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STATE OF MARYLAND )
COUNTY OF MONTGOMERY )

Comes now James F. Bryan, being of lawful age and duly sworn, and
affirms as follows:

1. My name is James F. Bryan, and I hold the position of Director of
Industry and Regulatory Affairs with American Operator Services, Inc.,
d/b/a National Telephone Services, Inc.

2. 1 have prepared the attached testimony, page 1 through 33, and
Schedules A through W, and swear and affirm that the answers therein are
true and correct to the best of my knowledge.

e O-1 0C 3 -
\’///Oames F. Bryan

Subscribed and sworn to before me on this jZE“day of August, 1988.

“My Commission expires
On July 1, 1990."3

My ‘commission expires:
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DIRECT TESTIMONY OF JAMES F. BRYAN

PLEASE STATE YOUR NAME, ADDRESS AND OCCUPATION.

My name is James F. Bryan. My business address is 6100 Executive
Boulevard, Rockville, Maryland 20852. I am employed by American
Operator Services, Inc. d/b/a National Telephone Services, Inc.

("NTS"), as Director of Regulatory and Industry Affairs.

PLEASE DESCRIBE YOUR EDUCATIONAL BACKGROUND AND EXPERIENCE.

I received a degree of Bachelor of Science in Commerce from the
University of Virginia Mclntyre School of Commerce in 1976 where |
concentrated in finance and minored in accounting. Prior to
joining National Telephone Services in February, 1986 as
controller, 1 was employed by a food packaging firm as controller
and by a regional trucking common carrier as chief financial

officer. In May 1987, I assumed my current responsibilities at

NTS.

WHAT IS THE PURPOSE OF YOUR TESTIMONY?
The purpose of my testimony is to describe the services and

operations of NTS in support of its application for a Certificate

of Service Authority.
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YOU INDICATED THE NAME OF THE COMPANY IS AMERICAN OPERATOR
SERVICES, INC. D/B/A NATIONAL TELEPHONE SERVICES, INC. WOULD YOU
PLEASE EXPLAIN THE USE OF THE TRADE NAME?

When the Company was founded in Atlanta, Georgia in 1985, it was
incorporated as National Telephone Services, Inc. In December of
1987, it was deemed advantageous to reincorporate the Company in
Delaware. Unfortunately, the name National Telephone Services,
Inc. was not available in Delaware, so the new corporation was

named American Operator Services, Inc.

Since the reincorporation/merger was completed, business has been
continued under the existing trade name of National Telephone
Services while management seeks to obtain unqualified right to the
name on a nationwide basis. Accordingly, the correct corporate
reference is American Operator Services, Inc. d/b/a National

Telephone Services.

IS IT THE COMPANY’S INTENT TO USE THE NAME NATIONAL TELEPHONE
SERVICES OR NTS ON A PERMANENT BASIS?

That is correct. I will, therefore, use the trade name throughout

the balance of my testimony.
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PLEASE PROVIDE A BRIEF BACKGROUND AND HISTORY OF NTS.

As 1 mentioned previously, the original corporation was
incorporated in Georgia in August, 1985. NTS was founded to
compete with AT&T in what was one of the few, if not only,
remaining non-competitive segments of the telecommunications
industry--operator assisted long distance services. Operations
began in December, 1985 with service in the Atlanta area. NTS has
experienced very rapid growth since that time and now has
approximately 800 employees, including approximately 650 operators
located at operator switching centers in Orlando, Florida;
Atlanta, Georgia; Rockville, Maryland; Chicago, I1linois; and

Hayward, California.

Coincident with the reincorporation of the company in August,
1987, corporate headquarters was relocated from Atlanta to

Rockville, Maryland, a suburb of Washington, D.C.

WHC ARE THE COMPANY'S KEY OFFICERS?
NTS’ management team has a wealth of business and telephone
experience. Joseph F. Switzer, Jr., President, was First Vice

President--Sales, of the Robinson Humphrey/American Express

Company prior to founding NTS/NTS. Gabriel Battista, Senior Vice
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President--Sales and Operations, served as President of US
Sprint’s Eastern Business Market Group prior to joining NTS. Joe
Basile, Vice President of Operations, held a variety of technical
positions at MCI prior to joining NTS. Brad Mutschelknaus,
General Counse] and Secretary, was Director of External Affairs at
US Sprint before joining NTS. Leslie Collins, Controller, came to
NTS from the big eight accounting firm of Ernst & Whinney.
Additional biographical information on these and other key NTS
management personnel is appended hereto as Schedule A. In my
view, this management team unquestioningly possesses the

experience and expertise to ably manage the company.

WHERE IS NTS INCORPORATEDR, AND IS IT AUTHORIZED TO TRANSACT
BUSINESS IN MISSOURI?

NTS is a Delaware corporation. A copy of the company’s
Certificate of Incorporation is appended hereto as Schedule B.
The company has obtained a Certificate of Authority from the
Secretary of State to transact business in Missouri. A copy is

attached hereto as Schedule C.

WHAT IS NTS’ FINANCIAL CONDITION?
The financial condition of NTS--a privately held company--is
excellent. As of March 31, 1988, NTS’s assets exceeded $31

million. Perhaps more importantly, NTS recently crossed the
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magical profitability threshold for the first time in March and
revenue is strong at over $7 million monthly and growing quickly.
NTS registered its first quarter of solidly profitable operations
in the second quarter of this year. Copies of NTS’s most recent

financial statements are attached hereto as Schedule D.

WHAT IS THE CURRENT LEVEL OF NTS’ BUSINESS?

NTS is currently originating traffic in approximately forty states
and expects to be originating traffic in the forty-eight
contiguous states before the end of the third quarter, 1988. NTS

is currently processing in excess of 2.25 million calls per month.

IS NTS AUTHORIZED TO PROVIDE INTRASTATE SERVICES IN OTHER STATES?
Yes. NTS is authorized to provide intrastate services in 24 states
today. The following 18 jurisdictions either do not regulate
resellers such as NTS or require only a registration: Texas,
Virginia, New Jersey New Mexico, Louisiana, Montana, Idaho, South
Dakota, North Dakota, Colorado, Michigan, Oklahoma, Pennsylvania,
Tennessee and Utah, New Hampshire, Rhode Island and the District
of Columbia. In the following six (6) states, NTS has been
awarded a certificate of public convenience and necessity to
provide operator services: New York, California, Florida,
I11inois, Maryland and Oregon. Of course, NTS is authorized by
the FCC to provide interstate services in all fifty states. In

addition, the FCC has awarded NTS a certificate to provide

international resale services as well.
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PLEASE DESCRIBE THE NATURE OF NTS’ BUSINESS.

NTS is engaged in the business of providing telecommunications
services that require the assistance of an operator or which must
be billed to a number other than the one on which the call
originated. These services are provided from customer premises
equipment owned or operated by a subscriber that contr#cts with an
operator services provider such as NTS. NTS’ principal
subscribers are hotels, hospitals, universities and owners of
large banks of pay phones, generally located at major travel
centers such as airports, convention centers and truck stops. NTS
provides service to many of the major hotel chains, including
Holiday Inn, Marriott, Stouffers and Sheraton, and many of the
major hospital chains, including AMI, Humana, and Hospital
Corporation of America. The major universities served by NTS
include Vanderbilt University and the University of Kentucky. NTS
was also selected as the operator services provider to the
payphones at Nashville Metropolitan Airport, the first major
airport in the country te utilize competitive operator services,
and at Atlanta’s Hartsfield International Airport, one of the

nation’s largest airports.

PLEASE DESCRIBE HOW A CALL IS HANDLED.
There are several types of calls that are handled by NTS. In

addition to the particular requirements of the calling party, the

way in which a particular call is handled depends in part on the
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arrangements which NTS has made with the subscriber. It is also
dependent on the type of equipment the calling party is using.
Generally, however, the calls fall into one of four separate
groupings - (1) calling card and credit card calls; (2) third
party calls; (3) collect calls; and (4) person-to-person calls.

Schematic drawings illustrating the handling and processing of

calls by NTS are set forth in Schedule E, attached hereto.

PLEASE DESCRIBE CALLING CARD AND CREDIT CARD CALLS.

Calling card calls are those where the user uses a Bell System or
other local telephone company calling card to establish credit and
to provide the billing information. When a customer uses a
calling card, he may punch in the calling card charge number,
which usually consists of the user’s 10 digit personal telephone
number plus a four digit personal identification number (PIN).
This information is collected on data tapes of NTS, together with
information relating to the called number and the time and length
of call. On a regular basis, NTS segregates this information by
local exchange telephone company and furnishes those companies

with the information needed to bill end users.
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Alternatively, a caller may choose to wait until an operator comes
on the line and provide the necessary information to the operator.
when this is the case, or where operator {nterception is required
because the caller is using a rotary telephone, the operator
collects the information and associates it with the other
information relating to the call. Because bi11ing name and
address information is not routinely available from the local
exchange companies, it is necessary to rely on these entities for

billing and collection.

NTS also permits users to charge calls on cards of credit card
companies with which it has a billing and collection arrangement.
At the present time, NTS offers billing via VISA, MasterCard and
American Express, and it is currently negotiating with other
credit card companies. The purpose of permitting the use of
credit cards is to broaden the choices available to the user and
to permit him to compiete calls without the necessity of obtaining

a special card for this purpose from his local operating company.

PLEASE DESCRIBE HOW NTS HANDLES A COLLECT CALL.

when a caller wishes to have the called party pay for a call, it
is necessary that an operator intercept the call and obtain
permission from the called party to charge the call to the called

number. In practice, this means that a specially trained NTS
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operator comes on the 1ine and requests the necessary information
about the calling party that is then provided to the called
number. Upon acceptance, the billing information is assocfated
with the time and charges so that the call may be billed. These
charges are billed to the called number and the local operating
company vhere the called number is located does the billing and

collection for NTS.

PLEASE DESCRIBE HOW NTS HANDLES A THIRD PARTY CALL.

A third party call is similaf to a collect call, except that the
call is charged to a party that is neither the caller or the
called party. In the case of a third party call, the operator
must actually call the third party to obtain confirmation that he

will accept the charges, as well as to obtain billing information.

PLEASE DESCRIBE HOW A PERSON-TO-PERSON CALL IS HANDLED.

In the case of a person-to-person call, an operator remains on the
line until she can confirm that the individual to whom the caller
wishes to speak is on the line. This can entail significant

holding time and may even require the operator to dial several

different numbers to reach the desired person.
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PLEASE DESCRIBE HOW NTS OBTAINS THE FACILITIES THAT IT USES IN THE
PROVISION OF ITS SERVICES.

As a non-facilities based, value-added reseller of
telecommunications services, NTS does not own telephone
transmission facilities. Rather, NTS purchases these facilities,
both under contract and under tariff, from facilities-based
interexchange carriers such as MCI, AT&T and US Sprint. In
addition, it obtainﬁ transmission facilities from such companies
as Lightnet, NTN and Southernet. NTS’ combines these facilities

to create a digital network with excellent transmission quality.

NTS utilizes feature Group D (FGD) access in most instances.
Feature Group B (FGB) access is used where the original Tine
cannot be presubscribed to NTS or where the originating equipment
is not capable of utilizing a FGD access code. FGB access may
also be utilized where FGD facilities are not available or where
pay phone and hotel/motel volumes must be combined to justify such
facilities. For large institutions, dedicated access such as Tl
or DS3 may be obtained to take advantage of economies of scale.
Finally, where no other access is available or justified, in-WATS
may be used to access the NTS system. Diagrams depicting NTS’

network design and call processing are attached hereto as Schedule

F, G and H.
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PLEASE DESCRIBE HOW NTS OBTAINS PAYMENT FOR THE SERVICES THAT IT
RENDERS.

NTS bills users using the billing and collection services of local
exchange carriers, except in those instances where the call is
billed to a credit card company or to a hotel room. NTS has
effective billing agreements with all BOCs, including Southwestern
Bell and with most major independent LECs. NTS maintains its own
data bank that contains, in addition to information on the call,
the necessary information for billing purposes. Data tapes
containing the call information are sent to the appropriate
billing party. Tne billing party associates the information
given, which in the case of billing to a telephone company calling
card is the telephone account number to which the call is to be
billed, with the information in its own files to bill! the proper
party. The billing party makes the collections and remits the

payments to NTS.

ONE ISSUE ON WHICH THE COMMISSION HAS EXPRESSED INTEREST IS
WHETHER THE LOCAL EXCHANGE COMPANIES SHOULD BE ALLOWED TO
DISCONNECT LOCAL SERVICE FOR NONPAYMENT OF CHARGES FROM "AOS"
COMPANIES. WOULD YOU COMMENT?

NTS’ orly position on this issue is that, to the extent that local

disconnect is allowed for nonpayment of any IXC charges, then it

must be offered on a nondiscriminatory basis. In fact, I am
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advised by Counsel that this position is one which is settled as
provided in Appendix B of the Modified Final Judgement. This
appendix to the MFJ requires that, where local disconnect is
offered to any IXC, Billing and Collections services be offered to

all IXC's oh equal terms and conditions.

HOW DOES NTS NOTIFY CALLERS THAT IT WILL PROCESS THEIR CALLS?
Notification of which operator services company is handling a
particular call is an important but difficult question. The
consumer deserves sufficient notice to enable the consumer to
choose whether or not to utilize the company’s services. On the
other hand, overly cumbersome notification procedures can add both
significant cost and delay. Moreover, notice requirements which
differ for AT&T and other operator services providers can only be
described as an anticompetitive discrimination. Thus, a careful
balancing needs to be made in this area--the rightful needs of
consumers vs. the interests of efficiency, economy and fairness.
There are basically two available vehicles for providing notice tc
callers: ({a) operator announcements and (b) postings at
subscriber locations. Operator announcements are within the
control of the operator services provider, whereas postings at
subscriber locations are within the exclusive control of the
premises or equipment owner. NTS uses operator announcements to

proudly introduce itself to the end user.
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Allow me to explain our policies in more detail. First, when a
caller dials on a 0+ basis and the call is processed
automatically, a "Thank you for using NTS" announcement s made
prior to outpulsing the terminating number. The caller can
discontinue his call attempt immediately following the
announcement without incurring any charges. A1l calls on the NTS
system answered by a live operator are answered "NTS operator,
(name_of operator), how may I help you?" immediately notifying the
end-user that NTS will be completing the call. In addition, at
the close of each operator handling sequence, the end user is told
"Thank you for using NTS," again giving the end user an
opportunity to discontinue the call attempt. In addition, of
course, NTS operators explain precisely who they are in response

to end-user inquiries.

Additional notification of NTS’ services can be made through the
use of tent cards and stickers at subscriber locations. NTS
provides such tent cards to its hospitality subscribers at no
charge. A copy is attached hereto as Schedule 1. Although NTS
encourages its subscribers to post such notices, NTS has no right
to enter the premises of a subscriber to physically place notice:
jtself. Also, as NTS does not own the CPE, it has no direct

control over notices which might be placed on the phones

themselves.
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It is important to note that these notification procedures in
combination significantly exceed those employed historically by
either AT&T or the Bell Operating Companies (BOCs). Moreover, NTS$
always is open to considering new and better ways of making such
notifications, provided that the procedures do not place it at a

competitive disadvantage vis-a-vis AT&T.

NTS must observe that much of the consumer confusion in this aree
stems from AT&T’s advertising to convince customers that 0+ calls
will nearly always be routed to AT&T. (See Schedule J hereto.)
NTS and other nondominant operator service providers cannot
rightly be expected to bear sole responsibility for clarifying

confusion resultant of a misleading advertising campaign launched

by its chief competitor.

PLEASE DESCRIBE HOW NTS CHARGES FOR ITS SERVICES.

NTS’ charges are made pursuant to its price lists and tariffs. It
maintains both federal and state price lists or tariffs that
contain the charges for its services. Schedule K hereto is NTS’

proposed initial tariff for services provided within Missouri.

WHAT RATES DOES NTS PROPOSE TO CHARGE END USERS FOR INTRASTATE
MISSOURI CALLING.
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NTS’ rates are structured similarly to Southwestern Bell’s. NITS
charges both a per minute measured rate varying by the time of day
and distance of the call, and a fixed operator service charge

which varies according to the call type.

NTS applies six (6) different rate schedules. NTS’ proposed
initial intrastate rate tables are attached hereto as part of
Schedule K. These six rate tables correspond to NTS’ six existing
interstate offerings. Although the interstate rates for each of
these offerings differ, in the interests of simplicity, NTS has
proposed to charge the same intrastate rates for each of the six

service offerings.

NTS’ proposed initial rates are identical to those already
approved by the Commission for Southwestern Bell ("SWB") with a
few exceptions. First, whereas SWB charges an operator service
set up charge plus measured usage rates for short haul
interexchange calls, NTS charges a flat rate of $.80 per call for
automated interface calling card calls of 20 miles distance or
shorter. Second, whereas SWB has separate charges for direct

dialed versus
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live operator dialed calling card calls, NTS proposes a single
operator assisted set up charge which matches the set up charge
assessed by SWB for live-handled operator calls. This
differentiation is in recognition of the fact that NTS must pay
SWB sizeable amounts to verify, bill and collect calling card
charges for NTS, making it uneconomical for NTS simply to match
the SWB calling card operator service set up charge. And, third,
NTS’ evening period discounts begin two hours later than SWB's,

reflecting the fact that NTS’ peak hours are later than SWB's.

GIVEN THE EXISTING SIMILARITY BETWEEN NTS’ RATES AND SWB’S RATES,
SHOULD THE COMMISSION SIMPLY REGULATE NTS RATES BY CAPPING THEM AT

SWB OR ATA&T RATES?

No. The Commission should exercise extreme caution in comparing
nondominant operator service provider rates to SWB or AT&T
operator services rates. Although SWB or AT&T operator services
rates can serve as a generalized standard to use in establishing a
"zone of reasonableness" for rates charged by other operator
service providers, they are not strictly comparable and, thus,
cannot justly serve as a ceiling rate for all operator services

for several reasons.

First, NTS’ service is a specialized offering with a specialized
package of services. In a sense, it should be regarded as a

"value-added" operator services offering.
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Second, NTS does not have the same cost structure as SWB or ATE&T.
SWB and AT&T have a daytime peak hour, whereas NTS’ peak is in the
evening hours.

Because of a continuing and invidious discrimination in BOC
billing charges, NTS’ billing and collection costs are
dramatically higher than SWB's and AT&T’s. And NTS pays sizeable
commissions to all of its customers, while SWB and AT&T do not.

These are just a few examples.

But the best reason why the Commission can rest assured that NTS
will charge just and reasonable rates is that the marketplace will

not_allow NTS to do otherwise. NTS’ subscribers are very

concerned about the rates charged end users because they know that
overcharging will reflect poorly on the subscriber as well as the

operator services provider.

For example, a recent trade publication reported that the Hyatt
hotel chain, one of the largest chains in the country, "keeps
close tabs on how the nondominant operator service companies are
performing and their rates.” Indeed, Hyatt recently "got
Telesphere to roll back its rates.” The same publication reported
that hotels are "sensitive to customers’ convenience, time
constraints and charges," and that such hotels place an “"emphasis

on control of charges to customers.” It further quoted a Westin




hotel official as saying that he would not "jeopardize (his)

guests as far as service, quality or the charges made to them."
(See Schedule L hereto.) A second trade publication recently
reported that hotel chains are "carefully evaluating the operator
services industry for absolute proof that a change will not

alienate their guests."” (See Schedule M attached hereto.)

In addition, end user dissatisfaction with charges js very costly
to the operator services provider. A dissatisfied user simply
will hang up the next time he accesses the operator services
provider. NTS and other operator services providers must have
repeat customers to stay in business for long. Similarly, the
negative publicity attendant to over-charging dissuades end users
from utilizing independent operator services providers. It does
an operator services provider no good to contract with a
subscriber location if the end-user hangs up each time he reaches

the firm’s operator.

Thus, the rates of independent operator services providers are
regulated by market forces. Recent reports of overcharging may be
largely attributed to an immature industry that still is seeking
its appropriate rate levels. The fact remains that an independent

operator services provider who charges unreasonable rates will

simply be forced out of business over time.
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Of course, both the FCC and state regulatory bodies retain ample
complaint jurisdiction to resolve specific cases of unreasonable

behavior or to sanction any unethical service provider.

DOES NTS PROPOSE TO CHARGE DIFFERENT RATES FOR INTERLATA VERSUS
INTRALATA CALLING?

No. NTS’ costs vary depending upon the type of operator assisted
call placed, the distance of the call, and the duration of the
call. Because of access charge and billing rate differentials,
NTS costs for providing interstate services also differ from
intrastate services. However, NTS’ cost of providing intrastate
services does not vary simply because a call does or does not
traverse a LATA boundary. Consequently, the proposed intrastate

charges do not vary on a LATA basis.

THE MISSOURI COMMISSION HAS EXPRESSED AN INTEREST IN THE PRACTICE
OF BILLING "SUBSCRIBER OR LOCATION SURCHARGES" TO AN END USER.
WOULD YOU PLEASE DESCRIBE THE MEANING OF A "SUBSCRIBER OR LOCATIO:
SURCHARGE?"

