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Chapter 33—Service and Billing Practices
for Telephone Utilities

PROPOSED RESCISSION

4 CSR 240-33.060 Inquiries. This rule established procedures to
be foliowed when customers made inquiries of telephone utilities
so that such inquiries were handled in a reasonable manner.

PURPOSE: This rule is being rescinded and resubmitted 1o avoid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Rescinded: Filed Aug. 26, 1999.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: This proposed rescission will not cost
state agencies or political subdivisions more than 3500 in the
aggregate.

PRIVATE ENTITY COST: This proposed rescission will not cost
private entities more than 3500 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
Comnission, Dale Hardy Roberts, Secretary, PO. Box 360,
“sfferson City, MO 65102, (573) 751-3234. To be considered, com-

s shall be filed on or before November 12, 1999, Commenis
should refer to Case No. TX-2000-165, and be filed with an orig-
fnal and fourteen copies. A public hearing is scheduled for
November 15, 1999, at 9:00 a.m. in room 520B of the Harry S
Truman State Office Building, 301 West High Street, Jefferson City,
Missouri, for interested persons lo appear and respond to com-
mission questions.

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

Title 4—DEPARTMENT OF ECONOMIC
DEVELOPMENT
Division 240—Public Service Commission
Chapter 33—Service and Billing Practices for
{Telephone Utifities] Telecommunications Companies

PROPOSED RULE
4 CSR 240-33.060 Residential Customer Inquiries

PURPOSE: This nule establishes procedures 1o be followed when
residential customers make inguiries of relecommunications com-
banies so that such inquiries are handled int a reasonable manner.

A telecommunications company shall adopt procedurt;s which

+ ensure the prompt and thorough receipt, investigation a}nd,

where possible, resolution of inquiries. The telecommunications

tompany, upon request, shall submit the procedures to the com-

mission and the teleccommunications company shall notify the

tommission of any substantive changes in these procedures prior
0 their implementation.

(2) A telecommunications company shall establish personnel pro-
cedures which ensure that personnel shall be available during nor-
mal business hours to accept customer inquiries within a reason-
able time after such inquiries are made by telephone or in person.
Within a reasonable time after accepting such an inquiry, a
telecommunications company will make available appropriate per-
sonnel to handle the inquiry. A telecommuunications company shall
provide a toll-free telephone number for customer inquiries.

(3) A telecommunications company shall prepare a statement
which in Jayman’s terms describes the rights and responsibilities of
the telecommunications company and its customers under this

_chapter. This statement shall appear in the front part of the tele-

phone ditectory or the telecommunications company will mail or
otherwise deliver such statement to its existing and new customers.
Upon request the statement shall be submitted to the commission,
its staff, or Office of the Public Counsel. The statement shall
include descriptions of:

{A) Billing procedures;

{B) Customer payment requirements and procedures;

{C) Deposit and guarantee requirements;

(D) Conditions of termination, discontinuance and reconnection
of service;

(E) Procedures for handling inguiries;

(F} A procedure whereby a customer may avoid discontinuance
of service during a period of absence;

(G) Complaint procedures under 4 CSR 240-2.070;

(H) The telephone number and address of all offices of the
Missouri Public Service Commission and the statement that this
company is regulated by the Missouri Public Service Commission;
and

(I} The address and telephone number of the Office of the
Public Counsel and a statement of the function of that office.

AUTHORITY: sections 386.040, RSMo 1994 and 386.250 and
392.200, RSMo Supp. 1998. Original rule filed Jan, 14, 1977,
effective Oct. 1, 1977. Rescinded and readopted: Filed Aug., 26,
1999,

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

PRIVATE ENTITY COST: This proposed rule is estimated to cost
private entities $300,000 in the aggregate.

NOTICE TQ SUBMIT COMMENTS AND NOTICE OF PUBLIC
HEARING: Anyone may file a statement in support of or in oppo-
Sition to this proposed rule with the Missouri Public Service
Commission, Dale Hardy Roberts, Secretary, PO. Box 360,
Jefferson City, MO 65102, (573) 751-3234. To be considered, com-
ments shall be filed on or before November 12, 1999. Comments
should refer to Case No. TX-2000-165, and be filed with an orig-
inal and fourteen copies. A public hearing is scheduled Jor
November 15, 1999, at 9:00 a.m. in room 5208 of the Harry $
Truman State Office Building, 301 West High Street, Jefferson Ciry,
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 dof the following numbers: Consumer Services Hotline J-
800-392-4211, or TDD Hotline 1-800-829-7541 .
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FISCAL NOTE
PRIVATE ENTITY COST

1. RULE NUMBER

Title: 4 — Department of Economic Development

Division: 240 — Public Service Commission

Chapter: 33 — Service and Billing Practices for Telecommunications Companies

Type of Rulemaking: Proposed Rule

Rule Number and Name: 4 CSR 240-33.060 Residential Customer Inquiries

I1. SUMMARY OF FISCAL IMPACT

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 =
Class B Local Telephone
Companies
Class C Local Telephone
Companics
Class Interexchange Companies
| Class Payphone Providers $300,000
(See worksheet Ttem 1A)
3 All entities $300,000

* Class A Telephone Companies are incumbent local telephone companies with more
than $100,000,000 annual revenues 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 Interexchange Companies are
long distance providers; Class Payphone Providers are private payphone providers.

HI. 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
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Interexchange 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. Talton estimates that the rule would cost it $300,000 because of the
requirement to give rights and responsibilities statements to customers

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

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.

ASSUMPTIONS

The life of the rule is estimated at five years,

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

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

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

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




