30 days and disconnected business nunbers shall not be

reassi gned, unless requested by the customer, for 30 days or the
l[ife of the directory, whichever is |onger unless no other nunbers
are available to provide service to new custoners.

9. | f a custoner's nunber is incorrectly listed in the
tel ecommuni cations wutility's alphabetical directory and if the
incorrect nunmber is a working nunber and if the custonmer to whom
the incorrect nunber has been assigned requests, the nunber shal
be changed at no charge. |If the incorrect nunber is not a working
nunber and is a usable nunber, the custonmer's nunber shall be
changed to the listed nunber at no charge if requested.

10. When additions or changes in plant or changes to any other I|oca
exchange carrier operations necessitate changi ng tel ephone nunbers
to a group of custoners, at least 30 days witten notice shall be
given to all custoners so affected even though the additions and
changes nmay be coincident with a directory issue.

11. If the custoner requests, the custoner's street address shall be
deleted from the directory and the custonmer's locality shall be
shown.

5.2 Energency operation
1. Each |ocal exchange carrier's central office not equipped wth
permanently installed standby generators shall <contain as a
m nimum three hours of battery reserve wthout voltage falling
bel ow the level required for proper operation of all equipnent if
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5.3

5.4

5.5

a permanent energency generator is installed and eight hours if
one is not. It is also essential that all central offices have
adequate provisions for energency power. In offices wthout
installed energency power facilities, there shall be a nobile
power unit avail able which can be delivered and connected on short
noti ce.

2. I n exchanges exceeding 5,000 lines, a permanent auxiliary power
unit shall be installed.

| nspections and tests

1. Each tel ecommunications utility shall adopt a program of periodic
tests, inspections, and preventive maintenance ained at achieving
efficient operation of its systemand rendition of safe, adequate,
and conti nuous servi ce.

2. Each tel ecommunications utility shall maintain or have access to
test facilities enabling it to determne the operating and
transm ssion capabilities of all equipnent and facilities. The

actual transm ssion performance of the network shall be nonitored
in order to determne if the service objectives in this chapter
are nmet. This nonitoring function shall include, but not be
limted to, circuit order tests prior to placing trunks 1in
service, routine periodic trunk maintenance tests, test of actua
switched trunk connections, periodic noise tests of a sanple of
customer | oops in each exchange, and special transm ssion surveys
of the network.

3. Each central office shall be equipped wth a 1,000+20 hertz, one
mlliwatt test signal generator and a 900 ohm bal ance term nation
device wired to tel ephone nunbers so that they nmay be accessed for
dial test purposes. Each telecommunications utility shall advise
the Conm ssion of the nunbers assigned for these test
term nati ons.

Cal i brati on. Tel ecomuni cations utilities shall calibrate test
equi prent, timng devices and other equipnent against established
standards at periodic intervals such that accuracy wthin nornal
industry accepted |limts is reasonably assured. Cali bration records
shall be avail abl e for Conm ssion inspection.

Service objectives. The objective service |levels are based on nonthly
averages, except for dial service and transm ssion requirenments, which
are based on specific sanples. Tel econmuni cations utilities shall

make measurenments to determine the level of service for each item
included in these rules. Each tel econmuni cations wutility shall

provide the Conm ssion with the nmeasurenments and summaries thereof for

any of the itens included herein on request of the Conm ssion. In
addition, if the telecommunications utility conducts custoner service
opi ni on surveys, these surveys shall be considered by the Conm ssion as
nmeasures of custoner service opinion (See Section 5.9) of the services
provided where the Conpany denonstrates to the Commssion's
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satisfaction that the survey is a valid and reliable neasure of

customer service opinion for the categories in question Records of
these neasurenents and sunmmaries shall be retained by the
tel ecomuni cations utility as specified by the Conm ssion.