Such a charge is prescribed by a location or COCOT owner to be
billed to the end user by the operator service provider ("OSP")
acting as the location or COCOT owner’s agent. The charge is in
addition to the OSP’s rates and is normally rebated directly to

the subscriber.
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DOES NTS HAVE A POSITION AS TO WHETHER THESE SURCHARGES ARE
APPROPRIATE?

Fundamentally, NTS believes that the market will (and is now) act
to appropriately control these surcharges. Accordingly,
regulatory action to restrict the billing of surcharges or to

1imit their size should be, over time, unnecessary.

However, NTS is not completely comfortable with the practice or
with the size of many surcharges now encountered. NTS would not
oppose and would definitely comply with an order prohibiting
surcharges not specified in an OSP’s tariff, so long as the

requirement were applied equally to all service providers.

ARE THERE ANY REASONS WHY IT WOULD BE PARTICULARLY INAPPROPRIATE
TO TIE NTS’ RATES TO AT&T’S?

Yes. AT&T is our largest, most formidable competitor. Since AT&T
presently has virtually all of the interlLATA operator services
business; our growing market share comes at AT&T’s expense. This
circumstance makes it highly inappropriate to cap our rates at
AT&T’s rates. Should AT&T decide that we are competing too
successfully, AT&T could simply utilize its market power (and
consequent ability to cross-subsidize services) to reduce rates to

predatory levels and drive competitors such as NTS from the

market.
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HOW DOES NTS HANDLE EMERGENCY CALLS?
A11 911 emergency calls are diverted by either the LEC or

subscriber CPE prior to reaching NTS’ network.

THE COMMISSION HAS EXPRESSED INTEREST REGARDING CALL PROCESSING
TIMES OF NONDOMINANT OSP’S. WOULD YOU COMMENT ON THIS ISSUE?

In my view, there are two separate aspects of public interest in
this area. First and most important is the need to expeditiously
process "0-" dialed emergency calls. NTS’ procedures for
processing such emergency calls have been previously discussed and
are, in the opinion of NTS management, sufficient to protect the
public interest. It must be recognized, however, that this

processing can begin only after the call has been received by the

NTS switch.

The second aspect of call processing time affects directly the
customer convenience in using the service. In our opinion, the
marketplace will work particularly effectively in regulating the
quality of this portion of the service delivery. NTS is
constantly under pressure from its subscribers to improve its call

set-up times, particularly from larger, sophisticated subscribers.
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In summary, there exists a significant, valid public interest in
the overall call processing time where "0-" emergency calls might
be received. As the greatest portion of the processing is
consumed in network functions outside of NTS’ control, however,
NTS suggests that, should the Commission determine that rules are
appropriate in this area, a rulemaking be initiated to establish

standards for 211 OSP’s including the LEC's and ATA&T.

For non-911 emergency calls, NTS utilizes the following call
handling procedures. Upon receipt of any emergency call, the NTS
operator asks the caller to recite the number of the telephone the
caller is calling from. This enables NTS to pinpoint the caller’s
location. The operator then asks the caller to hold and summons
an NTS operator supervisor. The supervisor quickly determines the
nature of the emergency and calls the appropriate emergency number
in the caller’s locality. (NTS maintains a listing of such
emergency numbers for all localities it serves.) Once the
emergency service answers, the supervisor connects the caller to

the emergency service. NTS provides this service without charge.

DOES NTS BILL FOR INCOMPLETE CALLS?

As a nondominant IXC, NTS occasionally must subscribe to
nonpremium access. In such situations, NTS may not receive answer
supervision signaling from the LEC. Consequently, NTS like alil

other nondominant IXCs sometimes must employ an answer supervision
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surrogate based upon reasonable assumptions. Thus, occasionally,
an incomplete call can be billed in error. This circumstance is
both unintentional and unavoidable. However, NTS’ firm policy is
to liberally issue credits for all calls which customers jnform us

were not completed.

WHY DO YOU BELIEVE THAT THE SERVICES PROVIDED BY NTS ARE IN THE
PUBLIC INTEREST?

NTS and others in the independent operator services industry bring
at least five (5) important benefits to the public.

1. NTS Provides Competition to ATAT. Operator services is the

last monopoly stronghold of AT&T. No alternative facilities-based
interexchange carrier has its own operators. (Although US Sprint
has introduced operator services, it utilizes the operators of an
independent operator services provider--National Data
Corporatior.) As a consequence, AT&T has had little incentive to
improve its own operator services and operator network, or to
develop innovative new product offerings. Moreover, through the
exercise of its monopoly power, AT&T has been able to price
operator services with little regard for costs. AT&T’s decision

in 1983 to arbitrarily stop paying commissions to traffic

aggregators and payphone Jocation owners is an example.
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The mere fact that NTS and other independent operator services
providers have gained a toehold in the market has forced AT&T to
improve its operator services offerings. AT&T recently stated
that it has decided to upgrade its operator network and f{ntroduce
a number of enhanced operator services products. (See Schedule N
hereto.) AT&T also filed its Hospitality Network Service tariff
and initiated a payphone Commission plan recently. These
developments are not happenstance--they are driven by the

competitive pressure felt for the first time by AT&T in the

operator services area.

2. NIS Seeks to Offer Freedom of Choice in the 0+ Market.

Historically, all 0+ calls were routed to AT&T (interLATA) or SKWB

(intralATA) and billed by AT&T or SWB. End users desirous of
using other interexchange carriers or billing mechanisms simply

were out of luck.

NTS’ intention is to offer end users both a choice of
interexchange carriers and a choice of billing mechanisms in the
0+ arena. NTS already offers the end user a menu of billing
possibilities. Customers can utilize their LEC calling cards,
charge to bank credit cards (i.e. VISA, MasterCard, American

Express), or have charges posted to their room account.
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Once agreements with underlying carriers are finalized, NTS will
introduce its carrier choice plan as well. NTS’ plan is to
execute agreements which will enable it to route calls--at the
option of the caller--on the AT&T network at AT&T travel card
rates, the MCI network at MCI travel card rates, the US Sprint
network at US Sprint FON card rates and other calls over the
combined NTS resale network at rates developed by NTS. Once
implemented, this system will in essence introduce equal access to

the transient user 0+ market.

It bears noting that even today NTS is "handing off" callers who
desire AT&T services to AT&T for handling. (Despite the fact that
NTS incurs a nonrecoverable access charge averaging $.45 per call
in such instances.) Thus, end users at NTS locations already have
at least two choices for their 0+ calling--NTS and AT&T. That is
double the number of choices the caller has from locations

presubscribed to AT&T for O+ services.

3. NT on Will Offer a Ho f New Servi igned for the
Convenience of the Transient Caller. Independent operator
services is a "boutique” industry offering specialized
communications services tailored to meet the specialized

communications needs of the transient caller.
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NTS soon will initiate a host of services not offered previously
to these users. Examples include voice mailbox services, voice
message store and forward Services, electronic yellow pages and
concierge services. The possibilities are 1imited only by the
imagination. NTS subscribers are very desirous of obtaining these
services (see Schedule O hereto). NTS is moving quickly to bring

them to market.

Indeed, the first such "new" service--voice message store and
forward service--is in testing now. Once implementation is
completed, end users who reach a busy or unanswered line will
receive a digitized voice invitation to leave a message after
hearing a tone. If the caller chooses to leave a message, the NTS
switch will continue ringing the designated 1ine every fifteen
minutes until someone answers. When the line is answered, the NTS
switched will deliver the taped message. This service should be

generally available by approximately September 1.

4. NIS Qdmmig;ions Promote the Availabiljty of Public Phone
Services. Obviously, the public interest is well-served by the

widespread availability of state-of-the-art public phones. The
COCOT industry is poised to make ever more advanced public phones
available in a swiftly growing number of locations. The
commissions paid by NTS enable the COCOT industry to make this

promise a reality by giving the owner a fair share of the 0+

revenues generated by his locations. (See Schedule P hereto.)
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5. NIS Offers Traffic Aggregators the Compensation Which They

Justly Deserve. It has been recognized that IXC’'s can serve large
volume purchasers more efficiently than small users, and that it

is appropriate to pass a portion of the savings realized along to

the subscriber.

Large users invest substantial sums in equipment and systems
required to aggregate traffic. In the 1+ market, these users
recoup their investment through volume discounted WATS and Private
Line services. However, due to its monopoly status in operator
services, AT&T historically has been able to ignore the demand for
similarly discounted 0+ services. The 1983 unilateral action of
discontinuing the payment of commissions on 0+ traffic was a prime

example of this ability.

NTS simply has stepped in to satisfy this consumer demand by
paying reasonable commissions to O+ traffic aggregators (such as
hotels, motels, universities and hospitals), thereby enabling ther
to recoup their sizeable investments in CPE. (See Schedules Q an¢
R hereto.) It i; important to note that the majority of hotel
traffic has shifted from 1+ dialing to O+ dialing over the past
decade, making it exceedingly difficult for hotels to recover

their telecommunications expenses via resold 1+ services.
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NTS fears that the public’s interest in receiving these important
benefits has been largely ignored in the rash of recent negative
publicity regarding independent operator service providers. This
is especially disturbing since NTS believes that much of this
negative publicity has been fueled by unfair, false or grossly
exaggerated reports of industry abuses. For example, much of the
media attention can be traced to a consumer alert issued on
January 25 by the Virginia State Corporation Commission (VSCC)
that was later described as a "witch hunt" by a leading trade
magazine. After investigating the VSCC’s claims that nondominant
operator service rates were excessive, the magazine found that the
claim was "exaggerated and based on incomplete evidence." (See

Schedule S hereto.)

ARE YOU SUGGESTING THAT THERE HAVE BEEN NO INSTANCES OF
UNREASONABLE BEHAVIOR BY OPERATOR SERVICES COMPANIES?

No. 1 would no more suggest that independent operator services
providers have been perfect than I would state that the service of

the monopoly operator services firms has been flawless.

There can be no denying that independent operator services
providers have made certain mistakes over the past few months

which have led to consumer complaints. Such mistakes are self

correcting. Due to pressure from end users and subscribers, media
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attention and regulatory complaints, most of these companies have
changed their business practices considerably. NTS, for example,

substantially reduced and restructured its rates in response to

these pressures.

In addition, the Commission should be aware that a serious attempt
at industry self-regulation is underway. Through the recent
formation of an industry association--the Operator Services
Providers of America (OSPA)--we have for the first time adopted a
set of ethical business practices in the industry. This industry
Code of Responsibility requires members to provide reasonable
notice, charge reasonable rates and provide quality customer
service. A copy of the Code of Responsibility is appended hereto

as Schedule T for your information.
WHAT FORM OF REGULATION IS NTS SEEKING?

NTS is a nondominant pure reseller of interexchange
telecommunications services. As explained above, NTS lacks marke*
power and, thus, is effectively regulated by market forces.
Consequently, NTS seeks to be regulated as a competitive
telecommunications company providing competitive
telecommunications services, and be regulated in the streamlined

manner Commission regulates other certificated resellers within

Missouri.
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THE MISSOURI COMMISSION HAS NOT YET PROMULGATED RULES REGARDING
THE PROVISIONING OF COMPETITIVE OPERATOR SERVICES IN THE STATE.
SHOULD DISTINCTION BE MADE REGARDING THE REGULATION OF "14" AND
"0+" SERVICES, WOULD YOU COMPLY WITH THE ISSUED REGULATIONS?

NTS looks forward to assisting the staff and the Commission in its
evaluation of the regulations appropriate for our services. Of

course, NTS will comply with all lawful orders of the Commission.

HOW DO YOU RESPOND TO END USER COMPLAINTS?

We inciude a toll-free 800 number on every billing statement which
the end user may use to reach our customer service center. The
customer service center is staffed each day from 8:00 am to 8:00
pm (EST or EDT) weekdays with customer service representatives who
are trained to respond expeditiously to both end user inquiries
and end user complaints. In appropriate instances, the customer
service representatives are authorized to credit the end-user’s
account. NTS’ policies regarding issuing such credits are quite

Tiberal.

DOES NTS POST ITS TOLL FREE NUMBER AT SUBSCRIBED PHONES SO THAT
USERS CAN IMMEDIATELY REGISTER SERVICE RELATED COMPLAINTS OR
INQUIRIES?

As 1 indicated previously, NTS has no right of access to a

subscriber’s premises to place notices regarding complaint or

inquiry procedures. Presuming "0-" access to the competitive OSP
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is allowed in the jurisdiction and that the subscriber’s CPE is
programmed to forward "0-" calls to NTS, that user could register
his/her complaint or inquiry with the NTS operator. In those
instances where "0-" calls are directed to the LEC by mandate, or
where FGD access is used and the "00" IXC operator access is not
implemented, it may not be possible to access an NTS operator
without dialing 0+ an interLATA number. In such a circumstance, a
user may have no information regarding NTS inquiry or complaint

procedures until the bill is received.
HOW DO YOU PROPOSE TO HANDLE REGULATORY COMPLAINTS?

A member of my staff at NTS headquarters in Maryland receives and
responds to all informal complaints sent to federal and state
regulators. We take such complaints very seriously and make
effort to respond expeditiously and satisfactorily both to the

complainant and the regulatory body involved.

I should observe that the volume of such complaints has been quite
moderate. Last month, for example, only eleven (11) informal
complaints were lodged against NTS at the FCC. This was resultant

of over 2.25 million calls by over one million end users!

ARE YOU FAMILIAR WITH THE NARUC STAFF SUBCOMMITTEE ON
COMMUNICATIONS AND COST ALLOCATIONS TASK FORCE ON AOS REPORT?

I am, and have attached a copy as Schedule U.
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DOES NTS HAVE A POSITION OR COMMENTS ON THE REPORT AND
RECOMMENDATIONS CONTAINED THEREIN?

Yes, attached as Schedule V are comments which previously have

been suppiied to members of the Communications Committee and
others. Also attached as Schedule W is a copy of the resulting
resolution as passed by the Communications and Executive

Committees.

I find it particularly significant that the form of the resolution
was modified from "Recommended Guidelines for Alternative ..." to
"Recommended Guidelines for Consideration by Regulatory..."
(emphasis added). The Communications Committee quite correctly
recognized that they had for too little information and/or
evidence available to them to recommend specific regulatory

approaches at that time.

DO YOU HAVE ANY ADDITIONAL COMMENTS?

For the past decade, federal and state regulators have striven to
break down entry barriers in the communications business.
Regulators have endeavored to create an open market in which new
entrants are free to come in and satisfy consumer needs. It is
precisely this market situation that led to the creation of NTS in

particular and the independent operator services industry

generally. Through action or inaction, the dominant carriers in
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the operator services field created a marketplace demand.

Entrepreneurs soon recognized this unsatisfied need and created

services--independent operator services--to satisfy it. In this
way, operator services companies have both met an immediate public
need and compelled the dominant carriers to improve their
services; The success of the independent operator services
industry truly is an example of the nation’s pro-competitive

policies at work.

PLEASE SUMMARIZE YOUR TESTIMONY.
NTS proposes to offer a host of services in response to public
demand. And NTS has the financial strength, technical competence

and managerial expertise required to deliver these services in a

quality manner.

DOES THIS CONCLUDE YOUR TESTIMONY.

Yes. Thank you.
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American Operator Services, Inc. has assembled an outstanding
management team. Brief summaries of qualifications of key team members

follow:

JOSEPH F. SWITZER, JR. - President

The founder of National Telephone Services, Inc., the predecessor to
American Operator Services, Inc., Mr. Switzer is responsible for, among
other things, the marketing and sales functions. Prior to founding NTS,
Mr. Switzer was First Vice President - Sales of the Robinson

Humphrey/American Express Company. Joining that organization in August
1980, Mr. Switzer was promoted to Assistant Vice President in 1982, Vice

President in 1983, and First Vice President in 1985. When names First Vice
President, Mr. Switzer was one of the youngest officers of that rank in the

entire American Express organization.

Prior experience includes banking officer positions with Manufacturers
Ha?over Bank in New York City, and the First Atlanta Corporation in
Atlanta.

ABR A. BATTISTA - Senior Vice President; Sal n rati

Mr. Battista is responsible for all line sales and operations
functions. Mr. Battista’'s experience qualifies him exceptionally well for
this position. Previous positions include:

US Sprint President; Eastern Business Group
President; Mid-Atlantic Division

GTE TELENETY Vice President; Sales and Field Marketing

Other significant positions have involved general management, market
development, and acquisition management, both within and outside the
telecommunications industry. Mr. Battista’s experience is extremely broad,
on both a domestic and international basis. His educational credentials

are:
.S.E.E. Villanova University
.S.E.E. Drexel University
.B.A. Temple University

TX™




JOSEPH BASILE - Vice President of Operations

Mr. Basile is responsible for managing the Branch Technical Operations
and Customer Relations, operator centers and customer service functicns.
Mr. Basile’s prior experience includes over five years with MCI
Telecommunications, including the following positions:

Operations Manager; Northwest Division

Senior Manager, Customer Service; Pacific Division
Senior Manager, Engfneering; Southeast Division
Senior Manager, Operations; Southeast Division

- 1 nsel an

Mr. Mutschelknaus directs the company’s legal and regulatory affairs,
and overseas its industry relations activities. Prior to joining AOSI, Mr.
Mutschelknaus was the Director of Regulatory and External Affairs for US
Sprint Communications Company. Previously, he served as a Senior Attorney
for GTE Sprint Communications, General Attorney for Satellite Business
Systems and Associate at the law firm of Cadwalader, Wickersham & Taft. He
received a Juris Doctor degree from Georgetown University in 1980.

OLLINS - Controller
Ms. Collins is responsible for managing all financial, accounting and

auditing matters for the company. Prior to joining NTS, Ms. Collins held a
variety of positions at the big eight accounting firm of Ernst & Whinney.

JAMES F. BRYAN - Director, JIndustr Requlatory A r

Mr. Bryan is responsible for negotiation and administration of Telco
billing and collection contracts, general issues regarding LEC
relationships and regulatory compliance. Mr. Bryan joined the Company’s
predecessor in February 1986 as Controller, a position he held until May
1987. Previous positions included Chief Financial Officer; Benton Brothers
Film Express and Controller, Southern Tea Company.




Mr. Bolar is responsible for acquisition of the leased facilities used
to access the Company’s network and to complete the call once processed by

the operator-handling system. Mr. Bolar has over ten years of
progressively responsible management experience in the telecommunications

field, including the following positions:

AT8T/Bell Communications Research

District Manager, Specfal Services/Network Planning
District Manager, Network Architecture

MC] Telecommunications

Senior Manager; Traffic Engineering and Network
Implementation

LDX Network

Director; Planning and Application Engineering

DAN SMITH - Director of Operator Services

(i Mr. Smith is responsible for managing the operator workforce ultimately
responsible for delivery of the Company’s service offering. He also
manages the department which administers the post-billing function. Mr.
Smith has 20 years of telecommunications experience, including:

Contel

Director; Network Market Planning

r i ng Distan
Director; Network Engineering
Satelco
Vice President; Operations

Southwestern Bell

Numerous positions over a 13-year period.
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Office of SECRETARY OF STATE

I. Michael Harkins. Secretary of State of the State of Delaware,
do hereby certify that the attached is a true and correct copy of

Certificate of Incorporation

filed in this office on October 2, 1987

{ Michae! Harkins. Secretary of State

BY: C : ( L)(Aéa‘tt',

DATE: February 4, 1988

Form 130




CERTIFICATE OF INCORPORATION
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or
AMERICAN OPERATOR SERVICES, INC.

FIRST: The name of the Corporation is AMERICAN OPERATOR =~
SERVICES, INC. S

SECOND: The location of the registered office of the
' Corporation in the State of Delaware is at 229 South State

Street, City of Dover, County of Kent. The name and address of
its registered agent in the State of Delaware is The Prentice~
Hall Corporation System, Inc., 229 South State Street, Dover,

Delaware 19901,

THIRD: The purpose of the Cotporation is to engage in

providing operator services and any other lawful act or activity ,
for which a corporation may be orgarized under the General :
(' Corporation Law of the State of Delaware.
FOURTH: The total number of shares of capital stock which

- the Corporation shall have authority to issue is Five Million
(5,000,000) shares of voting common stock, with a par value of
one cent ($0.01) per share (the "Common Stock™). Shares of the
Common Stock of the Corporation may be issued for such
consideration and for such corporate purposes as the Board of

Directors of the Corporation may determine from time to time by

resolution.

v;_ Each share of issued Common Stock of the Corporation ghall

bear such transfer restrictions as shall be set forth in the By-
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lava of the Corporation or any agreement or aqr¢' '} ﬁ;;~~ T
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into by one or more of its stockholders or the Corporation and - -

>
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its stockholders. R ST
The number of authorized shares of Common Stock‘lqiil'nbt f‘fj

be increased except by the affirmative vote of the holders of a
two-thirds (2/3rds) majority of the Common Stock entitled to
vote.

At all elections of directors of the Corporation, each
stockholder shall be entitled to as many votes as shall equal the

number of votes which (except for such provision as to cumulative

1
2

votingi he would be entitled to cast for the election of

directors with respect to his shares of Common Stock multiplied

f iy ema e

by the number of directors to be elected by him, and he may cast
all of such votes for a single director or may distribute them
among the number to be voted for, or for any two or more of them

as he may see fit.
FIFTH: The name and mailing address of the incorporator

is as follows:
NAME MAILING ADDRESS

: Ross E. Eichberg Patton, Boggs & Blow
2550 M Street, NW
Washington, D.C. 20037

SIXTH: The stockholders of the Corporation shall not be
entitled to any pre-emptive rights whatsoever with respect to the

f issuance of additional shares of stock of the Corporation.

