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e Telephone Utilities 

PROPOSED RESCISSION 

4 CSR 240-33.080 Disputes. This rule established the procedures 
by which disputes between customers and telephone utilities were 
resolved so that reasonable and uniform standards existed for han­
dling disputes. 

PURPOSE: This rnle is being rescinded and resubmitted to avoid 
confusion because of the many changes being proposed. 

AUTHORITY: sections 386.040, 386.250 and 392.200, RSMo 
1986. Original rule filed Jan. 14, 1977, effective Oct. 1, 1977. 
Rescinded: Filed Aug. 26, 1999. 

PUBLIC ENTITY COST: T11is proposed rescission will not cost 
state agencies or political subdivisions more than $500 in the 
aggregate. 

PRIVATE ENTITY COST: This proposed rescission will not cost 
private emities more than $500 in the aggregate. 

NOTICE TO SUBMIT COMMENTS AND NOTICE OF PUBLIC 
HEARING: Anyone may file a statement in support of or in oppo­
sition to this proposed rescission with the Missouri Public Service 
Commission, Dale Hardy Roberts, Secretary, P. 0. Box 360, 
Jefferson City, MO 65102, (573) 751-3234. To be considered, com­
nents shall be filed on or before November 12, 1999. Comments 
should refer to Case No. TX-2000-167. and be filed with an orig­
inal and fourteen copies. A public hearing is scheduled for 
November 15, 1999, at 9:00a.m. in room 520B of the Harry S 
Tmman State Office Building, 301 West High Street, Jefterson City, 
Missouri, for interested persons to appear and respond to com­
mission questions. 

SPECIAL NEEDS: Any persons with special needs as addressed by 
the Americans with Disabilities Act should contact the Missouri 
Public Service Commission at least ten days prior to the hearing 
at one of the follmving numbers: Consumer Services Hotline 1· 
800-392-4211, or TDD Hotline 1-800-829-7541. 

Title 4-DEPARI'MENT OF ECONOMIC 
DEVELOPMENT 

Division 240-Public Service Commission 
Chapter 33-Service and Billing Practices for 

{Telephone Utilities] Telecommunications Companies 

PROPOSED RULE 

4 CSR 240-33.080 Disputes by Residential Customers 

PURPOSE: I11is mle establishes the procedures by which disputes 
between residential customers and telecommunications compa11ies 
should be resolved so that reasonable and unifomz standards exist 
for handling disputes. 

' 1 ) A customer shaH advise a telecommunications company that all 
part of a charge is in dispute by written notic~, i~ person or by 

d telephone message directed to the telecommumcatto~s comp~ty 
during nonnai business hours. A dispute m~st be registered wtth 
the utility at least twenty-four (24) hours pn~r to. the ~te of pro­
Posed discontinuance for a cuswmer to avOid dJsconttnuance of 
service as provided by these rules. 
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(2) When a customer advises a telecommunications company that 
all or part of a charge is in dispute, the telecommunications com­
pany shall record the date, time and place the inquiry is made; 
investigate the inquiry promptly and thoroughly; and attempt to 
resolve the dispute in a manner satisfactory to both parties. 

(3) Failure of a customer to cooperate with the telecommunications 
company in efforts to resolve an inquiry which has the effect of 
placing charges in dispute shall constitute a waiver of the cus­
tomer's right to continuance of service under this chapter. 

(4) If a customer disputes a charge, the customer shall pay an 
amount to the telecommunications company equal to that part of 
the total bill not in dispute. The amount not in dispute shall be 
mutually detenuined by the parties. The parties shall consider the 
customer's prior usage, the nature of the dispute and any other per­
tinent factors in determining the amount not in dispute. 

(5) If the parties are unable to mutually detennine the amount not 
in dispute, the customer shall pay to the telecommunications com­
pany, at the company's option, an amount not to exceed fifty per­
cent (50%) of the charge in dispute or an amount based on usage 
during a like period under similar conditions which shall represent 
the amount not in dispute. 

(6) Failure of the customer to pay to the telecommunications com­
pany the amount not in dispute within four (4) working days from 
the date that the dispute is registered or by the delinquent date of 
the disputed bill, whichever is later, shall constitute a waiver of the 
customer's right to continuance of service and the telecommunica­
tions company may then proceed to discontinue service as provid­
ed in this rule. 

(7) If the dispute is ultimately resolved in the favor of the customer 
in whole or in part, any excess moneys paid by the customer shall 
be refunded promptly. 

(8) If the telecommunications company does not resolve the dis­
pute to the satisfaction of the customer, the telecommunications 
company representative shall notify the customer that each party 
has a right to make an infonnal complaint to the commission, and 
of the address and telephone number where the customer may file 
an informal complaint with the commission. If a customer files an 
infonnal complaint with the commission prior to advising the 
telecommunications company that all or a portion of a bill is in 
dispute, the commission shall notify the customer of the payment 
required by sections (5) and (6) of this rule. 