Anong the factors which the Commssion will consider in determ ning

whet her custoner service opinion survey results are a valid and
reliable nmeasure of custoner service opinion are the follow ng:

a. whet her a proper universe of custoners was sel ect ed;
b. whet her a representative sanple was drawn fromthat universe;
C. whet her t he node of guesti oni ng t he
interviewees was neutral, non-I|eading, non-
suggestive, easily understood and otherw se
correct;
d. whet her the data was gathered and reported accurately;
e. whether the survey was conducted by an
i ndependent organi zation disinterested in the
results;
f. whet her the sanple design, questionnaire and
interviewing techniques were otherwise in
accordance with generally accepted standards
and procedures for the conduct of reliable
public opinion surveys and the production of
statistically valid results.
1. Installation of service. Unl ess otherwise provided by the

Conmi ssi on:

A) ninety-five percent of the l|local exchange carrier's service
| ess than
20 lines shall be completed wthin five working days,
excluding those orders where a later date was specifically

orders for installing primary service for order of

requested by the custoner.

B) ninety eight percent of the |ocal exchange carrier's non-
primary service orders shall be conmpleted within twenty (20)
days of receipt of an application, excluding those orders

where a later date was specifically requested by the
cust oner.
@] each |ocal exchange carrier shall establish and naintain

installation tine commtnment guidelines for th
conpl ex services that are contained in its tarif

e various

f.

Those

gui del ines should be available for public review and shoul d

be applied in a nondi scrimnatory nanner.

D) t he installation i nterval nmeasur enent s outlined

in

subparagraphs A) - C of this paragraph shall conmmence wth

either the date of application or the date on which

applicant qualifies for service, whichever is |ater.

E) if the local exchange carrier elects, it may coll ect

the basis of seven calendar days. In that case,
requirenents shall pertain to seven calendar days in lieu of

five working days.
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F)

©)

the |ocal exchange carrier shall provide to the custoner a
due date on which the requested installation or change shall
be made. If a custoner requests that the work be done on a
regular working day later than that offered by the | ocal
exchange carrier, then the custoner's requested date shall be
the comm tnent date. If a custonmer's presence is required
for access and the custonmer indicates that the premses is
not normally occupied during the day, the local exchange
carrier shall offer an appointnent period wth the custoner
for nmorning or afternoon, on the due date. Wiere an
appoi nt nent cannot be kept by the |ocal exchange carrier, the
| ocal exchange carrier shall attenpt to notify the custoner
by a telephone call and schedule a new appointnent. | f
unable to gain access to the custoner's prem ses during the
schedul ed appointnent period, the |ocal exchange -carrier
representative shall l[eave a notice at the prem ses advising
t he custoner how to reschedul e the work.

ninety percent of the |ocal exchange carrier's commtnents to
custonmers as to the date of installation of service orders
shall be net excepting those custoner-caused del ays.

the installation interval and commtnent requirements of
subparagraphs A) - G of this paragraph do not include
service orders either to disconnect service or to nmake record
changes on a custoner's account.

a held regrade order is one not filled wthin 30 days after
the custonmer has made application for a different grade of
servi ce except where the custoner requests a later date. In
the event of the |ocal exchange carrier's inability to so
fill such an order, the customer wll be advised and
furnished the date when it will be available. The nunber of
hel d regrade orders shall not exceed 1.0% of the total nunber
of custoner access |ines served.

Qperator handled calls

A

Tel ecommuni cations utilities providing operator services
shall rmaintain adequate personnel to provide an average
operator answering performance as follows for each exchange
on a nonthly basis:

1) Ni nety percent (90% of toll and assistance operator
calls answered within 10 seconds, or average answer tinmne
shall not exceed 4.0 seconds.

2) Eight-five percent (85% of repair service calls, calls
to business office, and other calls nmade during norna
working hours shall be answered wthin 20 seconds
(equi val ent neasurenents may be used).

3) Ei ghty percent of directory assistance calls shall be
answered within 10 seconds or the average answer tine
shall not exceed 8.0 seconds.