SEVENTH: The Corporation i{s to have perpetual existence.

1‘4;'_ :
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EIGHTH: The Board of Diractors of the Corporgtion.

FAN )&4‘- . »x"" ;; BYK S
have the power to make, alter, and repeal the Iy-lnvs of the

Corporation, subject to the reserved power of the stoeuholdcrl t°

PR LN

make, alter anc repeal the By-laws. Unless otherwise ptovldod ln

the By-laws of the Corporation, elections of directors need not

be by written ballot.

Each person who at any time is or shall have been a
director or officer of the Corporation, and is threatened to be
or is made a party to any threatened, pending, or completed
action, suit, or proceeding, whetrer civil, criminal,
admlni;tratlve, or investigative, by reason of the fact that he
is, or was, a director or officer of the Corporation, or is or
was serving at the request of the Corporation as a director,
officer, employee, trustee, or agent of another corporation,
partnership, joint venture, trust ot other enterprise, shall be
indemnified against expenses (including attorneys' fees),
judgrents, fines and amour s paid in settlement actually and
reasonably incurred by him in connection with any such action,
suit, or proceeding to the fullest extent provided under Section
145 of the Generali Corporation Law of the State of Delaware. The.
foregoing right of indemnification shall in no way be exclusive
of any other rights of jindemnification to which such director,

officer, employee, or agent may be entitled, under any By-law,

agreement, vote of stockholder or disinterested directors, or

otherwise.




NINTH: A director may hold any o!!lco 0! 982"‘§ ln‘t‘
Corporation in coniunction with the office of director, and nny
enter l.ato contracts or arrangements or have dcal(nq w{?h the
Corporation, and shall not be disqualified ttoa the biklco'o!
ditector thereby, nor shall he be liable to account to the
Corporation for any profit arising out of any such contract,
arrangements, or d=aling to which he is a party or in which he is
interested by reason of his being at the same time a director of
the Corporation; provided, howvever, he abstains from
narticipating in the deliberations and resolution of the Board of
Directors relative to such contracts, arrangements, or dealings,

A and that he discloses to the Board his interest therein.

-,.7 IN WITNESS WHEREOF, 1 hereby sign and execute this

- Certificate of Incorporation in the City of Washington, District

of Columbia, this 1st day of October 1987.

Ross E. Excnberg
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ROY D. BLUNT
SECRETARY OF STATE
CORPORATION DIVISION - CERTIFICATE OF AUTHORITY

AN OPERATOR SERVICES, INC.

ME
CES, INC.

HAS COMPLIED WITH THE GENERAL AND BUSINESS CORPORATION LAW
RATIONS; BY FILING IN THE OFFICE

WHICH GOVERNS FOREIGN CORPO
OF THE SECRETARY OF STATE OF MISSOURI AUTHENTICATED EVIDENCE
OF ITS INCORPORATION AND GOOD STANDING UNDER THE LAWS OF THE

STATE OF DELAWARE.
- BLUNT, SECRETARY OF STATE OF THE

NOW, THEREFORE, I, ROY D
STATE OF MISSOURI, DO HEREBY CERTIFY THAT SAID CORPORATION
IS FROM THIS DATE DULY AUTHORIZED TO TRANSACT BUSINESS IN

THIS STATE, AND IS ENTITLED TO ALL RIGHTS AND PRIVILEGES
GRANTED TO FOREIGN CORPORATIONS UNDER THE GENERAL AND BUSINESS

CORPORATION LAW OF M1SSOURI.

IN TESTIMONY WHEREOF, | HAVE SET MY
HAND AND IMPRINTED THE GREAT SEAL oF
THE STATE OF MISSOURI, ON THIS, THE
16TH DAY oF FEBRUARY, 1988.

Loy 5 Bt

$60.00
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ASSETS

current Assets
Accounts Receivable
Deposits '
Prepaid Expenses

Total Current Assets

Fixed Assets

Lless: Accum. Depreciation
Net Fixed Assets

Net Intangible Assets

TOTAL ASSETS

LIABILITIES AND SHAREHOLDERS EQUITY
R T

A/P and Accrued Expenses
Notes Payable
Capital Leases

Total Current Liabilities

Common Stock
Accumulated Deficit
Net Shareholders Equity

TOTAL LIABILITIES AND SHAREHOLDERS EQUITY

$ 9,890
1.119

$ 2,919
L.256

$ 14,504
1,562
198

$ 34,302

$ 8,211
24,082
346

........

$ 34,302




AMERICAM OPERATOR SERVICES, INC.
INCOME STATEMENT
For the three months ended March 31, 1988
(A11 amounts in thousands)

Revenue

Direct Expenses
Operator Expense $ 1,573
5,766

Telco Expense

Billing Expense 718

Commission fxpense 1.737
Total Direct Expense

Gross Margin
Overhead and Sales Expense

Income (Loss) Before Interest, Depreciation,
and Taxes

Interest
Depreciation and Amortization

Income (lLoss) Before Taxes

$14,298

-

($ 1,256)
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National Telephone Services, Inc.
Call Process Control Chart

CALLER DIALS
"0« * NUMBER
CALLED

CALL SWITCHED TO
SERVING NTS
OPERATOR
SERVICE CENTER

“BONG” TONE GIVENTO
CALLER INDICATES THAT HE
MAY INPUT CALLING CARD (OR,
FROM SOME LOCATIONS, A
CREDIT CARD) NUMBER

CALLING OR
CREDIT CARD
NUMBER
ENTERED?

SWITCHING / OPERATOR CALL “TIMES QUT” AND IS
SYSTEM AUTOMATICALLY DIRECTED TO AN NTS
PERFORMS VALIDATION OPERATOR
CHECKS & OUTPUTS CALL
(SEE SEPARATE EXHIBIT)
NTS OPERATOR ANSWERS:
“NTS OPERATOR [NAME],

HOW MAY | HELP YOU?”

e | N
:Continued Page 2
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CALLING CARD

COLLECT

/

CALLER
RESPONDS WITH
TYPE OF BILLING
DESIRED

CALLER VERBALLY
GIVES OPERATOR
CALLING CARD
NUMBER

OPERATOR OBTAINS
NAME OF CALLING
PARTY, iNPUTS INTO

OPERATOR POSITION

National Telephone 'Services, Inc.
Operator Call Processing Procedure

THIRD PARTY

UNVERIFIED THIRD
PARTY CALLS
ALLOWED FROM
ORIGINATING
OCATION?2-

OPERATOR INPUTS OPERATOR PLACES
CALLING CARD NUMBER CALL TO CALLED YES
INTO OPERATOR PARTY. UPON
POSITION & OUTPUTS ANSWER, STATES: :
CALL "THISISNTSWITHA OPERATOR QOPERATOR
COLLECT CALL FROM OBTAINS NAME OBTAINS NAME
[CALLING PARTY]. WILL AND BILLED AND BILLED
YOU ACCEPT THE NUMBER FROM NUMBER FROM
CHARGES?” CALLING PARTY. CALLING PARTY
INPUTS BOTHINTO INPUTS INTO
OPERATOR OPERATOR
POSITION & POSITION.
OQUTPUTS CALL.
CHARGES
ACCEPTED?
OPERATOR
PLACES CALLTO
BILLED NUMBER.
OPERATOR CONNECTS OPERATOR ADVISES l
CALLING AND CALLED CALLING PARTY S S o
PARTIES CHARGES WERE NOT : Continued Page 3
ACCEPTED AND | s o .
OFFERS ALTERNATIVE
FORMS OF BILLING

Page 2




ANSWER AT
BILLED
NUMBER?

National Telephone Services, Inc.
Operator Call Processing Procedure

OPERATOR STATES: "THIS
IS NTS. [CALLING PARTY]IS
PLACING A CALL FROM
[ORIGINATING LOCATION]

OPERATOR ADVISES
CALLING PARTY THAT
THIRD NUMBER BILLING
CANNOT BE VALIDATED &

WOULD LIKE TO PROVIDE
ALTERNATIVE BILLING
(1.E., VISA, ETC.)

TO [CALLED #] TO BE BILLED
TO THIS NUMBER. WiLL
YOU AUTHORIZE THE
CHARGES?”

" CHARGES
AUTHORIZED?

YES _

OPERATOR QOPERATOR ADVISES
OUTPUTS CALL CALLING PARTY THAT
CHARGES WERE NOT
AUTHORIZED & OFFERS
ALTERNATIVE BILLING.
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NATIONAL TELEPHONE SERVICE
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FLOW CHART FOR CALL PROCESSING




CREDIT VERIFICATION

1. Desire to purchase access into TELCO Calling Card data
base for verification

2. MCiI and Sprint Cards will be verified via data connect
from NTS data base

3. VISA, MC, AMEX are validated via algorithm until such time
bad debt exceeds cost of data link connection and bank
charges for verification (Economic decision)

e :-_,,_.:::.':M
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P

USER GOES OFF-HOOK
OBTAINS DIAL TONE

USER DIALS ACCESS CODE
FOR OPERATOR-ASSISTED
LD (TYPICALLY “8%)

SOURCE PBX RECOGNIZES
CALL AS ONE TO BE DIRECTED
TO NTS AND ROUTES IN ONE

National Telephone Services, Inc.
Call Process Control Chart

OF FOUR WAYS

PBX SEIZES TRUNK PBX SEIZES TRUNK PBX SEIZES TRUNK PBX SEIZES TRUN K
DEDICATEDTO O + UTILIZEDFOR 1 + USEDFOR 1+ AND USED FOR 1+ AND
AND 0-CALLS ANDO + 0+ CALLS, OBTAINS{ {0+ CALLS, OBTAINS
(NTS PIC), CALLS, OBTAINS LOCAL DIAL TONE, LOCAL DIAL TONE,

OBTAINS LOCAL LOCAL DIAL TONE, AUTOMATICALLY AUTCMATICALLY

DIAL TONE AUTOMATICALLY DIALS ACCESS CODE DIALS INWATS
DIALS ACCESS 950-0658 NUMBER
CODE 10658
1 2 3 4
(Page 2) (Page 3) (Page 4) (Page 5)

Page 1




National Telephone Services, Inc.
Call Process Control Chart

1

USER DIALS
Ho"

CALL ROUTED ZDIALED #
TOLEC INTERLATA?
CALL ROUTED CALL ROUTED
TO LEC ‘BY LEC oTo NTS
POP

USING FACILITIES UNDER
CONTRACT OR TARIFF,
CALL DELIVERED TO NTS
SWITCH

GO TOPAGE6




National Telephone Services, Inc.
Call Process Control Chart

2

USER DIALS
.o.

" USER DIALED
\ CALLED #?

DIALED #
INTERLATA?

CALL RUTED
TO LEC

CALLROUTED CALLROUTED
TO LEC BYLECTONTS

- POP

USING FACILITIES UNDER
CONTRACT OR TARIFF.
CALL DELIVERED TO NTS
SWITCH

GO TO PAGE 6

Page 3




N atéonﬂ Telephone Services, Inc.

Page 4

Call Process Control Chart

2

. |
LEC DELIVERS CALL |
TONTS 1

POP |

USING FACILITIES
OBTAINED UNDER
CONTRACT OR TARIFF,
CALL DELIVERED TO NTS
SWITCH

NTS SWITCH
DELIVERS DIAL TONE
TO USER

USER DIALS “0” AND,
IF DESIRED, THE
NUMBER CALLED

GO TO PAGE 6
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National Telephone
Call Process Control Chart

LEC DELIVERS CALL
TO iXC
POP FOR INWATS

USING FACILITIES
OBTAINED UNDER
CONTRACT OR TARIFF,
CALL DELIVERED TO NTS
SWITCH

NTS SWITCH
DELIVERS DIAL TONE
TO USER

USER DIALS “0” AND,
IF DESIRED, THE
NUMBER CALLED

GO TO PAGE 6

Services, Inc.




National Télephone Services, Inc.
Call Process Control Chart

1.2.3.4

NTS SWITCH GENERATES
TONE INDICATING TO CALLER
HE MAY ENTER CALLING
CARD NUMBER USING TOUCH
TONE KEY PAD

; —— B —
( ROUTE CALLTO USE AVAILABLE
OPERATOR VALIDATION
. PROCEDURES TO
: VALIDATE NUMBER
A
8
Page 7
Page 9

Page 6




. National Telephone Services, Inc.
Call Process Control Chart

A

OPERATOR ANSWERS CALL,
SAYING, “THIS IS YOUR NTS
OPERATOR (NAME)}, HOW
MAY | HELP YOU?”

USER RESPONDS
WITH CALLTYPE
AND BILLING

INFO

COLLECT

OPERATOR REMAINS THIRD NUMBER CALLING C
( ON LINE. WHEN BILL B?LEARD
: DIALED PARTY (SEE NEXT PAGE) (SEE NEXT PAGE)

ANSWERS, STATES
"THIS IS YOUR NTS
OPERATOR (NAME)
WITH A COLLECT
CALL FROM (CALLING
PARTY). WILL YOU
ACCEPT THE
CHARGES?”

CHARGES
ACCEPTED?

OPERATOR ADVISES OPERATOR
CALLER & COMPLETES
TERMINATES CALL - CONECTION - BILLING

NO BILLING TO CALLED PARTY

Page 7




USER RESPONDS
WITH CALL TYPE
AND BILLING
INFO

COLLECT
(SEE PREVIOUS PAGE)

THIRD NUMBER
BILL

OPERATOR CALLS
NUMBER TO BE
BILLED, STATES "THIS
IS YOUR NTS
OPERATOR (NAME).
(NAME) HAS PLACED
* A LONG DISTANCE
( : CALLTOBEBILLEDTO
THIS NUMBER. WILL
YOU ACCEPT THE
CHARGES?”

CHARGES
ACCEPTED?

Call Process Control Chart

CALLING CARD

OPERATOR ENTERS
CALLING CARD
NUMBER INTO CALL
RECORDING SYSTEM.

NO VES
OPERATOR ADVISES OPERATOR OPERATOR ADVISES OPERATOR
CALLER & COMPLETES CALLER & COMPLETES
TERMINATES CALL - CONECTION - BILLING TERMINATES CALL - CONECTION - BILLING
NO BILLING TO ?!%WOERRED NO BILLING TO CALLING CARD
BER

Page 8

National Telephone Services, Inc.




National Telephone Services, Inc.
Call Process Control Chart

RECORDING TO RECORDING
USER: REQUESTS RE-
“THANK YOU ENTRY OF THE
FOR USING NTS" NUMBER

EC ANSWER
SUPERVISION
RECEIVED?

BEGIN BILLING CALL
AFTER 1 MINUTE. COMPLETED,
DONOTBILL <1 BEGIN TIMING

MINUTE CALLS

Page9




National Téle’;:kone Services, Inc.
Call Process Control Chart

CALLER DIALS
“0 + " NUMBER
CALLED

CALL SWITCHED TO
SERVING NTS
OPERATOR
SERVICE CENTER

"BONG” TONE GIVEN TO
CALLER INDICATES THAT HE
MAY INPUT CALLING CARD (OR,
FROM SOME LOCATIONS, A
CREDIT CARD) NUMBER

Fain¥

CALLING OR
CREDIT CARD
NUMBER
ENTERED?

SWITCHING / OPERATOR CALL "TIMES OUT” AND IS
SYSTEM AUTOMATICALLY DIRECTED TO AN NTS

PERFORMS VALIDATION OPERATOR
CHECKS & OUTPUTS CALL

(SEE SEPARATE EXHIBIT)

NTS OPERATOR ANSWERS:
“NTS OPERATOR [NAME],
HO'V MAY | HELP YOU?”

s | T,
:Continued Page 2.
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For your convenience. ..
vour long distance telephone calls
may be charged:

@ to these credit cards

@ or to most telephone calling cards

We hope your stay with ue will be comfortable.

Long distance operator sarvices provided by
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=

- We call it the “pound” button
| And it helps vou make lots of calls
fast when vou use your AT&T Card

Here's how it works:

For vour first long distance call.
dial O plus the area code and
number vou're cailing.* then vour
L Card number after the tone. Now
B <oureniothe ATET Nemwork.

: When you complete that call.
= don' hang up. jusi press the pound
button {or the “New Call” bution o
§ | AT&T Public Phones). Now enter
| vour next area code and number
After that call. press the pound but:
| tonagain for your nexa long distance
§ call andsoon
. You never have to redial vour
| 14-digi AT&T Card number
You'll find that when vou're
|| makingalot of calls. one bunon 1
& Deuer than 4. every Lime!
i Extend vour reach. Order you:
¢ free AT&T Card rodav.

9 - Duling instructions apply
. 1. pheioes that have AT&T 28 theur
RS D! long disance camer

i

>

\[1]
The right choice.
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AHMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

CHECK SHEET

This tariff contains Original pages 1 to 27 inclusive, each of which is
effective on the date shown thereon.

Issued: April 25, 1988 Effective: May 1, 1gEf

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED

RESALE TELECOMMUNICATIONS SERVICES

CONCURRING CARRIERS

None

CONNECTING CARRIERS

None

OTHER PARTICIPATING CARRIERS

None

TARIFF FCRMAT

Page Numbering - Page numbers appear in the upper right hand corner of the page.
Pages are numbered sequentially. From time to time new pages may be added to the

tariff. When a new page is added between existing pages a decimal is added to the
preceding page number. For example, a new page added between Pages 3 and U4 woulc b«

numbered 3.1.

Explanation of Symbols - When changes are made in any tariff sheet, a revised shec:
will be issued canceiling the tariff sheet affected. Changes will be identified or
the revised pages(s) through the use of the following symbols:

(C)
(D)
(1)
(M)

(N)
(R)
(s)
(T)

to signify changed regulation.

to signify discontinued rate or regulation.

to signify increased rates.

to signify material relocated from one page
to another without change.

to signify new rate, regulation, or text.

to signify reduced rate.

to signify reissued material.

to signify a change in text, but no change in
rate or regulation.

Issued: April 25, 1988

Effective: May 1, 19&¢

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852




AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

. DEFINITIONS

Access Line - An arrangement from a local exchange telephone company or other
coamon carrier, using either dedicated or switched access, which connects a
subscriber's location to American's location or switching center.

American - Used throughout this tariff to mean American Operator Services,
Inc.

authorization Code - A rumerical code, one or more of which may be assigned
to a subscriber, to enable American to identify the origin of service user so
it may rate and bill the call. Automatic numbering identification (ANI) is
used as the authorization code wherever feasible.

Automatic Numbering Iderntification (ANI) - A type of signalling provided
by a local exchange telephone company which automatically identifies the
local exchange line from which a call originates.

Common Carrier - A company or entity providing telecommunications services
to the public and subject to the jurisdiction of the Missouri Public Service

Commission.

Measured Charge - A charge assessed on a per minute basis in calculating a
portion of the charges due for a completed Operator Assisted Call.

Iss.ued:

Issued by: James F. Bryan
Director -~ Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852

April 25, 1988 Effective: May 1, 198¢
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

1. DEFINITIONS (Cont'd)

Operator Assisted Calls - Calls placed by dialing O+(area code)+(exchange)+
(1ine number), i.e. "0+", or by dialing "0", with all subsequent dialing
being performed by the telephone operator, i.e. "0-". The following are
examples of calls normally placed in this manner:

Calling Card Calls - Calls for which charges are billed, not to the
originating telephone number, but to a telephone calling card issued
either by a local exchange or long distance telephone company for this
purpose. An automated interface or an operator's intervention is reguires
to record and validate the cailing card number to which the charges are

to be billed.

Collect Calls - Calls for which charges are billed, not to the origi-
nating telephone number, but to the destination or termination telephore
number. An operator's intervention is required to obtain agreement from

the called party to accept the charges.

Credit Card Cails - Calls for which charges are billed, not to the
originating teiephone number, but to a general purpose credit card, such
as VISA, Mastercard, or American Express. An automated interface or an
operator's intervention is required to record and validate the credit
card account number to which the charges are to be billed.

Person-to-Person Calls ~ Calls which are placed under the stipulation tha®
the callier will speak only to a specific called party. An operator's
intervention is required on calls of this type to determine whether the
specified called party is available to accept the call, satisfying the
stipulation under which the call was placed.

Room Charge Calls - Calls for which charges are collected by the subscriber,
normally a hotel or motel, from the guest or occcupant of the room from
which the call originated. Calls of this type require that American
communicate the call detail and charges back to the originating

subscriber location following completion of the call.

Issued: April 25, 1988 Effective:r May 1, 1988

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

1.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

DEFINITIONS (Cont'd)

Third Party Calls - Calls for which charges are billed, not to the origi-
nating telephone number, but to a third party telephone number which is
neither the originating nor the terminating telephone number. An
operator's intervention is required to record the telephone number

to which the charges are to be billed and to obtain agreement from the

third party to accept the charges.

Dperator Services - The automated interface services or the operator inter-
vention services provided in cornection with placing an Operator Assisted

Call.

Operator Service Charge - A non-measured (fixed) charge which is added to a
measured charge in calculating the total tariff charges due for a completed

Operator Assisted Call.

Subscriber - The person or legezl entity which enters into arrangements for
American‘'s operator assisted telecommunications services and is responsible for
compliance with applicable tariff regulations.