(9) A telecommunications company may treat a customer com­
plaint or dispute involving the same question or issue based upon 
the same facts as already detennined and is not required to com­
ply with these rules more than once prior to discontinuance of ser­
vice. 

AUTHORITY: sectioliS 386.040, RSMo 1994 and 386.250 and 
392.200, RSMo Supp. 1998. Original mle filed Jan. 14, 1977, 
effecti>•e Oct. 1, 1977. Rescinded and readopted: Filed Aug. 26, 
1999. 

PUBLIC ENTITY COST: T11is proposed rule will not cost state 
agencies or political subdivisions more than $500 in the aggregate. 

PRIVATE ENTITY COST: This proposed mle is estimated to cost 
private entities $1,500 in the aggregate. 

NOTICE TO SUBMIT COMMENTS AND NOTICE OF PUBLIC 
HEARING: Anyone may file a statement in support of or in oppo~ 
sition to this proposed rnle with the Missouri Public Service 
Commission, Dale Hardy Roberts, Secretary, P.O. Box 360, 
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Jefferson City, MO 65102, (573) 751-3234. To be considered, com· 
mems shall be filed on or before November 12, 1999. Conunents 
should refer to Case No. TX-2000-167, and be filed with an orig­
inal and founeen copies. A public hearing is scheduled for 
November 15, 1999, at 9:00a.m. in room 5208 of the Harry S 
Truman Srare Office Building, 301 \Vesr High Srreer, Jefferson City. 
Missouri, for imerested persons to appear and respond to com­
mission questions. 

SPECIAL NEEDS: Any persons wirh special needs as addressed by 
the Americans with Disabilities Act should contact the ldissouri 
Public Service Commission at least ten days prior to the hearing 
at one of the following numbers: Consumer Services Hotline 1-
8()().392-4211, or TDD Hotline 1-800-829-7541. 
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FISCAL NOTE 
PRIVATE ENTITY COST 

I. RULE NUMBER 

Title: 4- Department of Economic Development 

Division: 240- Public Service Commission 

Chapter: 33 - Service and Billing Practices for Telecommunications Companies 

Type ofRulemaking: _P:_:r:.:o£.po.::.s::ced:_::_:R:.:.u=l:.:.e _______________ _ 

Rule Number and Name: 4 CSR 240-33.080 Disputes by Residential Customers 

II. SUMMARY OF FISCAL IMPACT 
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Estimate of the number of entities Classification* by types of the Estimate in the aggregate as to the 
by class which would likely be business entities which would cost of compliance with the rule by 
affected by the adoption of the likely be affected: the affected entities: 
proposed rule: 

Class A Local Telephone 
Companies 

I Class B Local Telephone $1,500 
Companies (See worksheet Item !A) 

Class C Local Telephone 
Companies 

Class Interexchange Companies 

Class Payphone Providers 

1 All entities $1,500 

* Class A Telephone Companies are incumbent local telephone companies with more 
than $100,000,000 annual re_venues system wide; Class B Telephone Companies are 
incumbent local telephone companies with $100,000,000 annual revenues or less system 
wide; Class C Local Telephone Companies are all other companies certificated to provide 
basic local exchange telecommunications services, Class lnterexchange Companies are 
long distance providers; Class Payphone Providers are private payphone providers. 

III. WORKSHEET 

1. A draft of the proposed rule was distributed to Class A Telephone Companies, Class B 
Telephone Companies, Class C Local Telephone Companies, Class Interexchange 
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Companies, and Class Payphone Providers certificated by the Missouri Public Service 
Commission as of June 1998. These companies were requested to review the rule and 
provide any projected fiscal impact projections, should the rule be approved as drafted. 
The above information reflects the responses of these companies. 

A. Class B Company 

i. BPS Telephone Company estimates that this rule would cost it $1,500 
over five years because it requires the telephone company to record the 
date, time, and place an inquiry is made about a disputed charge. 

2. The estimated number of entities affected by the proposed rule reflects the number of 
companies responding with fiscal impact information. 

3. Cost of compliance with the rule by the affected entities reflects the total projected 
cost over a five year period for those companies who have responded with projected 
fiscal impact information. Some entities indicated their actual cost may be greater than 
the amount projected. 

IV. ASSUMPTIONS 

1. The life of the rule is estimated at five years. 

2. Fiscal year 1998 dollars are used to estimate costs. No adjustment for inflation is 
applied. 

3. Estimates assume no sudden change in technology that would influence costs. 

4. Affected entities are assumed to be in compliance with all other MoPSC rules and 
regulations. 

5. The universe of entities is based on fiscal year 1998 data and is assumed to remain 
constant. 