4) |f the custonmer reaches an operator service other than
that provided by the |ocal exchange carrier, by dialing
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B)

O

Local

"0", the operator service nust, upon custoner request,
connect the custoner to the operator service provided by
the | ocal exchange carrier and at the sanme |ocation the
customer woul d have ot herwi se reached at no charge.

5) Any |ong distance carrier that can be reached by dialing
"0" from any telephone shall be prepared to provide
assistance to any caller trying to obtain energency
assi stance. This shall include having tel ephone nunbers
of energency service providers in all areas of the State
of Delaware and instructing operators how to conplete
such calls pronptly.

6) Wiere any tel ephones are arranged by or in cooperation
with a long distance carrier to provide access to
operator services other than those provided by the | ocal
exchange carrier by dialing "0" or 1+ said tel ephones
shall be plainly marked noting that (a) the operator
that answers is an alternative operator service and (b)

that connections wth other operators, including the
| ocal exchange carrier operators, are available on
request .

An "answer" shall nean that the operator or representative is
ready to render assistance and/or ready to accept the
i nformati on necessary to process the call. An acknow edgnent
that the custonmer is waiting on the line shall not constitute
an "answer".

Tel ecomuni cations utilities may nmeasure answer tinme on a
toll center or operating unit basis in lieu of neasuring
answer time in each exchange unl ess specifically requested by
t he Conm ssi on.

dial service. Each |ocal exchange carrier shall provide and

maintain central office and interoffice channel capacity and
equi pnrent to achieve the following mninum service requirenents
during the average busy season, busy hour:

A
B)

N nety-eight percent of all calls shall be provided a dia
tone within three seconds.

At | east ninety-seven percent of all correctly dialed calls
(local and intrastate toll conbined) shall be conpleted. For
purposes of this section, conpletion is acconplished when
either a ringing or busy signal resulting only from use of
the called Iine occurs.

Long di stance service

A

B)

Engi neering and nmaintenance of the trunk and related
switching conponents in the toll network for each
tel ecomuni cations utility providing intrastate toll service
shall be such as to permt 95% conpletion on properly dialed
calls, wthout encountering failure because of blockages or
equi pment irregularities on its network.

Long distance carriers shall not provide service to any
prem ses that bl ocks access to other |ong distance carriers.
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@] Any long distance provider that does not wish to neet the
requirenents of (A) & (5.8) above may apply to the Comm ssion
for an exenption provided that all custonmers and al |
applicants for service are advised of the grade of service
that the utility does provide and consent in witing thereto.

Custoner trouble reports.

A) The | ocal exchange carrier shall maintain its network service
in such a manner that the average nonthly rate of custoner
trouble reports, excluding custoner prem ses equipnent (CPE)
reports, shall not exceed five (5) reports per 100 custoner
access line in each exchange.

B) The |ocal exchange carrier shall provide to the custoner a
conmmtnent tine by which the trouble will be cleared. If a
prem ses visit is required, the |local exchange carrier shal
establish an appointnment period with the custonmer for the
norning or afternoon. Wen an appoi ntnent cannot be kept by
the | ocal exchange carrier, the local exchange carrier shall
attenpt to notify the custoner by a telephone call and

schedul e a new appointnment. |If unable to gain access to the
custonmer's premses during a schedul ed appointnent period,
the local exchange carrier representative shall |leave a

notice at the premses advising the customer how to

reschedul e t he work.

@] At least 90% of out-of-service trouble reports on service
provided by the |local exchange carrier shall be cleared
within 24 hours of notification.

D) Each |ocal exchange carrier shall establish procedures to
ensure the pronpt investigation and correction of trouble
reports so that the percentage of repeated trouble reports on
resi dence and single line business |lines does not exceed 20%
of the total custonmer trouble reports on those Iines.

Transm ssion requirenents.