Telecommunications - The transmission of voice communications or, subject to
the transmission capabilities of the service, the transmission of data,
facsimile, signaling, metering, or other similar communications.

User - The calling party utilizing the services of American and responsible
for the payment of charges, unless that responsibility has been accepted by
others, such as in the case of collect, third party and room charge calls.

Issued: April 25, 1988 Effective: May 1, 198%

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPEFRATCR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

2. APPLICATION OF TARIFF

2.1 This tariff contains the regulations and rates applicable to intrastate
operator assisted resale telecommunications services provided by
American for telecommunications between points within the State of Missouri.
Operator assisted services are furnished subject to the availability of
facilities and subject to the terms and conditions of this tariff.

2.2 The operator assisted services of American are not part of a joint
undertaking with any other entity providing telecommunications channels,
facilities or services, but do involve the resale of the Message Toll
Services (MTS) and Wide Area Telecommunications Services (WATS) of under-
lying common carriers subject to the jurisdiction of this Commission.

2.3 The rates and regulations contained in this tariff apply only to the opera::r
assisted services furnished by American and do not apply, unless otherwise
specified, to the lires, facilities, or services provided by a local excharge
telephone company or other common carrier for use in accessing the services

(? of American.

2.4 The services of Americar are furnished to patrons, patients, students, and
other authorized users of the terminai telephone or other facilities of
privately owned coin operatec telephone station providers, hotels, motels,
hospitals, airports, colleges, universities and other subscribers. Americz-
enters into arrangements with such subscribers providing for the avail-
ability of American's nationwide services, including the intrastate service:
offered under the terms and conditions of this tariff. In some cases,
these arrangements also provide for the assessment of location surcharges,
in the amount and form determined by the subsecribers, and the subscriber
is responsible for proper notification thereof to the authorized users
of its terminal facilities and services. Such surcharges are not in-
cluded in the charges set forth in this tariff, which charges constitute
the full and total charges for the services provided by American.

Issued: April 25, 1988 Effective: May 1, 31G9BE

Issued by: James F. Bryan
Director - Telec and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852




P.S.C. MO. Tariff No. !
Original Page 8

AMERICAN OPERATCR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

3. GENERAL REGULATIONS

3.1 Services

The operator assisted services of American consist of the provision of
collect, approved telephone company calling card, credit card, room charge,
billed to a third number (third party), and person-to-person call services
provided to users pursuant to arrangements established by American's
subscribers. The applicable rates and conditions for these services are

set forth in Sectien 5 of this tariff.

3.2 Use of Services

3.2.1 American's services inay be used for any lawful purpose consistent
with the transmission and switching parameters of the telecommunica-

wi vars

tions facilities utilized in the provision of services.

3.2.2 The use of American's services to make calls which might reasonably
be expected to frighten, abuse, torment, or harass another or in
such a way as to unreasonably interfere with use by others is

prohibited.

3.2.3 The use of American's services without payment for sszrvice or
attempting to avoid payment for service by fraudulent means or
devices, schemes, false or invalid numbers, or false calling or

credit cards is prohibited.

3.2.4 American's services are available for use twenty-four hours per day,
seven days per week.

3.2.5 American does not transmit messages, but the services may be used
for that purpose.

3.2.6 American's services may be denied for nonpayment of chafges or for
other violations of this tariff.

Issued: April 25, 1988 Effective: May 1, 1982
Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

. OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

3. GENERAL REGULATIONS (Cont'd)

3.3 Liability of American

3.3.1

3.3.2

3.3.3

3.3.4

3.3.5

American shall not be liable for loss or damage sustained by reason

of any failure in or breakdown of facilities associated with American':c
operator assisted services or for any interruption or delay of
services, whatever shall be the cause of such failure, breakdown, or
interruption and whether negligent or otherwise and however long it
shall last. In no event shall American's liability for any service
exceed the charges applicable under this tariff to such service.

American shall be indemnified and saved harmless by any subscriber,

user or by any other entity against claims for libel, slander or the
infringement of copyright arising from the material transmitted over
its operator assisted services; and against all other claims arising
out of any act or omission of a subscriber or of any other entity in
connection with the operator assisted services provided by American.

American is not liable for any act or omission of any entity furnishir;
facilities or services connected with or provided in conjunction
with the operator assisted services of American.

American shall not be liable for any personal injury, or death of any
person or persons, and for any loss or damage sustained by reason

of acts, mistakes, omissions, errors or defects in providing its
operator assisted services, whatever shall be the cause and whether
negligent or otherwise.

fmerican shall not be liable for and shall be indemnified and saved
harmless by any subscriber, user or other entity from any and all
loss, claims, demands, suits, or other action or any liability
whatever, whether suffered, made, instituted, or asserted by any
subscriber, user or any other entity for any personal injury to, or
death of, any person or persons, and for any loss, damage, defacemen:

Issued:

April 25, 1988 Effective: May 1, 1983

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

3. GENERAL REGULATIONS {(Cont'd)

3.3.6

or destruction of the premises of any subscriber, user or any other
entity or any other property whether owned or controlled by the
subscriber, user or others, caused or claimed to have been caused,
directly or indirectly. by any act or omission of the subscriber,
user or others or by any installation, operation, failure to operate,
maintenance, removal, presence, condition, location or use of
facilities or equipment provided by aAmerican which is not the direc:
result of American's negligence. No agents or employees of any

other entity shall be deemed to be.the agents or employees of

American.

American shall not be liable for any failure of performance due to
causes beyond its control, including, without being limited to, acts
of God, fires, floods or other catastrophes, national emergencies,
insurrections, riots or wars, strikes, lockouts, work stoppage or
oth-~ labor difficulties, and any law, order, regulation or other
action of any governing authority or agency thereof.

3.4 Responsibilities of the Subscriber

3.4.1

3.4.2

3.4.3

The subscriber is responsible for placing any necessary orders and

complying with tariff regulations and for assuring that users comp.y
with tariff regulations. The subscriber is also responsible for the
payment of charges for calls originated at the subscriber's numbers

which are not collect, third party, calling card, or credit card call:z.

The subscriber is responsible for charges incurred for special
construction and/or special facilities which the subscriber requests
and which are ordered by American on the subscriber's behalf.

If required for the provision of American's services, the subscriber
must provide any equipment space, supporting structure, conduit and
electrical power without charge to American.

1ssued:

April 25, 1988 Effective: May 1, 168§

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

3. GENERAL REGULATIONS (Cont’'d)

3.4.4

3.4.5

3.4.6

3.4.7

The subscriber is responsible for arranging access to its premises a:
times mutually agreeable to American and the subscriber when reguirec
for American personnel to install, repair, maintain, program, inspect
or remcve equipment zssociated with the provision of American's

services.

The subscriber is responsible for maintaining its terminal equip-
ment and facilities in operating condition and for the prompt
repair or replacement of any such equipment or facilities, not in

operating condition.

The subscriber must pay American for replacement or repair of damage
to the equipment or facilities of American caused by negligence or
willful act of the subscriber, users, or others, by improper use of
the services, or by use of equipment provided by the subscriber, user:.

or others,

The subscriber must pay for the loss through theft of any American
equipment installed at subscriber's premises.

3.5 Responsibilities of the User

3.5.1

3.5.2

The user is responsible for payment of the charges set forth in this
tariff unless the responsibility for such payment has been accepted
by the called party, a third party, or a subscriber.

The user is responsible for compliance with the applicable regulatior.
set forth in this tariff.

3.5.3 The user is responsible for establishing its identity as often as

necessary during the course of a call.

Issued:

April 25, 1988 Effective: May 1, 1GQ8¢

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

3. SENERAL REGULATIONS (Cont'd)

3.5 Responsibilities of the User {Cent'd)

3.5.4 The user is responsible'for identifying the station, party, or per-
. son with whom communication is desired and/or made at the called

number.

3.6 Cancellation or Interruption of Services

3.6.1 Without incurring liability, American may immediately discontinue
services to a subscriber or may withhcld the provision of ordered cr

contracted services:

(A) For nonpayment of any sum due American for more than thirty days
fter issuance of the bill for the amount due,

(B) For violation of any of the provisions of this tariff,

7

- (C) For violation of any law, rule, regulation or policy of any
(m. governing authority having jurisdiction over American's services,
or

(D) By reason of any order or decision of a court, public service
commission or federal regulatory body or other governing
authority prohibiting American from furnishing its services.

3.6.2 Without incurring liability, American may interrupt the provision of
services at any time in order to perform tests and inspections to
assure compliance with tariff regulations and the proper installatiorn
and operation of subscriber and American's equipment and facilities
and may continue such interruption until any items of non-compliance
or improper equipment operation so identified are rectified.

4. CHARGES AND BILLING ARRANGEMENTS

4.1 Computation of Charges

4.1.1 The total charge for each completed operator assisted call consists
of two charge elements: fixed operator service charge, which will

Tssued: April 25, 1988 Effective: May 1, 1G8E

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

4. CHARGES AND BILLING ARRANGEMENTS (Cont'd)

4.1 Computation of Charges (Cont'd)

be dependent on the type of billing selected (i.e., calling card,
charge third party or other) and/or the completion restriction
selected (i.e., station-to-station or person-to-person); and a measurec
charge dependent on the duration, distance and time of day of the call.
The measured charge element is specified as a rate per minute which
applies to each minute of call duration, with a minimum charge for
each call of one minute, and with fractional minutes of use thereafter
countec as one full minute.

4.1.2 The distance of a call is determined using standard vertical and

horizontal (V&H) coordinate procedures to calculate the airline
mileage from the local exchange telephone company central office
serving the originating location to the central office serving the
destination location.

4,2 Billing Arrangements

4.2.1 Collect, Cailing Card, and Charge Third Party Calls

Charges for calis of this type will be included on the user's or
called or third party's regular home or business telephone bill pursuart
to billing and collection agreements established by American with the

applicable telephone company.

4.2.2 Credit Card Calls

Charges for credit card calls will be included on the user's regular
monthly statement from the card-issuing company.

Issued:

Aprii 25, 1988 Effective: May 1, 198§

Issued by: James F. Bryan
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AMERIC

AN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

4. CHARGES AND BILLING ARRANGEMENTS (Cont'd)

4.2.3 Room Charge Calls

Khen requested by the user, and authorized by the subscriber, the
charges may be provided for inclusion on the hotel or motel bill of the
user. In such cases, American will provide a record of the call deta:l
and charges to the hotel or motel for such billing purposes.

4.3 Validation of Credit

4.4

American reserves the right to validate the credit worthiness of users
through available credit card, calling card, call number, third party
telephone number and room number verification procedures. Where a re-
quested billing method cannot be validated, the user may be required to
provide an acceptable alternate billing method or American may refuse to

place the calil.

Contested Charges

For consideraticn of any disputed charge, a user must submit in writing

to American, within 30 days of the date the till is issued, the call
details anc the bases for any -equested adjustment. American will promptiy
investigate and advise the user as to its findings and disposition. Any
undisputed charges must be paid on a timely basis.

Billing Entity Conditions

When billing functions on behalf c¢f American are performed by local exchange
telephone companies, credit card companies or others, the payment of

charge conditions and regulations of such companies apply, including any
applicable interest and/or late payment charge conditions.

Issued: April 25, 1988 Effective: May 1, 1988

-
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Director - Telco and Regulatory Relations
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AMERICAN OPERATOR SERVICES, INC.

~ OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES

The specific rates applicable to the operator assisted services furnished by
American are dependent on the type of access utilized to originate calls
with American and conditions of service attendant theretc. The following
service classifications reflect such access distinctions and conditions.

5.1 Switched fAccess A Classification

5.1.1

5.1.2

Description

This classification involves access to the services of American over
access facilities obtained by American from local exchange telephone
companies. Calls are originated utilizing equipment provided or
programmed by American to automatically dial either a seven digit
local (950-0658) or eleven digit toll free WATS {1-800) access number
when the user dials "O". Upon acknowledgement of receipt of the cal:
by American, the equipment automatically forwards the authorization
(identification} code followed by the destination area code and
telephone number. A signal is transmitted to the user to permit
entry of a calling card number or, if desired, to await a physical
operator intercept to handle the placement of collect, charge third

party, credit card, and person-to-person calls.

Conditions of Service

This service is primarily furnished to users of privately-owned coin
operated telephone stations. Users of this service are required to
have an authorized telephone company calling card or an acceptable
crecit card, or must have the responsibility for payment of charges
accepted by the called party or a third party.

Issued: April 25, 1988 Effective: May 1, 198¢

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATCR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

S. SERVICE CLASSIFICATIONS AND RATES (Cont’d)

5.1 Switched Access A Classification {Cont'd)

5.1.3 Rates and Charges

(A) Variable Charge Element:

Airline Miles Initial Minute Additional Minutes
Up To

Qver & Incl. Day Evening Night Day Evening Night

0 20 $.00 .00 .00 .00 .00 .0C

20 23 .27 .22 .18 .20 .16 13

23 28 42 .34 27 .23 .18 .15

28 33 U6 .37 .30 .25 .20 .16

33 40 .48 .38 .31 .27 .22 .18

40 50 .50 40 .33 .29 .23 .19

50 60 .54 .43 .35 .32 .26 L2

60 80 .56 .45 .36 .35 .28 .23

. 80 100 .57 .46 .37 .36 .29 .23

- 100 125 .58 .46 .38 .39 .31 .25
(. 125 150 .61 .49 40 A2 .34 .27
150 190 .64 .51 42 LAY .35 .29

190 300 .67 .54 4l 47 .38 .31

300 430 .68 .54 BT U9 .39 .32

430 up .76 .56 46 .51 L1 .33

Day Rates Apply: 8 A.M. - 7 P.M.
Evening Rates Apply: 7 P.M. - 11 P.M.
Night Rates Apply: 11 P.M. - 8 A.M.

(B) Fixed Operator Service Charges:
Station-to-Station $1.05%
Person-to-Person 2.40

2Except for automated interface calls of 20 airline
miles or less where the only charge is a fixed charge

of $0.80.

Issued: April 25, 1988 Effective: May 1, 168§

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES (Cont'd)

5.2 Switched Access B Classification

5.2.1 Description

This classification involves access to the services of American over
equal access facilities obtained by American from local exchange
telephone companies. The user dials "O" plus the destination arez
code and telephone numbe- and, upon receipt of an acknowledgement
signal, inserts a calling card number or, if desired, awaits a
physical operator intercept to place collect, room charge, charge
third party, credit card, or person-to-person calls.

Conditions of Service

wn
n
N

{” : This service is primarily furnished to guests of hotel/motels and |
. patients at hospitals. Users of this service are required to have |
an authorized telephone company calling card or an acceptable credit
card, or must have the responsibility for payment of charges acceptec
by the subscriber or by the called party or a third party.

Issued: April 25, 1988 Effective: May 1, 168§
Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES (Cont'd)

5.2 Switched Access B Classification (Cont'd)

5.2.3. Rates and Charges
(&) Variable Charge Element:

Airline Miles Initial Minute Additional Minutes
Up To

Cver & Incl. D Evening Night Day Evening Night

0 20 $.00 .00 .00 .00 .00 .00

20 23 .27 .22 .18 .20 .16 .13

23 28 .42 .34 .27 .23 .18 .15

28 33 .46 .37 .30 .25 .20 16

33 40 .u8 .38 3 .27 .22 .18

40 50 .50 .40 .33 .29 .23 .19

50 60 .54 .43 .35 .32 .26 .21

€0 80 .56 A5 .36 .35 .28 .23

80 100 .57 .46 .37 .36 .29 .23

(" 100 125 .58 .46 .38 .39 .3 .25
L 125 150 .61 .49 .40 A2 .34 27
150 190 .ol .51 .42 .44 .35 .29

190 300 .67 .54 L4l U7 .38 .31

300 430 .68 .54 44 .49 .39 .32

430 up .70 .56 .46 .51 41 .33

Day Rates Apply: 8 A.M. - 7 P.M.
Evening Rates Apply: 7 P.M. - 11 P.M.
Night Rates Apply: 11 P.M. - 8 A.M.

(B) Fixed Operator Service Charges:

Station-to-Station $1.05%
Person-to-Person 2.40

*Except for automated interface calls of 20 airline
miles or less where the only charge is a fixed charge

of $0.80.

Issued:

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852

April 25, 1988 Effective: May 1, 1988
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES (Cont'd)

5.3 Switched Access C Classification

5.3.1

5.3.2

Description

This classification involves access to the services of American over
equal access facilities obtained by American from local exchange
telephone companies. The user dials "0" plus the destination area
code and telephone number and, upon receipt of an acknowledgement
signal, inserts a calling card number or, if desired, awaits a
physical operator intercept to place collect, charge third party,
credit card, and person-to-person calls.

Conditions of Service

This service is primarily furnished to airline passengers, meeting
hall attendees and others using subscriber-owned telephone stations z*
high traffic locations, such as airports and convention centers.

Users of this service are required to have an authorized telephone
calling card or an acceptable credit card, or must have the respons:-
bility for payment of charges accepted by the called party or a thir~

party.

Issued:

April 25, 1988 Effective: May 1, 19&-

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852




P.S.C. MO. Tariff No. !
Original Page 20

AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. Service Classifications and Rates (Cont'd)

5.3 Switched Access C Classification (Cont'd)

5.3.3 Rates and Charges

(A) Variable Charge Element:

Airiine Miles Initial Minute Additional Minutes
Up To

Over & Inecl. Day Evening Night Day Evening Night

0 20 $.00 .00 .00 .00 .00 .00

26 23 27 .22 .18 .20 .16 .13

23 28 42 .34 .27 .23 .18 .15

28 33 .46 .37 .30 .25 .20 .16

33 40 .48 .38 .31 .27 .22 .18

4o 50 .50 o) .33 .29 .23 .19

5C 60 .54 .43 .35 .32 .26 e

6C 8G .56 .u5 .36 .35 .28 .23

80 100 .57 U6 .37 .36 .29 .23

- 100 125 .58 RT3 .38 .39 .3 .25
{ 125 150 .61 .Lg .40 42 .34 .27
150 190 .64 .51 42 .4y .35 .29

190 300 .67 .54 L4y Y .38 .31

366 430 .68 .54 L4y .49 .39 .32

43¢ up .70 .56 .46 .51 LA .33

Day Rates Apply: 8 A.M. - 7 P.M.
Evening Rates Apply: 7 P.M. - 11 P.M.
Night Rates Apply: 11 P.M. - 8 A.M.

(B) Fixed Operator Service Charges:

Station-to-Station $1.05*
Person~to-Person 2.40

#Except for automated interface calls of 20 airline
miles or less where the only charge is a fixed charge

of $0.80.

Issued: April 25, 1988 Effective: May 1, 198¢
Issued by: James F. Brvan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES (Cont'd)

5.4 Dedicated Access A Classification

5.4.1 Descripticn

5.4.1

This classification involves high volume access to the services of
American over dedicated access facilities obtained by American from
local exchange telephone companies. The user dials "O" plus the
destination area code and telephone number and, upon receipt of ar
acknowledgement signal, inserts a calling card number or, if desirecz,
awaits a physical operator intercept to place ccllect, charge third
party, credit card, and person-to-person calls.

Condicions of Service

This service is primarily furnished to guests of high volume hotel/
motel chains and students residing in college or university
dormitories. Users of this service are required to have an authorize-
telephone calling card or an acceptable credit card, or must have the
responsibility for payment of charges accepted by the subscriber or by
the called party or a third party.

Issued: April 25, 1988 Effective: May 1, 198¢

Issued by: James F. Bryan
Director - Teico and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES (Cont'd)

S.4 Dedicated

Access A Classification (Cont’d)

5.4.3 Rates and Charges
(A) Variable Charge Element:

(B)

Airline Miles Initial Minute Additional Minutes
Up To
Over & Incl. _Day Evening Night Day Evening Night
0 20 $.00 .00 .00 .00 .00 .0C
20 2z .27 .22 .18 .20 .16 .13
23 2& .42 .34 .27 .23 .18 .15
28 33 .46 .37 .30 .25 .20 .16
33 40 .48 .38 .31 .27 .22 .18
Lo 50 .50 .40 .33 .29 .23 .19
50 60 .54 43 .35 .32 .26 21
60 8C .56 U5 .36 .35 .28 .23
80 100 .57 U6 .37 .36 .29 .23
100 125 .58 RT3 .38 .39 .31 .25
125 156 .61 .49 .40 .42 .34 .27
150 190 .64 .51 42 LUl .35 .29
190 300 .67 .5% .44 A7 .38 .31
300 430 .68 .54 A4 .49 .39 .32
430 up .70 .56 46 .51 41 .33

Day Rates Apply: 8 A.M. - 7 P.M.
Evening Rates Apply: 7 P.M. - 11 P.M.
Night Rates Apply: 11 P.M. - 8 A.M.

Fixed Operator Service Charges:

Station-to-Station $1.05%
Person-to-Person 2.40

*Except for automated interface calls of 20 airline
miles or less where the only charge is a fixed charge

of $0.80.

Issued:

April 25, 1988 Effective: May 1, 198%

Issued by: James F. Bryan
Director - Teleo and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES (Cont'd)

5.5 Dedicated Access B Classification

5.5.1

5.5.2

Description

This classification involves high volume access to the services of
American over dedicated access facilities obtained by American from
local exchange telephone companies. The user dials "0" plus the
destination area code and teiephone number and, upon receipt of an
acknowledgement signal, inserts a calling card number or, if desirec,
awaits a physical operator intercept to place collect, charge third
party, credit card, and person-to-person calls.

Conditions of Service

This service is primarily furnished to students residing in college or
university dormitories. Users of this service are required to have
an authorized telephone calling card or an acceptable credit card,

or must have the responsibility for payment of charges accepted by
the subscriber or by the called party or a third party.

Issued:

April 25, 1988 Effective: May 1, 198t

Issued by: James F. Bryan
Director - Telco and Regulatory Relation
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES (Cont'd)

5.5 Dedicated Access B Classification (Cont'd)

5.5.3 Rates and Charges
(A) Variable Charge Element:

Airline Miles Initial Minute Additional Minutes
Up To
Over & inel. _Day Evening Night Day Evening Night
0 20 $.00 .00 .00 .00 .00 .00
20 23 27 .22 .18 .20 .16 .13
23 28 .42 .34 .27 .23 .18 15
28 33 .46 .37 .30 .25 .20 1€
33 40 .48 .38 .31 27 .22 .18
40 50 .50 .40 .33 .29 .23 .15
50 60 .54 .43 .35 .32 .26 .21
) 60 80 .56 .45 .36 .35 .28 .23
80 100 .57 .46 .37 .36 .29 .23
o 100 125 .58 .46 .38 .39 3 .25
( 125 150 .61 .ug .40 42 .34 .27
) 150 190 .64 .51 .42 g .35 .29
190 300 .67 .54 LAy .47 .38 .3
300 430 .68 .54 44 .49 .39 .32
430 UP .70 .56 .46 51 41 .33

Day Rates Apply: 8 A.M. - 7 P.M.
Evening Rates Apply: 7 P.M. - 11 P.M.
Night Rates Apply: 11 P.M. - 8 A.M.

(B) Fixed Operator Service Charges:

Station-to-Station $1.05%
Person-to-Person 2.40

®Except for automated interface calls of 20 airline
miles or less where the only charge is a fixed charge

of $0.80.

isssed: April 25, 1988 Effective: May 1, 1988

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

GPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES (Cont'd)

5.6 Dedicated Access C Classification

5.6.1

5.6.2

Description

This classification involves high volume access to the services of
American primarily over dedicated access facilities, but at some
locations over equal access facilities, where the cost of such
access facilities is totally or substantially borne by the
subscriber. The user dials "Q" plus the destination area code andg
telephone number and, upon receipt of an acknowledgement signal,
inserts a calling card nunoer or, if desired, awaits a physical
operator intercept to place collect, charge third party, credit carg
and person-to-person calls.

Conditions of Service

This service is primarily furnished to guests of high volume hotel/
motel chains, students residing in college or university dormitories
and users of the services of long distance interexchange telephone
companies. Users of this service are required to have an authorized
telephone calling card or an acceptable credit card, or must have
the responsibility for payment of charges accepted by the subscriber
or by the called party or a thirg party.

Issued:

April 25, 1988 Effective: May 1, 198E

Issued by: James F. Bryan
Director - Telco and Regulatory Relation
6100 Executive Boulevard, Rockville, MD 20852




AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES (Cont'd)

5.6 Dedicated Access C Classification (Cont'd)

5.6.1. Rates and Charges

(A) Variable Charge Element:

Airline Miles Initial Minute

Additional Minutes

Up To
Over & Incl. _Day Evening Night _Day Evening Night
0 20 $.00 .00 .00 .00 .00 .00
20 23 .27 .22 .18 .20 .16 .13
23 28 .42 .34 .27 .23 .18 .15
28 33 .46 .37 .30 .25 .20 16
33 Lo .48 .38 .3 .27 .22 .18
40 50 .50 40 .33 .29 .23 .19
50 60 .54 A3 .35 .32 .26 .21
60 80 .56 .45 .36 .35 .28 .23
g0 100 .57 U6 .37 .36 .29 .23
100 125 .58 RIT) .38 .39 3 .25
125 150 .61 .49 .40 .42 .34 27
150 190 .6u .51 U2 4y .35 .29
190 300 .67 .54 R A7 .38 .31
300 430 .68 .54 iy .49 .39 .32
430 up .70 .56 U6 .51 4 .33
Day Rates Apply: 8 A.M. - 7 P.M.
Evening Rates Apply: 7 P.M. - 11 P.M.
Night Rates Apply: 11 P.M. - 8 A.M.
(B) Fixed Operator Service Charges:
Station-to-Station $1.05%
Person-to-Person 2.40
®Except for automated interface calls of 20 airline
miles or less where the only charge is a fixed charge
of $0.80.
Issued: April 25, 1988 Effective: May 1, 19&¢&

Issued by: James F. Bryan
Director - Telco and Regulatory Relations

6100 Executive Boulevard, Rockville, MD 20852
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AMERICAN OPERATOR SERVICES, INC.

OPERATOR ASSISTED
RESALE TELECOMMUNICATIONS SERVICES

5. SERVICE CLASSIFICATIONS AND RATES (Cont'd)

5.7 Directory Assistance

Access to directory assistance is obtained by dialing 0 + 555-1212 for loca:

listings and O + (area code) + 555-1212 for other listings. A flat charge
of $0.60 applies for each connected call to directory assistance.

5.8 Special Arrangements

Issued: April 25, 1988 Effective: May 1, 19&¢

Issued by: James F. Bryan
Director - Telco and Regulatory Relations
6100 Executive Boulevard, Rockville, MD 20852
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HOTELS

The profits are pienty,
but are AOS providers
up to the challenge?

&y Olivia Carmichael
Contribuling urilsr

An sgpressive battle s belng

AT&T. 2 company that can boan it
represents the Ratus quo fora
indusey hesitant © 2000t @sjor

change.

AOS has become 2 bot wpic in
the lodging industry, primarfy
because of its revenue genersing
potentsl Hotel snd motel telecom-
munications managers report being
bomberded by buadreds of A0S

ble. "1 would say if 3 company like
ours were to get half of ! percent of
the overall marketplace availzbic,
amidb:dotqquiuvtn'hc
Prank Santos, financial
for Quality inn Intemational of
Oriando, fa., agrees AOS marirt
penctrmion b wesk, but added tha:
the situstion is changing *i thunk
1988 we are going to see more anc
more of e lodging industry con
verting to AQS,” Santos said.

Figures compiled by the amen-
caa Hotet & Motel Association
revea) the magnitude of the indus-
try 1a srudies conducted in mid-
1967, the AHMA found that 44,500

h‘mmmammu '
large tourist bese, has enhanced its
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monthly earnings by 81,000 per
property The thanis for the added
income goes to0 ACS, Santos said.

Joe Vallela, direetor of operations
at the Thunderbird Matel and
Casino in Las Vegas, Nev., souid not
disciose revenue Agures or the pro-
wvider Thunderbisd uses, but said the
profits are “considerable”™ enth ACS.
He addied that he found ACS service
10 be comparabie 10 — but not bet-
ter or worse than — AT&T's. ™I am
sausfied with axy AQS compeny in
all arezs.” Vallels said.

The Radisson Hotel chain, based
in Minneapolis, is testing ACS at 2
few of its locations. Those proper.
ties using an ACS company receive
berween §2.000 o 83,000 cach per
month in cormmission checks,
according to Jire johnson, telecorm-
mumammalyubtmmun

nies czn meet the often @rict gervice
criteria e21 forth by large cheina.
Duane Seark, director of systems
development for Doubletree, which
includes 30 Doubletree botels and
1 3 Capni ol his com-
pany is testing AQS 2 igs Dellm
hotel

Seark said it Is iroportant for the
botel that s AQS service “loos o
our customers Like AT&T It must
aocept all credit cards, including
AT&T cards, even though these
o't pay comupission. We can't tip
off W our castomers that we are
using a service diffierent from
AT&T"

The ACS provider @um also allow
the hote! chain 0 conzrol up-front

surcharges " Billing, to0, mum be o
§00d 2. o7 betier than ATE& T be

added Doubletree wrill continue
tesung ACS “until we are satisfied ”
Stark said "1 would ssy for about six
monts © Once Doubleuee's opers
tOf 32T vICes prograsm 18 in place. the
chan wnll unplement private pey
phones n 1 lobbes

Despite e potental to make
money with ACS, some hote! chains,
such as Sonesta International Hotels
of Boston. prefier 10 femain with
AT&T. They sey they are satisfied

with the incumbent service pro.
vider and don't want B Dasgles-
associsted with a change.
Others, such 8 L8 Quinu ang
Super § Motel chans. are vehe-
@mently opposed o private pay
phones and ACS seTvices. clarn,r
these swo industnes are filled waz
disreputable companues. They tc
however, concede that once the

@y consider gving A0S and pni.
mnmlc:unce
Jorman, peesident of Hospm
‘kdnmbumc a subsidury of

Vandal-Resistant
Handsets & Accemnes




e Boston-desed Super 8 chan,
complained AOS salesmen “prom.

ehe world t0 motel chains, but car
deiiver the goods.

“We're saying out of the batde
Jesmaan isid. “] have been

hed by 2t &2 35 compa-

ies, (and) there i3 nternal fighur,
between (@em) all”

Jarman wsted AOS at s0me prog
erues end ~they fell on thewr cear

“We all staried out in this
industry thinking commis.
sions are wbat i£'s all about
Nobody would really care
bow badly tbey were screu -
ing the customer ”

— Xevin King Tel Ves:

etid " He was deluged by complaint
letters from guens at these e
sights, be said Jarman does pot fee!
the present quality of operator serv.
ioes compares with AT&Ts.

Although franchise owners of the
$00 Super 8 motels have the ulu
mate decision of whether or not (o
conzract with an AOS company, jar
man hes wrirzen a letter stating his
opposition to & switch.

“Right now it loots like we're
making 3 big mistake and leaving 3
lot of money oo the Wbie, but [ dor, ¢
think we are. | think we're going tc
heve happy gueRts and we're goung
t0 rent more Moms”

Ed Hildum, director of telecom:
municstions for San Antoaio, Texas:
besed Ls Quinta is 2l30 opposed 10
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DONT Buy
NEw HANDSETS

We Will
Refurbish Your
Used Handsets

Meets BOC
Standarde

Also Available
New Handsets

ADVANCED PAYPHONE

(214) 620-9888

Circie Beader Sarvies Nambey 66

- e e R e gy

Coln Connting
Time 70%

it SORTS
It COUNTS
It WRAPS
It BAGS

All Denominations
All In One Machine

Call or Urts Per Pull Dewdle

AGCS because he feels hotel guests

savvy svhen it Cones to long:
distance costs “Many of ous guests
upon check-in (are) asking who
handlcs our ‘0 + ' czils.” Hilkdum
said “They are becomung educated
23 3 result of negauve expenences.”

Hidum fears that an unregulated
AOS industry wnll kead to 8 regy-
lated botel industry, in which prop-
erues will be required to post who
handies jong-distance calls. “1 for
one do not want a billboerd piaced
on my walls sxying who we are

using
Al corporate-owned and
Hilton properties are
,“vca by AT&T and loczl exchange
carriers, explained Diane Finn, com-
murucations specialist One rexson
for not using AOS, Fina explained, i
that AOS companses Cannot accept

w AT&T, chat's fine,” Flnn seid “But
a lot of them doa't”

Hilton has another request of its
operazor service that most AOS pro-
viders would hsve 2 tough time
mecting — communicating with
foreign guests. And 20 fag, ATET 8

Realists in the industry under

sand the position aken by botels
to enlist AOS

e all started out in this industry
commissions are what it's

AQS company executives
expect compeution 1o intensyy .

SPEING 28 OPETALOr SETVICES Do
viders take advantage of ATAT)
Hoepitality Network Serv
ice taniff. frozen until late june b
the Federal Communications Corr

miseion.
According to Lester Freeman,
president of Central Corp.. the five
month suspension gives AOS corn
panies 2 chance 1o Rabilize thew
technology as well as pursue a
decper market penetration
Harvey Berg. general manager of
Los Angeles-based Operator Asns
ance Network, added that undl
AT&T reveals definite plans for e
pext few months, 8 clear indicaton

wrritien, only applied to major hotel
chaing,” Berg seid. “Now rumon are
that AT&T is looking to get more
entry points 2t lower levels "
AT&T earlier indicated to Pay-

: Pbone Magarine that it was plan

aing to introduce a revised HNS
plan for smaller hotel chans. Once

Regardices of ATET's plams. the
bospitality industry will coatinue 1c
be 3 critical wrget for AOS firms.
“Our comparny srategy is to con-
centrate slmost entirely on hoteks
and bospitals,” Freeman explained
“We clearly think it's the place tc be
for an AOS company.”

According to King, the AOS corr
panies that will survive will be those
that offer rates competitive with
AT&T and keep abreast of the lates:

technology

King said AOS firms headed for
trouble “are the ones whose Livel:
boods depend oa charging typi
w”&p::m:onn&‘r
raes,” “Many companics
out there right now are operating in
such 2 way that they really do need
wmmmmww
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INTERVIEW

- AT&T on
Operator Services

By Lee Stites
Associate Editor

he first part of our INTERVIEW, which

begins below, is with Jim Selzer, division

manager, AT&T Operator Services Marketing.
As such, he is responsible for the ovcrall offerings of
operator service products, profitability, and new pro-
ducts and services as they relate to AT&T customers.

Prior to holding this position, Mr. Selzer was the
area manager for AT&T in Denver, Colo. Mr. Selzer
has been with AT&T for a total of 21 years and
started his career with Southwestern Bell, where he
worked for 17 years prior to divestiture.

The second part of our interview, which begins on
page 22, is with Mark Sinclair, national market
manager, lodging indust:y, AT&T Business Group.
Mr. Sinclair will be responsible for managing

lodging industry marketing efforts 10
support AT&T s recently filed Hospiwali-
ty Network Service tariff.

Mr. Sinclair has worked for AT&T for
seven years and previously held the
position of telemarketing specialist with
AT&T's Regional Technical Center. Mr.
Sinclair's qualifications also include the
degree of Master Hotel Supplier, a cer-
tification that is awarded by the
American Hotel and Motel Association
for the successful completion of courses
and examinations dealing with the
hotel/motel industry.

The HNS tanff, which if approved
will become effective on Jan. 1, 1988,
represents AT&T's move © compete
with the operator service companies and
other long distance carriers who are
inarketing their services to
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hotels/motels, hospitals, and univer-
sities. Among other provisions, the
tariff will allow AT&T to pgy commis-
sions to the hotel/motel, hospital, or
university based on the grade of service
provided by the institution's CPE and
traffic volumes.

The aniff specifies traffic imninimums
as being 8 million minutes per month,
4 million minutes of 1+ and 4 million
minutes of 0+ calls. The commissions
range from $.30 to $.05 per 0+/0-
message (completed call).

PHONE +: From time to time the
terms HOBIC (Hotel Billing Informa-
tion Center;. HOBIS (Hotel Billing In-
formation Systemn), and TSPS (Traffic
Service Position System) are used in
connection with operator services. |

undersiand that these are former and
current AT&T terms. Could you discuss
what these terms mean?

SELZER: HOBIC and HOBIS are
engineering terms that were used in the
old Bell System to describe the system
by which time and charges were relayed
to either the hotel or the caller.

We decided 10 rename these services
“AT&T Quote Services™ because it bet
ter describes what functions they per-
form. It is sort of an updated version
of an old term.

The TSPS refers to the operator sub-
system. This is the system that enables
the operator to assist the caller in com-
pleting the call. It not only provides the
necessary switching, but also the real-
time rating. billing, foreign exchange ac-
cess, and an automatic call distributor
which assures prompt responses 1o an
operator assistance request, or a 0+ /0-
call.

PHONE +: The concemns of back-
hauling and delay times are factors in
choosing an operator services compan'
Could you explain how the AT&T
Operator service system interfaces with.
the network and the average time elap:-
ed before operator intercept?
SELZER: !am not familiar with how
aliernative providers of operator ser-
vices route their calls, so I can't com-
ment on their system and any delays
they may or may not experience, | can
only comment on AT&T's system.

AT&T's hote! system, for example. 15
a direct patch. When a guest dials §-0
(typical hotel dialing pattern for
reaching an outside operator), it ties in
directly 10 our trunk and then to an
AT&T operator.




In many ways it is exactly like a |+
cal! on a presubscribed line. If we are
providing service (0 a hotel then they
are presubscribed 10 AT&T long
distance, so whether itis a 1+, 0+, or
0- call it ties into our trunk through our
POP and into the AT&T network. The
difference with a 0+ or 0- call is it's
routed 10 our TSPS.

Once a call has been routed 10 our
TSPS, operator intercept takes place in
2.5 w 3 seconds. Any delay time in ad-
dition to that is due to call set up in the
hotel’s system. the local network, and
the LEC’s Central Office switching
systems.

PHONE +: AT&T is often looked
upon as having set the industry’s stan-
dards. Why do you believe this is true?
SELZEFR: | think that in the larger part
this is related 10 the fact that we were
the first to provide these services. The
custommer is used to AT&T Operator Ser-
vices. We have been providing services
such as quote-backs, billing, instant
credit. and reconnection for years. It is
what customers have come o expect
from an operator service company.
We have provided this standard and
it is our intention W continue o be the
premier brand. What | mean by that is
that when you think of operator ser-
vices. we want you to think of AT&T
Operator Services. We want you to think
of the AT&T standands of quality and
service—services without compromise.

PHONE +: AT&T rates are also often
used as 3 comparnison point; though,
recently they have begun to come under
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fire from the private sector as being un-
profitable. With the issue of surcharges
being a prominent debae in the operator
services industry, what is AT&T s posi-
tion on the use of surcharges?

SELZER: Our surcharges are well
known. Our rates are a matter of public
record. 1 feel that we've done a good
job of supporting what we charge a
customer. Our services are the best in
the industry and they're priced accor-
ding to that value.

If others don't care o compete at our
rates that’s their choice.

PHONE +: What are the AT&T sur-
charges for operator assisted calls?
SELZER: For a customer dialed, call-
ing card cal! it is $.80. For a person-to-
person call it is $3.00, and for a station
1o third party. collect, or operator dial-
ed call it is $1.55.

I would also like to note that a
customer can use their Reach Out
America Plan w0 pay for operstor
assisted calls or they can use an AT&T
Gift Centificate.

PHONE +: How has competition

A
from %mor service companies af-

TRV

SELZER: We know that there is com-

tition in marketplace.
aAre Com; ung. we In
10 compete.
Sy

PHONE +: At the recent TeleStrate-
gies show in Miami, Noreen Hulteen,
a staff manager for AT&T, said that any
misrepresentation of AT&T association
will be challenged. Could you explain
what she was referring to?

SELZER: I'm not sure what she was

specifically referring to, but I can tel!
you that in an industry with this much
change, we put an incredible amouni of
value on the AT&T name. An,
misrepresentation of that name would
definitely be challenged by AT&T

PHONE +: | have heard some people
sy thai ATAT would like to get out of
the operator service business, that it 15
a drein on revenues. Would you com-
ment on this allegstion?
SELZER: We believe that operator
services is a major element of AT&T
quality, personalized sefvice. Some
calls require human interface—and we
de it seven million times a day

As an example of the importance that
we place on our Operator Services.
we've recently committed 0 provide
new switching equipment and
technology up-grades for our Operator
Services.

So, we consider it an important pant
of our on-going business.

PHONE +: Does AT&T view it
operator services as a profit center or
as a means to the end of securing in-
terstate usage minutes?

SELZER: The answer 10 that questior.
is yes. Various aspects of our Operator
Services are managed as a product fine
and, therefore, have profitability targew
Examples of these aspects are callin;
card, collect, and third party billes
calls.

But other parts of our Operator Ser-
vices such as instant refund credit, dial-
ing assistance, and dialing instruction
sre provided at no charge. So as a
whole, operator services is a value-
&dded aspect of our network services
Though, we do try 1o make it efficient
and profitable within itself.

When taken together, these aspects of
our operator services provide benefits
to our customers that increase the usage
of our network. ]
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INTERVIEW
Part il

Mark Sinclair,
National Market Manager,
AT&T Business Group

PHONE +: AT&T has recenuy filed
a Hospitality Ne jce taniff
become effective on Jan. I, 1988 AT&T

has stated that this is in ms*nsc to the
competition from_interexchange and
falor service ¢o ies. Yet it
ST ree From e iing. that
AT&T s main point of concern is loss
of ineerstate traffic. Is this a far
appraisal?
SINCLAIR: Sure, AT&T wants the in-
werstace traffic, and the interLATA traffic
as well_ but it is primarily an interstate
marketr. This @riff will allow us o com-
pete for that traffic in a manner that is
consisient with the our competitors in
the marketplace.

The point of the tariff is to obtain the
interstaze minutes and io compensate the
institution that provides the minutes.

There is a lot of competition in this
market and this is a way of addressing
that fact and providing compensation to
the hotel, hospital, or university, in
recognition of the role that these institu-
tions play in providing access © our pet-
work o their guests, palients, or
students and faculty.