A) Interoffice trunking. Al voice-grade trunk facilities shal
conform to accepted transm ssion design factors and shall be
mai ntained to neet the follow ng objectives when neasured
fromthe trunk termnals of the originating central office to
the trunk termnals of the termnating central office.

1) Interoffice |ocal exchange service calls. Excl udi ng
calls between central offices in the sane building, 95%
of the neasurenments on the network of the |ocal exchange
carrier should have from two to ten decibels |oss at
1000+20 hertz and no nore than 30 decibels above
ref erence noi se level ("C' nmessage wei ghing).

2) Direct distance dialing. Ni nety-five percent of the
transm ssion neasurenents should have from three to
twel ve decibels loss at 1000+20 hertz and no nore than
33 decibels above reference noise level ("C' nessage
wei ghi ng) .

3) Upon application to the Comm ssion, and after Conmm ssion
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5.6

5.7

5.8

approval, utilities that have different neasurenents and
data collection standards that are reasonably expected
to ascertain that these standards are nmet may collect
and maintain that data in lieu of the data specified in
this section.

B) Subscri ber lines. Al newy constructed and rebuilt
subscriber lines shall be designed for a transm ssion | oss of
no nore than eight decibels from the serving central office
to the custonmer prem ses network interface. Al subscri ber
lines shall be maintained so that transm ssion |oss does not
exceed 10 deci bels. Subscriber lines shall in addition be
constructed and maintained so that netallic noise does not
exceed 30 decibels above reference noise level ("C' message
wei ghing) on 90% of the Ilines. Metallic noise shall not
exceed 35 decibels above reference noise level ("C' message
wei ghi ng) on any subscriber |ine.

@] PBX and nultiline hunt |ocal exchange access lines. PBX and
multiline hunt |ocal exchange access lines, installed after
the effective date of these regulations, shall be designed
and maintained so that transm ssion |oss does not exceed 5.5
deci bel s.

Servi ce observing. Before any teleconmunications utility provides
equi pment or otherwi se assists a business tel ephone custoner utilizing
servi ce observing equipnment to nonitor calls originated by or received
at the business tel ephones, the customer nust inform all enployees that
call s over the business tel ephone are subject to being nonitored.

Traffic usage studies. 1In all |ocal exchange and |ong di stance carrier
central offices traffic usage studies shall be performed at |east
annual | y. Traffic usage studies shall include at least five
consecutive days and shall include a usage record on a |east an hourly
basis. The usage record shall be CCS (hundred second calls) or simlar
nmeasurenent (peg counts are not acceptable for this purpose). Recor d
of the nost recent study shall be nmaintained and nade available on
request for Comm ssion review Usage may be recorded directly by way
of traffic usage recording devices or prograns or may be conputed from
custonmer billing records so long as such conmputations are designed to
accurately indicate usage |evels.

Engi neered grade of service. Tel ecommuni cations wutilities shal

install and maintain adequate trunks and sw tching equi pnment to achieve
a P.0l1 grade of service in each switch or final trunk group during the
busy hour of the busy season. Such grade of service shall be
determ ned using the WIlkinson B or other simlar traffic tables that
give recognition to the type of switching enployed and the traffic
patterns that exist. This requirement shall not apply to trunk groups
that are not final groups so long as custoners' calls will be routed to
a final group engineere P.O1 if the first choice (non-final) group is

Page 29



5.9

busy.
Subscri ber  Eval uati on. Any telecomunications wutility wutilizing
customer service opinion surveys shall be required to provide these
results to the Conmssion if requested. These neasurenents may be used
by the Comm ssion, along with the applicable technical neasurenents, to
eval uate tel econmuni cations utility's quality of service.
The survey results of the telecomunications wutility in the
followng categories can be considered as gauges of custoner
satisfaction:

Resi dence Installation

Resi dence Mai nt enance

Resi dence Service Center

Smal | Business Installation

Smal | Busi ness Mai nt enance

Busi ness Service Center

Directory Assi stance

Cal | Conpletion
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