PHONE +: What was the primary
reason for ATAT filing the HNS taniff?
SINCLAIR: There are really two main
aspects to the taniff. The first is o
recognize the role that the hotel/motel,
hospital. or university plays in providing
access to the network, and the second
is the recognition that we are in com-
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petition for this market.

We wani o give t.e hotels‘motels,
hospitals, ot universities a reason to stay
with AT&T's service.

PHONE +: According to the HNS
tariff, a firm must sign an agreement
that stipulates that they will provide
AT&T with a monthly minimum of
4 000,000 minutes ezch of 0+ and 1+
traffic for the period of one year. If &
customer falls below the 4,.000000 ol
minute minimum for 0+ calls for three
consecutive months. a penalty of $.04
per minute below the minimum is
assessed. How is this penalty assessed
and what provisions are there for the
seasonal fluctuations in the hotel/motel
indusiry?

SINCLAIR: We recognize the
seasonal aspect of the hospitality in-
dustry and we have provided a review
of total yearly munutes. Through the
review, we can determine a customer’s
standing with regards to their comsmit-
ment to provide 48,000,000 minutes of
0+ traffic 2 year. In this way, a

customer who may have had 0 pay a
penalty due to off season call volumes
would receive a refund if the total yearly
volumes were at of above the 48 million
minute mark. )

The minimum traffic requirements
are designed to promote usage of the
AT&T nstwork and to serve as a basis
for the commission schedule, they are
not designed % penalize our customers.
Vik believe that the year-end review pro-
vides a fair and equitable means to ac-
complish both ends, that of network
usage and of adjustments for seasonal
fluctuations.

PHONE +: Also included in the taniff
is a grade of service requirement.
Would you discuss this requirement and
what is involved in the provision of this
service?

SINCLAIR: That requirement basical-
ly refers to the number of calls that are
blocked or that receive a busy signa)
during peak hours due 10 customer
premises equipment or lack of access
trunks provided. We are offering 2
higher commission schedule for those
institutions that provide wuch-tone
teleghones and a good P. grade of
service.

The AT&T network standard for
grade of service is PO] (1 call blockec
for every 100 calls made during peak
hour). Obviously, an institution that
provides a POl and touch-tone telephone
service will receive the highest commis-
sion schedule. The commissions for this
level of service would be $.25 per
message for the first 10000,000 minutes
per month and $.30 per message for
each additional message per month
above the 10 million mark.

On the other end of the scale, an in-
stitution that provides a grade of ser-
vice number higher than P.10 and touch-
tone telephone service would receive
$.05 per message for the first 4 millis::




minutes per month.

The reason we included the grade of
service requirements and incorporated
them inw our commission schedule was
to profnote service as close o the stan-
dards of the AT&T network as possible.
It is our hope that this will result in CPE
standards that will provide the guest,

petient, student, of faculty member with
the best telephone service available. The
beteer the service, the happier the caller,
and the greater the cusiomer satisfac-
tion with both the institution and AT&T.

PHONE +: What vould you say is the
best selling point of the HNS offering?

SINCLAIR: | think that the best sel!-
ing point is that we are now providing
compensation to the institutions. In ad-
dition to which, the institutions can pro-
vide AT&T's quality services 1o ensure
that anyone who uses their phones wilj
experience the high level of service thar
they would want representing them.

AT&T s Hospinlity Network Service
tariff has become a3 bot topic among
both Operator Service Companies and
the Rospitality industry (hotels/motels,
universities, and bospitals). At stake is
the high voiume end of the hospitality
market, which AT&T estimates will pro-
vide an additional S84 million in
gross revenuss in 1988, $84.7 million
of which is expected t0 come from
operator assisted calls.

The ollowing description of the HNS
warriff is quoted from *‘Revisions o
AT&T Communications Tarriff FCC.
No. 1, Hospitality Network Service,
Description and Justification, 1. In-
troduction, paragraph 1, lines 4-19 (foot-
n0ie omnitted).

“HNS is a new AT&T Switch-
ed Network service that is design-
ed t be attractive W high volume
AT&T swinched service customers
whose usage includes both ‘1+4°
and ‘O+'traffic. HNS is par-
ticularly useful in meeting the uni-
que peeds of botels, hospitals,
universities and other such
customers—traffic ‘eggregators’
who resell I+calls to their
guests and o the same time
generate high wolumes of 0+
calls. HNS provides cusiomers

;
X

calling a rate of
minute for 1+ calls, and a pey-
ment ranging from 5 cents to 30
cents for each 0+ call made from
the customer’s premises. In ex-
change, the customer must com-
mit for a pericd of coe year to
deliver 1o AT&T at ieast four
million minutes of interstase 0+
traffic per mouth and to pay the
mouthly recusting charge for 1+
calling regandiess of its 14 call-
ing volume.”

The recurring monthly charge is in-
corporated in the ATAT 1+ charge of
18 cents per minute. That charge is
composed of a 9 ceats per minute usage
sensitive charge and a 9 cents per
minute recurring charge. Based on the
four million mioute per moath
minimum, the cost of the rocwsring
charge is set at $360,000. The rate for
additional minutes above the four
million mark is an 18 cents per minute
usage sensitive charge with no addi-
tiona] monthly recurring charge.

Cost of ordering the HNS services is
set at $100 per subscn'bermdSIOper

ATET’s Suggested Commission
Schedule for the Hospitality
Network Service Tariff

charges are designed to cover the costs '
of order processing and establishing
billing arrangements 10 ensure that the
costs are recovered directly from the
users of the service.

The following tble is AT&Ts sug-
gesied commission schedule for
operator sssisted calls covered under the
HNS triff: :

P81 S0 20

Pes 25 15

re A8 -
m. i .D;&k
e

® reflects commissions paid for more -
than 10 million messages per monsh; a :
$ 25 commission is paid for POl wouch

lone service with traffic volumes of 10
miillion messages per month or less. j

24/ PHONE « / JANUARY (988







|
1
!
[}
'

| SPECIAL REPORT ALTERNATIVE OPERATOR

AOS—WHAT’S IN

IT FOR TELCOS?

The opportunities to explore and exploit the possibiltties offered
by Alternative Qperator Services should not be overlooked.

B8Y SUSAN MAZONSON

TERNATIVE Operator  Serv
ices (AOS) is considered by
some 1o be “the last fronuer™

of opportunity in a deregulated
environment. This author contends
that this is far from the last fronter,
and that deregulation has yet to truly

begin ]

In the public payphone arena, for
example, private (nontelephone
comparny) payphones can be placed in
agy state commission-authorized area.
But telephone companies’ payphones
are considered to be part of the network

requircments for reasons such as
“public convenience and necessity.”
Likewise, Local Exchange Carrier
(LEC)-provided cperator services is a
regulated activity, limited (0 intraLATA
services The verdict for AOS services
s Dot out yet, but thus far, services have
included intralATA, interLATA,
esnergency, and value-added services
But what might appear to be sericus
threats for telephone companies could
emerge as silver linings It must be
understood, bowever, that unlike pre-
divestiture days, there are no rewards
writhout risks A Jook at the bigger picture

and thus still have ceruin placement |

as such, it is certain to evolve.

In its simplest terms, AOS, not unlike
tadiconal LEC and ATET operator
services, is 2 spedal cll handling -
pability. Thus concept suggests broader
applications than serving transient
users (i.c., for calling card, third party,
and collect calls) Spedial call handling
involves any sort of telemarketing, dis-
paich, or other “value-added” services
Once the infra-squcture is in place,

additional service offeringy are then a

function of perceived market peeds,
network capabilioes and capaciti

distribution akernatives Already AOS

companies are %m or wﬂu%’
I ue-a seTVices as te

llow Pages, and various forms of in-

of AOS, the products and services
peeded and offered, and LEC services s
warranted here.

P The AD% concept

Previous articles (by this author and
others) have described the basic service
and syslem components of AOS. This
however, is an emerging business, and

Swussn Matonson i i TeleCom §
e M és prosident of erv-
[V

ning end new bus-

an aut-bound telemarketing applica-

tons
~For the future, the advent of Open
Network Architecture (ONA) is likely
to stimulate new enhanced services
from AOS-type providers and those
who evolve from the AOS concept.

Ihe jury js il cat as ta the jegal
W
en, service provid etc.?)
ot cren to which they will Sk

advantage of network interconnectivity

ing firm headquartersd

s Wew York Citp

cannot yet be determined. Nevertheless,

there are significant oppartunities for
bocal achaxge a)mpnia as a result of
AQS. We must look &t the LEC service
ofierings, needs of AOS, and other
market demands that are or can be !
filed with both AOS and LEC offerings

P Seorvices and needs

The true “patural resources” of tele-
pbone companies are local transport,
accews o inl services and
biling and collections services All of

these are required by ACS companies
in s;ome form. Alternatives, of course,
do exist. AOSs can use some form of
bypass facilities and can encourage end
usens o use other billing mechanisins,
such a5 commercial or proprieury
ards But with the namral resources
available to them through LECs, why
would current AOS providers search
fx ahernatives? In cases where in- or
outbound traffic reaches certain wol-
ume levely, it may be more cost-effective
to directly connect with an Interex-
change Carriers’ (1C) Point of Presence
(POP). Telephone company private .,
fines or alernative carrier facilities can
be used for this purpose. In states where
intrastate and/or intralATA toll com-
petition is aflowed, an AOS may use the
faciEsies of an IC for such purposes.
 confinued on next page
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The trend 10 joint ventures between
AOS providers and 1Cs simulates us-
age of nontelephone company facilities
wherever possible. Another eritical rea-
son why AOSs often use nontelephone
company services is ease of doing busi-
ness with increasingly stronger relation-
ships developing between AOSs and
ICa, the process of planning retworks
becomes more streamlined, greater
economies of scale are realized, and
sandard business evolwe..

In the area of billing and eollections
senvices offered by telephone compa-
niex, the only apparent model or prec-
edent is that used by wlephone com-
panies to serve the IC community.
Hence, the services are designed for
the needs of 1+, or traditional, “sent-
paid” Jong distance calling. For alternate
billed calls (i.c., operator assist, calling
card, billed 10 third party, collea), spe-
dal considerations must be addressed
for billing and collections services. Mcit
AOS calls billed through telephone
company agreements are billed to the
end user 2s “billed-to-third-party” This
s 30 because there is no current means
for AOS (or other service providers for
tha matier) to verify the telephone
calling card number through the ofh-
dal validation system owned by AT&T
(the Billing Validation Application, or
BVA)

So, in reality, the actual caliing card
number (including the four-digit per-
sonal identification aumber) is not
used. It is the line itselfl to which the
call is being charged.

Also, with regard o billing and col-
fection services, the process which AOSs
(and any other service provider wishing
to bill via telephone company alling
cards) use is time consuming and ex-
pensive. The provider mux have a
contract with multiple entives to insure
maximum coverage of calling card is-
suers. To do business with some tele-
phone companies in certain pasts of the
country, for example, AOSs have o
negotiate a separate conuract for each
state where that telephione company op-
erates

In addition, there is no standard
billing and collections process Even
 though most follow the same format
(thaz is, many of the specific billing
elements are the same), there are almost

Fas mazmy versions of prices as there are
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telephone companies This is not 10 say
that there are not reasons for these
differences In fact, in a competitive
environment, such diflerences are en-
couraged and in many cases necessary.

Even though billing and collection
pricing and procedures differences
should be respecied and encouraged in
response to environmental factors,
there are ather market needs that re-
main unfulfiled. These explain the
development of third party, interme-
diary billing and collections services.
These “dearing houses™ are designed
0 ease the entry of AOSs and similar

Juncis 1o the elephone compssy local
exchange network. Where the tele.
phone companies are either prohibited
from offering certsin services or where
it could be done mare efficiently by a
third party pfovsdct this notion opens
up some exciting possibilities for tele-

phone companiea
are yet to be fully explored.

> The chalienge

The ukimate challerge for telephone
companies is 10 undersand the true
nreeds of service providers such 13 AOS;
and the impact that they will have oo

_ .5The ultlmato ehallengo for ul»hm
companlos is to understand the true modo ;
. of service providers suchnAOSson,dﬂlo i

enhanced services providers inw the
telephone company billing systems. In
some cases, user consortiums are form-
ing to diffuse the risk of time and
money for muliple service providers
and to offer additional services as the
industry evolves

Telephooe company operators also
are valuable petwork resources In ad-
dition wo providing 0 + intral ATA serv-
ices, they must handle a variety of calls
such as 0—, emergency, and directory
assistance, that may not yield adequate
return. Cenain of these services could
be offered to AOS o other intermedi-
ary providers with greater value added
for all parties

Indeed, the intense demand for call-
ing card validation capabilities has in-
stigated the Deparument of Justice to
put further pressure on the telephone
companies o offer “pre-LIDB" (Line
Information Date Base—the telephone
company replacement for the billing
validation application currently owned
by ATET)

There may be other areas where some
joint services could be offered, using
the strengths of both the LECs and the
AOSs This could include information
or “enhanced services offered a5 ).

various telephone company lines of
business.

On one hand, these service providens
are becoming more significant users of

telephone company services At the
same time, there are incentive: for AOS
providers to seek alternatives. On the
other hand, with the evolving natusc of
the AOS business, there are likely 1o be
certain services that can be used by
telephane companies or distributed to
their users.

» The next steps

The first step in meeting these chal-
lenges is to recognize the unprece-
dented synergies among various tele-
phone company functions. Billing and
collections, operator services, public
communications, calling card and even
business marketing and network plan.
ning groups need to siress a systems
approach to meet market demands
Suddenly, departments that rarely had
to communicate are now faced with
strategic decisions that are critical to
the overall telephone company opera.
tions. With the greater number of mar-.
ket possibilitics, telephone companies
must reevaluate their untepc op-
tions. . . . [ ]




SPECIAL BEPORT ALTERNATIVE OPERATOR SERVICES

\ AOS:
' LEGITIMATE AT LAST

The billion-dollar Alternative Operator Services Industry has everyone, from
to independent service providers, hotels and universities, fighting for their
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LTERNATIVE Operator Serv-

ices (AOS; is yet another piece

A ofd\eAT&Tpledwhasbeen
opened to competition by regulation.
Now, OCCs (Other Common Carriers)
and telephone companies are being
joined by a new competitor in the

field—service providers All of this has
X ! .

up fHight win

_up fighting 10 hold on 10, or win back.
a business it had always ta r

ted. .

Like a candy bar, everyone wants to
keep it for themselves—or share only a
small piece of it Why not? AOS offers
an annual revenue of $4 billion o §8
billion (depending on who doing the
measuring), but everyone agrees that
the nue potential is doing nothing

but ing.

> AOS means a choice
Ahemnative Operator Services means
that you get an “alternative” to an
AT&T operator when you dial 0+ to
place 3 person-to-person, third-party,
reverse charge or aredic card call. Pri-

Merk Midolas, o telscommunications
beh published by PITips Publishing

o0 mt?”:lil“

vate payphone vendons, hospitals, ho-
tels, motels, airports and universities
are examples of businesses with tele-
phone switching capabilities who resell
telephone service. If these businesses
make 2 deal'with an AOS provider, they
then receive 2 commission for every 0+
call placed through their telephone sys-
tem.

Billing for these calls can be charged
to telephone calling cards, major credit
cards, billed collect or billed to a third
party. Many AOS providers negotiate a
billing arrangement with the local tel-
ephone company and the AOS charges
appear on the caller) home ar business
telephone bill.

Alternative Operator Service is at-

ing the attention of more and more
players. US Sprint, which had trialed
the service, experienced a 40% increase
in operator service calls after announc-

.| ing them in mid-1987. In the first

quarter of 1988, MCl Communications
began offering operator services. Ini-
tally, AOS is available cnly for MCl

ard uzers, but the company
plans to offer basic operator service
nationally later this year. More than 35
companies now offer regional or na-
tional AOS. Among them are Interna-
tional Telecharge, ITT Chernow Com-
munications, AmeriCall Systems, NY
Com, and Com Systems.

Large telecommunications equip-
ment manufacturers, including North-
ern Telecom, GTE, and DSC Commu-

equipment with which Akernative Op-
erator Services can be provided. Such
equipment not only provides switching
but billing verification and time and
charge quotations.

> The battie begins

ATKT is Sighting to yemain the domi-
nant operator service E!.“‘:.E In ad-
 ditign $o providing the usual operator

service capabilities, AT&TY operators

also offer Spanish language assistance,
dual party relay for the deaf, and 800
directory assistance. AT&TY Quote

Service vaideupecnhzed" billing for

% illustrate: suppose

your plane is

demhanhomeﬁomdumpqx
to tell your family to pick you up later,
but their phone is busy and now ity
takeolT time. With voice store-and-for-
ward, a voice comes oo the Ene and
asks if you'd like to Jeave 3 message for

the party you are calliog You then

nications, have introduced spedialized
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record a message, pay the same as you
would for a call, board your plane and
fly home. The system continues o dial
your home telephone number until
someone answers. When a person an-
swers, the system plays back your mes-
sage. Everyoned happy—including the
peyphone owner, the AOS provider and
the long distance carrier—because a
call was completed that otherwise would
not have been.

b A few giitches
AQOS is a capital intensive undenaking.
But even with the money and the hard-
ware, a start-up AOS provider faces the
problem of billing verification. The
Justice Depaniment recommended in
fate January that a non-exclusive, non
discriminatory means to validating Re-
gional Bell Operating Company
(RBOC)local exchange carrier calling
cards be made available to the indusury.

The RBOCs are responding by offer-
ing access to their data bases, but their
minimum billing requirements, which
vary from $7000 to $15,000 per month,
can be out of range for many providers.
Middleman dearinghouses have grown
up and have contracted with the
RBOCs They gather the business of
smaller AOS providers without requir-
ing any minimums

While the billing problem has deared

AT&T and the Other Common Carriers
share of the action

up, another problem recently has
cropped up Residents of Virginia have
complained 10 the State Corporation
Commission (SCC) that excessive long
distance charges have appeared on
their phone bills The Virginia SCC
stated that the charges are for making
long distance calls through pon-teico
operators (AOS).

The SCC warned consumers that
AOS providers charge rates which can
be higher than rates charged by major
long distance companies. The SCC ex-
plained that the consumer should de-
termine if an AOS provider is used and
ask for rates before making a call. The
comumission has written the FCC about
the problem.

b The industiry emerges

A new conference, Operator Services
‘88, is scheduled to take place June 22
to 24 at the Stouffer Waverly Hotel in
Atant—marking s new formalization
of this embryonic competitive industry.
Topics such as the competitive environ-
ment and the relation between AOS
and Information and Enhanced Serv-
ices Providers will be addressed.

As Dave Lyons, president of NY Com,
nid,'Aftzrllm‘bmle.thein-
duury is finally up and running. Alter-
native Operator Services is Afnally
legitimate " . &

One of the popuiar sections of the TEAM
DIRECTORY is the Manufacturers Reps
saction. ¥ you s an INDEPENDENT
manufacturer® mp rguiarly caling on
e usare of telecommunications equip-
ment and soling equipment, supplies or
services, ve invils you f0 participate In
the 1988-88 TE&M DIRECTORY by
completing the form befow and retuming
ko

TE&M DIRECTORY

124 S. Flirsi SL
Geneva, IL 80134

Street Addmes:

cay:
Stats/2in:
Phone:

CHECK TYPES OF PRODUCTS NOW
SOLD BY YOUR ORGANIZATION:

O Booths and Peystations
O Cable 3 Win

O Carrieg Microwsve, Radio
3 CATY

0 Central Office

0 Deta

0 Roer Optics

0 Power

O Safety

D Station

O Vst

D Yools

O Tenchers, Trucks

O Wood Rems

(w}
(W}

Q;EADI.N!:M‘I“A“. ’
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OPERATOR SERVICES
WITH VALUE ADDED

With more than just profit in mind, the Network Control Module
can take the pressure off providers caught up in price wars

BY KENNETH CASNER

years since Carterfone, ity that
product markeling is best done
before product introduction. Major cor-
porations, not related to telecommuni-
cations, dumped tens of millions into
PBXs-of-the-future and a hundred
manufacturers announced key systems
that included the ultimate in user-de-
fined functions.
What went wrong? Timing? The ur-
10 solve telecom problems no one
kpew they had? Oneupsmanship? The
ability to raise money in a market that
seemed more interested in glamor than
substance? Maybe. Maybe all of the
above. :
Remember last year darling of Wall
Sireet? Privately owned, public pay-
phones. Since deregulation, nearly
100,000 “smart” coin phones have
made their way into former teko loca-
tons
They had to be smart Nonutility
instruments can't take advantage of the
CO intelligence available to a local tel-
ephone company. Answer supervision.
Acrurate call pricing. Online customer
service. And, most important, credit
card plus operator-assisted services

» Learning the hard way
For the vendor of private payphones
whose instruments have counters to
save useful data, the amount of credit
card and collect calls was a revelation.
As much as 95% of potential revenue
s will captured by AT&T, the winner
and still champion. '
Nat to worry. There are glimmers of
bope on the horizon. Pioncers in the
Kenneth Casner i previdmt of Microdesices,
Richardson, Tex 4 .

lFl'wlezmedmethinginthelQ
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Carter tradition Lave gone forth cut of
Dallas. Alternate Operator Services
(AOS) are about to be set free.

The first AOSs to appear were cre-

ated in the grand style of the carrier of
carriers—a TSPS central office with
TOPS positions fed by the public net-
work. The ovly difference was tha the
AOS provider brought traffic to its
Jocation by WATS and delivered it via
the most cost-effective network avail-
able. :
The AOS switch is involved in every
call for the complete duration of the
call. No efficiency here, especially when
you consider that only one out of every
two calls handled results in revenue.
And an unaccepted mverse charged or
third party billed cal! requires two com-
pleted calls wo handle.

Turning that potential revenue into
income is no mean feat. First and fore-
most, BellCo Calling Card numbers are
dialed in or read to an operator. In
either case, there is room for error—-an
error that cannot be caught because
there is no rhyme o reason to the card
numbers. Most are a subscribery com-
bined home or business telephone
number with a random four digit PIN.
The ability to create your own credit
card number is an irresistible come-on
to those who would make free phone
cals :

> Hora's the good nows
It} a fact. Less than 50% of calls placed
by hotel guests are billed to their rooms.
For business-oriented properties, ity
more like 35%. The majority, it follows,
are made using charge cards, reverse
charged, third party billed or made
through one of the discount casriers
These statistics shouldn't be news For
eight years the lodging industry has
been entitled to resell phone calls 1o its

- . 5 .

guens. FCC Report & Ovder 80-54
opened the door. Within a year, AT&T
surprised all by terminating the tradi-
ticnal 15% commission paid to hotels
on all long distance. As a result, both
hatelier and call accounting manufac-
turer were convinced that the new
equipment needed to do the job might
pay for itself in a mater of months
Maybe even support a badly needed
PBX, to0.

As we all ame to discover, AT&T
bad played its hand perfectly. Making
the most out of a potentally bad break
at the commission. As a result of unrea-
sonable surcharges, ofien lumped in
with less than authentic rates then ap-
plied 1o calls whose duration was ques-
tionable at best, many businessmen who
formerly charged calls 10 their rooms
pow used a calling card. AT&TY $1.55
surcharge frst dropped to $1.05 and
then to $.80. Combined with a 25%
rate reduction, it made using the calling
card an ouistanding value.

» The profit leak

Although several companies offer op-
tions for both private payphone and
hospitality services vendors, paying
what seem like attractive commissions,
most tack on befty surcharges or sell
minutes never used 10 make their op-
eration profitable. This approach is un.
sound. First, it offers guests no alter-
native, and second, it promotes
competition based o commission rates

When the marketing team at Micro-
devioes looked at ways to even the odds
against the long term success of AOS,
we identified several value-added serv-
ices that soon became the focus of our
design efforts. These were services that
could be molded w0 each customery
requirements; that would compliment




faces a hotely PBX on the CO side in
series with the central office long dis-
tance (HOBIC) trunks It includes two
minuies of various woice instructions, a
database-driven routing system, sorage
for completed call records, extensive
selfl diagnostics, an abbreviated dialing
directory, » Reilure fallback mode and
1200 baud uplozding of call records 1o
our computer here in Daltas More i
portant, it makes available the value-
added services we've addressed as being
eritical w our marketing plan. ’
Microdevices brand of aliernative 0 + |

Joog distance oflers the advaniage of |
charg'nx calls to major bank and TET

Jaardsas w issued by utiliies

s

portant Ersonal services. $.sch as trave!
}

Just as unique is our approach 1o har. |
dling the network. Rather than depend-
ing on a centralized TSPS switch, we
chose to send the majority of our traffic
direct from our customer hote) to the
called party, the majority, 86%, being
guest dialed 0+ cvedit card calls
M Desk— j
of voice mail allows 0
message delivered when his or her cal!
- TeS Tully automatic.
The Network Contro! Module detects
when there is no answer or the gues s
receiving a busy. The voice unit ther
explains Message Desk$ ahternatives
Once activated, the system attempys wo
deliver each message every 15 minutes
for the next four hours

Le Concierge—Two digit access 10 jin-

night dentist. ItS a cusiom prognm:

ming job done to each hotel’ specifica-
- tion. -
i Conference Call—
3 up their own meetings from any phors |
N or_meeting room. From three 10 8%, |
! o 5 $E- . important get-togethers may be con-
- i TR ducted. The conference capability is
|| et e
- gﬂw!m pX ¢ ' that puts a guest in touch with a special
s e th operator. Conferences may be convened
3 _ on the spot or preplanned. In either

evem.alidleworkdnningilupil
> our AOS ofTering: that would differen- Alternate Operator Services must be | done by the Microdevices operator
s tate us from the competition. more than a2 way for a carrier to increase mbestpat}ofdnpmgnmhum
5 We hac two criteria to meet Fir, | per minute raies or a provider to cash | everyone participates in the profits The
ve our system could not change the way | in by adding minutes or new sur- | hotel, the carrier, and the marketing
ol hotel gues:s use the telephone. At the | charges 1t must be more than a hotel} | group. Even better, the guést carries
3 game Lime it had 1o make is features | access o the 0+ jackpot. . away a certificate good for the use of
s available without requiring guess o Our Network Control Module is a |} Message Desk l'mm.any phone in the
i ‘read an instruction manual. microcomputer subsystem that inter- | USA. How' that for innovation? @

LR ) .
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Because Aliernative Operator Services (A
igni pervice: because, if used properly, it has rea
lom makes it

reason the entreprencurs, operator services have been

benefite Us

AT&TS network. Is this wrong? It depends on your
have 10 use cur competitor} rates as a base.”
Mississippi.

That) the seamy side of the business.
But there is 2 positive side .

CCD

nd te phone mpamel miht well b

. C'An-.i.mnlm

o

1o partGpate in the new indusiry, T
Eut letmpc that all the pl:‘;eyljs remember wﬂ\alght_:

u;nd: for.

HERE} hardly a thing in this world that can't be screwed up
2 person mhmhdmh.mdmm .
Services—the theme of this lssue—is no exception.
Why.thcn.iﬂhishthecan.dowclpcndw&d::e”dmmm
become 8

*ats At ljeS'

3 because ignoring a problem se away
The catch pﬂnn;l.heplan monopoly” has bcen'aoppw to AOS. If,

table to

the local exchange carriers and to AT&T, and if the rules of the game
now allow anyone to get in the business, then lets take advantage of it.
Itk called cour:ﬁetitim and when competition is present, the user

When we dnr “O" from the hone outside the convenience
store, and charge the call to a credit card, we pay a surcharge for the

service. The same for a collect call, or a third-party call, I suspect not
one in a thousand knows what that su

X it o be reasonable. ‘
ﬁmmwmena stores has contracted with 2

particular AOS vendor to provide service (in return £, say, a 20%
commission on non-coin cails) then the operator es may nof be
reasonable. The Florida Public Service Commission, for example,
conducted an investigation by making a series of calls from phones
served by an AOS. In a typical case the calls cost between twp and -
three times the AT&T costs. In one case a commissioner paid $11.10
for a two minute AOS handled call that would have cost $1.28 an

int. The
president of a Fort Lauderdale AOS company said m more
than AT&T, but thats not necessarily overcharging. I know nothing
that’ sacrosanct about AT&T rates. Its difficult for us to see why we

Maybe not. But when subscribers, over the years, have come to
expect service at certain prices, then a change in that service or in
those rates deserves more than casual comment. Appannd‘::m

blic service commissions agree. Virginia now warns telep!
of high potential fees. So does Tennessee. And Florida. And
Arkansas, Oregon, Alabama, Kentucky, West Virginia, and

users

++ia A0S

'a.




R SPECIAL ALTERNATIVE OPERATOR SERVICES

WHAT’S AOS AND
WHERE IS IT GOING?

Alternative Operator Service (AOS) is a lucrative business for the
entrepreneur and it has a good potential for growth in the future.

BY WILLIAM T. PEARSON

HE divestiture of the Bell Op-

erating Companies (BOCs) by

AT&T in 1984 and the dereg-
ulation of paystations has brought en-
treprencurs a plethora of pew business
opportunities. One of these is Alterna-
tive Operator Service (AOS).

Prior to divestiture, all operator serv-
ices co 0+ alls (commercial aredit card
or calling card) were processed o the
ATAT long distance metwork by an
operator employed by an Independent
telephone company, AT&T or a BOC.
This was the case no matter where the
call was originated (a paystation, hotel/
moxel, residence, business, etc.) It was
and continues to be a lucrative business
for AT&T. Entrepreneurs recognized
the attractiveness of operatar services
and have entered the market by secking
ways to take the business away from
AT &T. They have begun their siege by
offering operator services to paystation
owners and companies in the hospital-
Wiliars T Pearion is 6 business monagement
consuliant with & Omaha, Nob.

ity business Some bave also begun
selling operator services to universities
and other large institutions.

> Services provided

Alternative Operator Service provid-

ers are not limited in the services they

may offer to the public, however, most

have “stuck to the basica™ Since their
10

inception, they have declined w0 offer

Shavee s e parie Tarbese

penetrated with 0+ service, enhanzed
: : 7

Research conducted with 15 separate

AOS companies revealed that, servicey

under consideration jnclude; voice
— ] jons hotel

m
motel reservations, appointment sched-
G :

There are limitations to AOS. The
limitations are directly related to the
quality of service, relationships with
network providers, and provisions for

‘billing calls. A limitation also exists in

0~ service. AOS commpanies are not
providing 0~ service. As technology
progresses, perhaps 0 — service also will
open to competition by AOS provideri

Technology, service and resource lim-
jtations have not prevented many from
entering into the businzsa In the begin-

ning, there were less than 10 companies
competing with AT&T; today there are
. more than 40. Two specific types of
companics are 3 AOS: those
that have there own network in place,
and marketing companies. They are ail
competing for a business relationship
with companies which use operator
services extensively, namely paystation
| owners and hotels/motels The AOS
. marketing companies make the sale
and pass the contract on 0 an AOS
company which has its own network or
has contracted with a Jong distance
company to use its network. The mar-.
keting companies do not have their own
networks. ‘

> How AQS is provided
Assume you are a traveler and have just
checked into your favorite hotel. You
have Leen on the road for a few days,
and it is time to call your home and
office. After checking in, you go to your
room and use the telephene.

As a traveler, you are accustomed o
dialing!plmOplunhenumberp:
wish to reach. In a short peried of time,
a"bmg"tigm.lulem)uumenmymr
AT&T or BOC credit card number
Afer entering your credit card number,

a recorded voice comes on the line and
. continuad on next page
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WHAT'S AOS?
continued

thanks you for vsing AT&T. Your call is
then processed through the AT&T net-
work to its destination. Sometime in the
future, the billing for your call appeans
on your monthly telephone bill from
your local telephone company.

ACS is provided in a very similar
fashion. AOS companics are employing
three methods for obaining the billing
information and placing the call on the
network. The method uscd when the
service was first offered was o vtilize
automatic dialers anached 1o the PBX
which would dial an 800 in-WATS num-
ber and connect with an operator serv-
ices company. The AO5 company would
then patch the call through on its net-
work or some other long distance net-
work.

Another method is to connect to a
Feature Group A or Feature Group B
number to access the operatar service
company. The call would then be routed
to the operator service company's
switch. All of the proper tones and
dialing information are then passed 1o
the operator terminal The operator is
signaled to intercept the call and re-
ceive the billing information.

Many AOS companies are employing
the above methods for processing a call.
However, new enrants are employing
Feature Group D access lines (and some
of the original companies are convert-
ing). This permits the aall to access
direcily to the AOS company’ switch.
This saves a great deal of time for call
set-up and reduces the need for dialers

The overwhelming difference is that
your call is not processed on the AT&T
petwork. The “bong” is not from AT&T.
AOS companies have replicated the
AT&T “bong” in the switch, making
the difference unnoticeable to the long
distance caller. The caller places the call
by entering 8 (if the call is from a hotel
ar motel room) then 0 followed by the
desired number. The caller then waits
for the “bong" enters hisher calling
card pumber and waits for the call o
process through an intereachange car-
riery switch. Depending on the AOS
company, there may be no further op-
erator intercept requestiog how the call
is to be billed. In some cases, the AOS
operator will request the qlling card

€8 sy, 1000 | TEMN

number even though k has been en- ]

tered after the caler heard the “bong”

Another method of service of AOS is |

billing to a credit card other than AT&T
or a BOC. In this case, the dialing
procedure is the same. Again the call
lands at the operator) terminal dedi-
cated to the AOS company, and the
operator requests the mode of billing
the call. Afier obtaining 2 Mastercard,
VISA, American Express, or other com-
merdial credit card number, the opera-
tor verifies the credit card and releases
the cail to an interexchange carrierd
neiwork. The billing for the call will

then appear in the callers monthly
credit card bill.

If the caller had selected 10 bill the
call collect or on a third-party billing
basis, the AOS operator would have
processed the call in a fashion similar
to the service provided prior to dives-
gture.

AQS companies which do not have
their own network or swich have an
agreement with an interexchange car-
rier for processing their calls through
the network. Their agreement with the
interexchange carrier is to either pay
the carrier a per-minute fee for the call
processing or collect a royalty from the
interexchange carrier for all the min-
utes processed on the interexchange
carrier network by the AOS company}
dlients I

s 4»'

. -
», .

> Reaction of AYAT

ity Network Services (HNS)
With this tarifT, AT&T bhopes to make
its service, through cominissions, once
again more attractive 10 the paystation
and hospitality industry. The tariff is
controversial and it ks too soon o eval-
uate its im
1 did not take long for entreprencuns
to recognize the potental of revenue
from AOS. From a small handful of
individuals and companies, AOS has
grown 1o an overabundance of compet-
ftors.
As previously mentioned, there pres-
endy are more than 40 companies pro-

W | viding AOS service in some way. Some

of the companies are regional in nature,
others offer AOS nationwide. All of the
companies are making claims of gar.
nering contracts with major hoteV/moxel
companies and hospital chains

‘The competition has crested price
iy tnddel el o ol s 1
» some of the companies are
‘not going to survive. Those companies
which have their own network have the
best chance of making it through the
cut

» Future of AOS

There are many issues to work out in
AOS. Billing AT&TY HNS tariff and
new service ings are just the “tp
of the iceberg™ It is quite likely that as

see some consolidation of companies
and possibly of networks. It is certain
that AT&T will not just lie down and
die. There is too much at stake for it
not to be competitive. The commissions
offered in the HNS tariff initially may
not be 2ppealing to all concerned. How-
ever, you can be sure that AT&T will
continually scrutinize #ts position and
come on strong to compete with AOS
companies. Every AOS company mus
have, in place, a strategy for survival,

The best is yet to come. More service
offeri

_Wmn_'_ngz_@mxnmaﬂ_nk_
.EES'_‘;MMMB_&

the competition becomes wiser, we will |
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TELEPHONE SERVIGES. WG,

PAYPHONE SERVICE

National Telephone Services, Inc. announces a formula for adding increased profits for your
payphones at no cost. Designed to take advantage of nsw computer technology, together with
personalized service from our trained operators, NTS payphone ssrvice offers a complete
range of calling options including collect, caliing card and cradit card payphone calls.

This faster, more convenient payphone service for your patrons affords you substantial commis-
sions on each call made. Accessibility to “cashless revenue” at no cost!

NTS offers fast, dependable, and completely transparent service for operator-assisted calls
through our operation centers strategically located to provide nation-wide service.

Let's go over the important NTS benefits to payphone venders. Impress your customers with
our range of services while pocketing an impressive profit

NO COST FOR INSTALLATION. We will provide fast and efficient installation of NTS
payphone service...no time lost and no cost.

EXCELLENT TRANSMISSION QUALITY. Access to the most up-to-the-minute
technological advances allows for quick & efficient compietion of a beautifully clear,
transparent phone call.

NATIONWIDE SERVICE. Our multiple operation facilities afford quality, nationwide serv-
ice to all locations in the Continental U.S.

FRIENDLY OPERATOR SERVICE. Warm, personalized service from our skilled
operators at local centers, ready to assist your patron promptly and courteousty.

MAJOR CREDIT CARDS ACCEPTED. Making patron calls easier and more frequent
than ever!

COMPETITIVE PAYPHONE COMMISSIONS. Based on a percentage of your company
payphone call volume, NTS pays substantial commissions!

Talk to your NTS representative for more details!




TAKE A LOOK AT A FEW OF THE ENDORSEMENTS
OFFERED BY OUR NTS PAYPHONE CUSTOMERS!

‘NTSgivesusmesamquamyofuNbaMATrpmldu-nwm and pays us & COm-
mission...NTS has besn diligent in pursuing and achieving even/thing they promised, and they
have come through every step of the way. Youhavenwmgbhnwonlymmw
gain...You can't heat I’

“You can't afford not to go on NTS - not if you want to stay ahead in this business — NTS
keeps the vendor and the end-user in mind and they cover all the bases. From the minute
you sign up, you're off to the races — no access fee, no periphera! equipment necessary. it's
a service that works incredibly weil, with great clarity and customer acceptance. It's iotally
transparent to the end-user, and really transparent to me, t0o. Among AOS carriers, NTS is

clearty the leader.”
- Mike Dorety

Operations Manager
Communicstions Funding, inc.

Palo Alto, Callfornis

“We tested a lot of long distance operator services companies before making a decision. We
chose NTS because of its superior service. From a practical standpoint, NTS handles calls
most efficiently, is most transparent to the user, and produces the most revenue.”
- Joe Getz
Prasident, NYPAY, inc.
New York, New York

*i can't even express in words how good | feel about this company...I have nothing but respect
for NTS: they hold 10 their promises and perform. In this industry that means a lot.”
- Dave Singleton, President

New York Payphone, inc.

Alhany, New York

Chalrman,

Northeest Communicsations Deslers

Associlation

1956 LAKE PARK DAIVE o  SUITE 260 o ATLANTA GEOAGIA 30080 o  (404) 4330101
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BENEFITS




BENEFITS

® Maintain high quality transmission, acceptable
response time

® Protection from erosion of pay phone base

® Provides enhanced services from regulated
pay phones

- Acceptance of financial credit cards
- Voice Messaging (April, 1988)




QUALITY OF SERVICE

Quantity of incoming & outgoing lines to switch
based on P.0T grade of service

Access lines are Feature Group D or B with digital
connection to the NTS Switch

Outgoing lines are digitally connected to the IXC

350 operators located in 4 centers are staffed to answer
within 3 rings (9 sec.) or pass to the next available operator

Friendly, courteous operators

Switch and computers have redundant processors and
are on uninterrupted power supplies (UPS)

Special salutations are provided based on customer,
(Thank you for using...)

Emergency procedures in place for equipment
failures and bad weather

 AATONAT .
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ln the face of increased competition and
shrinking profit margins, no opportunity for
extra doliers on your bottom line can afford
to be overlooked. Now G+ NTS Service
offers hotels, motels, hospitais and sirportsa
significant 15% added income on telephone
traffic which provides smaller commissions
today: every credit card and operator-
assisted call placed from your airport

payphones.

And 0 + NTS dollars are free and clear as they
come: no limitation or qualification, ne
deductibie, no up-front or hidden costs, no
capital investment in equipent, no disruption
in service, no construction, no record
keeping, no employee time or involvement.
No effort on you part at all.

Except one cali to NT3.

How it Works

Any time a 0+ call is dialed, National
Telephone Services, Inc. utilizes the latest
state-of-the-art technolegy to direct the call
to an NTS operator facility. The NTS operator
facility obtains the credit information,
automatically records the location of origin,
provides any needed operator services and
completes the long distance call.

Ex«lknt Service and Transmission
That's Transperent to the User

Our highly trained operators place calls
quickly and efficiently. Personalized
assistance and quality transmission that's as
clear a3 a bell make NTS transparent to your
callers. Only you will notice a difference . . .
and that difference is 15% added income
¢ach month which arrives in 8 check with our
NTS revenue and traffic statement.

6100 EXECUTIVE BOULEVARD o 4THPLOOR o ROCKVILLE, MARYLAND 20882 ¢ (301) 468-0307



A Considerable and
Useful Set of Benefits

15% commission on every call: no
deductible, no limitatien.

Includes MasterCard, Vise, and American
Express, as well as Telephone Calling
cards.

No equipent purchase necessary by
customaer.

Can be adapted to customer’s existing
sysiem.

immediate credit availeble for emergency
or problem calis.

O0+NTS=15%

All calls handled by a friendly, courteou
locel NTS eperator, or completec
sutomatically.

Personslized response for each individua
customer {Thank you fot using . .
Airport).

Local repeir eand instaliation service.

High quality transmission.

Does not affect existing 1 + long distance
operation.

No additional call detailing hardware
required.

EEB NTS Operator Center Locations

“THE INTERNATIONAL COMPANY WITH THE LOCAL TOUCH"”
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' OPERATOR

SERVICES
WHO OWNS THE ‘O’?

0+ and 0— calling is the final monopoly—the last and perhaps
least understood of AT&T's once exclusive domain Now this
muitibillion-dollar revenue stream is up for grabs.

BY JOSEPH FULVIO

years since divestiture, operator
services provision—such as cll
completion assistance on “0+ " and
“0-" calls and directory assistance—
has evolved from 2 cost containment
jon to a profit center vending
value-added services at significant mar-

'“';2 traditional emphasis upon re-
ducing operator work time through
better training and automation is stll
there. Indeed, with thc labor compo-
nent for teloos operator services run-
oing as high as 85%, the incentive for
efficiency is strong.

But along with labor cost contiol, new
providers of operator services, the so
called Alternative Operator Services
(AOS), are using argeted market focus,

and, soon,

Eractive commission
and information scrvices
g7ab 2 piece of an esimaed 3 bl

B e hiaps the mos visible evidence of

l N the few short but tumultuous

B Ry
Heouston, Texas

this change in thinking to those cutside
the industry was AT&TY promotion of
operator services as a quality of service
advantage during equal access imple-
mentation. There was actor CLff Rob-
ertson, touting the availability of round-
the-clock live operators whenever the
aaller needed them. But there were
other catalysts at work which would lead
to the formation of a wruly competitive
operator services indusuy.

To begin with, in 1983 AT&T

rooms 1 he commissions as in-
centives €licii 10 ieca
mnvestment in room phones before
the FCC lifted restrictions on the resale
telephone service. The hotelindustry
w?ﬁﬁ'mﬂw other ways to ap-
ture 2 share of long distance revenue.
The private payphone industry,
which was just beginning to capture a
share of the “1+" revenue gencrated
from its phones with credit card readers
and working agreements with Interex-
change Carviers (1XCs), also wanted 2
piece of the 0+ call volume generated
from their stations.
Payphones account for almost half of
all 0+ /0~ call volume. 1XCs, caught in

W
istance c=lls generated from hotel | alls

a commodity-priced battle for the 1 4+

market with ATKT, eyed premium. |
priced 0+ services as the hucrative |
answer to their dismal bottom line per-

At the same time, increases in
0+~ cll volume were being driver,
by growth in the number of calling
cards, full sutomation of calling card
alls in 1983, increasing consurrer &
miliarity with conducting automated
teler-type transactions, and the pref-
erence of travelers for 0+ calling as ar,
alternative to hotel surcharges an 1 +

Even the Regional Bell Operati
Companies (RBOCs), who saw lcmc:
provided them at no charge o theis
customers, become revenue generators |
for AT&T, looked for ways to vend the |
apabiliﬁadwyquuiﬁng througt.
operator takeback. They saw the 1XCs
s a natural and potentially hacrative
market for their services, although they
were and siill are prevented from pro-
viding interLATA operator services

P What's at stake .

In 1988 than four billion 0+ 0 -
than $8 billion. A ig_more
than tlion. Approximately one
third of that figure is acomnted L by
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WHO OWNS THE ‘O?
sontinued

mainder by transmission charges Call

wvolume will split evenly betweea
mterLATA and inural ATA type
“and origin are detiled in Figwre /.
The primary market segments are
ized by concentrations of cap-
tive high wlume 0+/0- allers: in
botels catering 10 butiness travelen,
bospitals, pay-
phones at airporu, 3
convention faciljties
and truck stops.
Each market seg-
ment, and the lo-
cations within, vary
in terms of calling &
pauerns, price sen-
sidvity, susceptibil
ity to fraud, and call
completion ra-
tios—all factors
which affect profit-
ability. Other mar-
kets include execu-
tve housing, office
complexes and
@mpuses, universi-
ties and prisoas

1o all, there are
approximately eight million phones in
these key markets, accounting for nearly
all of the call volume. The rest is gen-
erated at businesses and residences
Igniting the competition for these mar-
kets is this new breed of AQS provider
Between 30 and 35 firms will have
initiated service by end of 1988. Only
3 few of the largest have made an
enoynous capital investment in switch-
ing and operator service center hard-
ware and software, and have secured
billing and collection agreements with
the RBOCs.

A second tier of providers market
their services under their own names,
but contract for switch capadty and
operator worktime, and work through
ing and collection agreements. A third
ter ac as value-added packagens of
the various operator service ekements
for their hotel, hospital and payphane
clients. Yet another tier acts as distrib-
utors for full service operator service
companies. And afinal tier bas targeted
the automated call market exclu-

68 AN, 1988 / TG

sively—calling card and aedit card
alls They use aviodialers and other
smart devices to process the call and
collect billing information, but choose
10 avoid live operator calls aliogether
The AOS companies are out to si-
phon ofT a share of calls that tradition-
ally went sraight o ATET on the
interLATA level, and o the RECGi ao
the inaalATA level. In addition to

ences and 4
e businesses presubscribed to
ugbﬂmmhduam&
'uekilﬂm servi
Mwmh@-ﬂwnwm
dependent teicos looking beyond POTS
(Plsin Old Telephone Service) for pew
revenue, cellular service eval.
uating enhanced and i serv-
ioes for profit potendal, and even tefe-

focusing on aggregaied groups of high

volume 0+~ callers, AOS competi-
tive strategies indude paying high com-
missions to Jocation owners on 040~
calls, priciog services at a premium,
offering billing options, maintaining
lower labor costs versus AT&T and the
RBOCs, paying commission on iatra-
LATA calls where permitted, and colo-
cating with faciliges-based 1XCs o cut
the cost of moving call traffic.

Right alongside them in the compet-
itive fray are the IXCs who want to
match AT&TY range of services Nearly
half of the new firms offering operator
services come from the IXC arena
Some 1XCs are building th.i; owp op-
erator service networks, others aligning
themselves with AOS.

1XCs bring to these joint ventures
the economies of scale associated with
a nationwide network of switches, which
reduces the cost of backhauling calls to
an operator service center for handling.
AOS firms give [XCs access to markets
of capiive end users, while 1XCs give
AOS firms access to the broadly dis-

,.."_"L——m_TL_E
{1 under 5%, re n

400,000 presu ‘“'An"";»
has respon to this its own

marketing firms with excess call
4 ersior s
capaci

Comlg::s the
lsrgent potential
competitive threar
are the RBOC;,
who have offered
Plans to the Justice
Depariment and
the rcc which

sell aperator serv.
kes 1 IXCG Bt
these plans are the
B subject of an in-
tense debate which
8924 1o the heart of
reatrictions  im.

market con N
RBOC MO-AT&T and -

commission plans for Payphones

the hospitality industry By the F‘gg
bas suspended the hup!ulily plan undl
May 1988 pendmg an lﬂmﬁ‘aﬁm

» Nuts and bolts i

The method chosen by an A ! i
pany o moveull walfhic dOS com
affecs profiability. Without a natic,.
pmcwemplice.nmh.‘wbem_
hmkd.wmopemumunw_
oﬁenmamtberplnotu‘mu.y_

persed base of 0+ A0 - callers in resid-
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inorderwbehlndled:
"“.Th“'b' .u\!open.




cBient hotel in New York would backhaul
a guenty person-to-person call o New
Jersey halfway across the country bor
Eve operator intervenuon

The trick for an AOS with nationwide
ambitions i to build the cnucal mau
necessary o jusafy these transmussion
costs and the cost of billing callers
through the tekos keep the level of
fraud and non-completed calls fow to
make sure operator worktime is gener-
aring revenue, and get new switching

monthly fees of $30,000. The lead time
| For negotiating and implementing these

ton between the ekeo and AQS com-
munity. Estimated upfront costs for
agreemeny with allscven regionals, wp
Independent telcns and the commer-
dal credit card companies j
mate ; i

recu

agreemenu can run six months W coe

‘FIGURE2

dent teko ments is also an expen-
been a fignificant bone of conten-

Link, which will vend access o valida.
tion data to subscribing 1 XCs and AOSe
Service Link has offered 0 2t as an
intezmediary between the other
RBOCs and users Another solution
may bie with the line inkrmation data
bases (LIDBs) under development by
each RBOC.

In the meantime, AGS companies
have devised some clever ways of re-
ducing their exposure to calling card
fraud. Some surreptitiously vabidate the

and operator centers up and running
to reduce the distance and volume of
backhauling Figwr 2 shows the call
traffic and billing information path for
a rypical ACS.

A network for handling call traffic is
just the beginning A systern must be
ser up to collect, process and prepare
billing and eobection information for
billing through the telcos and credit
card companies This usually requires
a mainframe computer for torage, tim-
ing and rating and a method of prepar-
ing call trafbc tapes for use by these
billing agenu In some instances, this is

ed by an outside vendor

Billing callers through the home tel-
ephone bill requires billing agreements
with the telcos Without a billing agree-
moent with the teko serving the callery
howmetown, a separate —and potentally
uncollectible—bill would need 0 be
sent Separate billing would be prohib-
itively expensive for, sy, a single two-
minute call

But obtaining RBOC and Indepen-

year. As a result more than half of AOS
companies rely on third parues to pro-
vide billing and collection, and less than
one third operate under their own
agreements

Validation has been one of the most
vexing challenges for the AOS indusery.
With as much as half of the 0 + 0 — all
volume billed through telco calling
cards, verification of working numbers
and validation of the account numbers
assigned to them s essential o safe-
guarding against fraud. The RBOCs
and AT&T have dosely guarded the
validation data bases assigned 1o them
ar divestiture, leaving AOS firms that
accept alling card alls exposed o the
use of fraudulent billing and account
numbers AT&T uses the RBOC data
bases in conjunction with is own o
validate long distance calls, and some
AOSs have argued that access 1o the
data bases should be provided to athers
on an equal accets bais

Several solutions have been pro-

posed, among them, US Westh Service

calling card pumber by dialing it
through AT&TY network while placi
the call through their own. If the num-
ber validates via AT&T, they terminate
that cll and let the origina} one go
through on their own network. AT&T
considers its numbers proprietary

Some AOS companies serving hote!
properties allow the first call to validate
and be completed via AT&T and han-
dle the remaining calls made with that
number for the remainder of the guest)
stay. Others build data bases of valid
crd numben fn-quendy used on their
systems and use aging formuln to
purge the data base

In some instatices, the hote] will allow
04/ - calls  be billed 10 the room.
Some companies choose not to attempt
validation, and instead gamble on the
relatively low fraud level in hote] sites—
around 5%—while avoiding some pay-
phone locations, where fraué can run
as high 21 40%. Sull other companies

mapenmenquithmmud

nbdmmmdfnudoummmu
mm«dupqvx
Amu,nul e u
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WHO OWNS THE ‘0’7 industry alsois in the process of ehaking
conbinued ecarly pegative publicity with
unususlly high surcharges, poor qual-
ldisinanﬁvewnnin;ardunmda ity transmission and service, inovdi-
an incentive for credit card use. nately long call connection times and
the mishandling of emergency calls.
P lesueg and snewersd Comprehensive emergency call han-
Validation is one of several issues de- | dling procedures have been imple-
mandiog resofution if the operator | mented at most lezding companies,
services industry is to mature. The service has improved, and a combina-

thon of consumer swareacss, property

owner concirn for guess, and compe-
tition is beginning to put pressure oo
the higher-than-AT&T ‘l‘vl:el which
have typified AOS pricvs We may soco
sée an end w competition driven by
lrger commissions rather than Jower

The first wave of AOS companies are
re-evalusting markets oace thoughe
ing but which heve become in-

N
&
=
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Your Direct Line To
The Best Values in
Telecommunications
Supply

Quality products.
Competitive prices. !
Professional service.

On-time delivery. |

That’s Real Value.

«AULCEL ,
T TXOCOM

_ ALLTEL SUPPLY, INC.

1-800-533-3161

A47-0410 (0 Movo Atares)

bospitable due to frsud, high entry
costs and adverse reguiatory conditions
Some are choosing to may regional to
avoid call processing backhaul-
ing costs and keep overhead Jow. Those
looking to provide national coverage
2re looking closely at how quickly they
can build the volume pecessary to cover
billing agreement costs, the high cost of
billing casual users and the cost of
moving traffic over a national network.

Regulatory hurdles, particularly at
sae Jevel, remain formidable. Each
public utilities commission seems to
have different criteria for measuring
public convenience, quality of service
and reasonable service charges—par-
tcularly as quality of service becomes
more of an issue.

b The future

The competitive operator services in-
dustry i being built oo the margins
available to providers of call completion
assigance and directory information.

Butthe i ing intensity of the com-

erh s well s ndent
£on-

hanced services tailoged 10 _mect the
needsolthe market segments discussed
earlier

“Providers will eontinue 1o seek reduc.
tion in kabor costs through sutomation.
Although the telcos and ATAT have
mmdmbmﬁwwhw.ig%k for |

og AOS firms 10 lead the way
'@mammm' of voice

T DTy Vel Fage ahrvering
and messa AT di-
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WITCH HUNT
In Virginia

by Steve Geissen
Contributing uriter

Natiogwide media coverage of
the Virginia State Corporation Com-
mission’s Jan. 25 warning to teic:
phone users about “excessive”
prices charged by alternative opera-
tor services prompted an jnves

by PayPbone Magazine
The inquiry rgvealed that the
f ted

\SCC clairg was cxaggerated and
based on Cﬁm}ge evidence
C’s warning, tssued in the

form of a press release, cautioned
consumers that fees of “up to 10
times more than normal”™ were
being charged by AOS companies

While Virginia is not the first state
to monitor the actions of AOS pro-

Does AOS really cost the caller
10 times the norm?

viders — other states, such as Flor-
ida and Tennessee, are proposing
measures to regulate AOS activity
— its claim that teiephone users are
being charged up to 10 times maore
than normal caprured the attention
of both AOS industry members and
the media

Soon after the commission
released its statement, daily newspa-
pers and teiecommunication publi-
cations, including Communica.
tionsWeek and Telecommunications
Reports, published the YSCC claims.

PayPbone Magazxine's investiga.

tion has revealed that thg V3CC

based its “10 times™ on
unsubstantiated e.
UgH COMMISSion pro-

hibit the VSCC from providing cer

PAYPHONE MAGAZINE AFRIL 1568




tain physical evidence to media in
cases under investigation, according
to Ken Schrad, assistant director of

information resources for the VSCC,

X 2L e, CVET 0

he authored me release.

Schrad outlined a complaint
the commission received from a
coasumer who had attempted nine,
four-minute fong-distance calis from
2 hotel in Greensboro, N.C., to Rich-
mond, Va. Of the nine calls
antempted, only two were com-
pieted, but the AOS providers’ bill
charged 324 27 for all nine calls,
Schrad said. Writing the cornmus-
sion, the caller informed the VSCC
be would pay only $2.68 for the
cight minutes of long-distance calls.

Schrad said he based his determi-
that AOS comparues
up to 10 times the normal rate Ypog
fi offered in the cailer’s let-

id not know if tor-
assistance Er-ges, calling card
access [ccsmcz sumﬁa or
other toll costs typically added 10

-distance
the revised total Schrad would not
name 05 involved and -
ted o assuming that the cali cost
stated in the consumer’s jetter [gp-
mcmcd u-adiuonzl AT&T rates.
R

O D&

"“m“g_t_e_s_wmry.

UDsc ALA TS sandacd cac for the
rwo calls i i
were operator-assisted.

He said his 10 times" claim was
based on the proportion repre-
sented by the final $2.68 payment
compared to the §24 27 charged in

the AOS bill But calculating what

placing calis from pay
phones and hotels. If they do not,
warned the VSCC, callers will be
“dialing at their own risk.”

For now, AOS companies arc
watching tiie Virginia commission
for further warnings to the state's
telephone customers. And they are
interested to see how much
research is pursued before the VSCC

B sounds its next alarm. &

to the
Pay Phone Industry

Halverson, Segilman
& johnson

A Professional
Association

9595 Wiishire
Boulevard

Suite 1610

Beverly Hills, CA 90212

HZ3F 278 3300——

Cirels Sandar Sarvie; Rember 29

o intellicall
¢ Ernest

* Co-op Buying
¢ Technical Training

¢ Tee Comm
* Elecote)

TELCO SERVICE AMERICA

"National Service Network of Service Dealers”

We provide Parts and Service for Major
Payphone Manufacturing Companies:

¢ Amway
¢ Digitronics

Become a TeLco Seavice America Dealer with
these Benefits:

* Phone Management Software
¢ Toll Free Number
* Remote Programming e Service Leads

For More Information Call

(312) 307-0101

Terco Service AMERICA
158 North Brandon Drive, Glendale Heights, [ 60139
Clrcie Reader Servict Namber 91 :
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[ Operator Service ==

(OSPA=—

Prouviders of nmericn

CODE oFr RESPONSIBILITY

As members of OSPA, we have these responsibilities ~-

We are responsible to the public.

The Public has a right to know who we are. We will identify
our companies.

The Public has 2 right to know how much we charge. We will
provide pricing and billing information.

The Public deserves to pay a fair price. We will price our
products competitively.

The Public deserves the highest quality service we can provide.
We will continue to improve industry standards.

The Public deserves our attention. We will rapidly respond to
consumer inquiries.

We are responsible to our Industry.

We will compete honestly and fairly for the good of the Industry
and vork to increase public awvareness of the benefits of open
competition in the Operator Service Industry.

We will work with regulatory agencies to help ensure fair
treatment for both the consumer and ourselves. We will help
regulatory agencies understand the environment in which we
operate and how adjustments in that environment can work for

the benefit of all.

As members of OSPA, we will operate ethically and with integrity.
We will pursue the Operator Services marketplace as providers of
2 high quality, high value product with consumer satisfaction

being our first priority.

OFFICES. Washington D.C. / Yan Kuys, CA (318) 708-4828




rOSPH
Operator Service ===
Providers of Bmerica

1)

2)

3)

4)

MISSION STATEMENT

The mission of OSPA is
to promote innovation, integrity and competition

in the Operator Service industry.

OSPA GOALS

PUBLIC INTEREST - To actively support the needs and
interests of the public through information, innovation,
and competition.

BUSINESS - To promote the common business interests of
comparies engzged in competitive operator services and
obtain the benefits of technical and operational parity
afforded dominant carriers.

GOVERNMENT POLICY - To foster and enhance policiés that
support competitive oparator services for the benefit
of end-users and the Industry.

EDUCATION - To serve as a technical, policy and information
resource for the membership.

OFFICES: Washington D.C. / Van Nuys, CA (918) 7804828
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NATIONAL ASSOCIATION OF REGULATORY UTILITY COMMISSIONERS

(MARUC)
STAFF SUBCOMMITTEE ON TELECOlMMUNIGATIQNS

STATE TASK FORCE
REPORT
ON THE RESULTS OF THE

ALTERNATIVE OPERATOR SERVICES (AOS) SURVEY

June 24, 1888

AOS TASK FORCE MEMBERS
Paul Pederson, Missauri PSC
Howerd Bradehaw, Michigan PSC
Diane Hockman, Chic PSC

$am Loudensiager, Arkansas PSC
¥, Dienne Dralner, Obssrver, -

Misscurt Office of the Publlc Counsel
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I. EXECUTIVE SUMMARY

At the Winter coumittee meetings of the National Association of
Regulatory Utility Commissioners (NARUC), considerabls digcussion was given
to an emerging telecommunications industry, provision of alternative
operator services (A0S). As the rvesult of the many unanswered questions
and lack of information about AOS, the Staff Communications and Cost
Allocations Subcommittees requested that the State Issues Task Force
investigate Aoslprovidoru and report back at the Summer Hooiing in July,
1988,

The purpose of this investigation was to provide information and make
recommendations which will assist the industry and state and f{federal
regulators in defining the rules involving jurisdiction, fair competition,
and protection of the general public. To accomplish this goal, a
questionnaire was developed 1in two sections: the first section was
structured to gather information on any investigations, rules, orders,
certification and complaints by end users; and, the second section dealt
with the policy question of regulation of the AOS industry and had six (6)
subsections: (1) Public Safety, (2) Rate Levels, (3) Billing, (4) Customer
Notification, (5) Quality of Service, and (6) Complaints.

On March 25, 1988, this questionnaire was forwarded to all state
regulatory commissions, the Federal Communications Commission (FCC), state
consumer counsels, state telephone associations and the A0S providers. The
target rtesponse date was April 25, 1988. Although the task force began
evaluation of the responses during Msy, the final review and write-up
occurred in early June at a meeting in St. Louis, Missouri. All states
responded to the questionnaire, along with the FCC and many ;tatc consumer

coungels, state telephone associations and telephone companies. The




individual responses from these groupe are summarized ip Appendices II and

III.

The Task Force concluded that, with the exception of public ssfety,
:h; major focus of the complaints were directly related to the pricing of
AOS services and that the remsining type of coupljiutu (i.e., customer
notification, quslity of service, billing, etc.) sre byproducts of the
pricing of AOS services. In addition, the Task Force concluded that the
A0S industry is not ripe for detariffing and/or deregulationm, at this time,
since it lacks the economic safeguards found in & competitive arena needed
to justify such action.

Since the Task Force 1s recommending, via the attached resclution
(Section VI), that price regulation be adopted as a national guideline by
the NARUC, we propose that certification is also required of A0S providers.

The Task Force recommends that all certificated operator service
providers have the ability to re-route an emergency call back to the

originating locsl network, at no charge, in an expeditious manner. Absent

0" being dialed) calls be handled ﬁy the local exchange company (LEC).

The Task Force believes that all operator service providers should
have the ability to quote their rates upon request. The Task Force also
recommends that a notice, in close proximicy to the customer premises
equipment (CPE), be posted informing the end user of the AOS provider
identify and complaint procedure and that all operator-assisted calls be
processed with a pre-announcement to the end user of the provider handling
the call.

The responses to the questionnaire indicated that the preponderance of

the states stated there should be regulation of the gquality of service.




Given this respouss, the Task Forcs recommends the AOS industry meet the
established state/natiomal guidelines for operator provided services
dealing with, but sot limited to, operator rssponse and call proceseing
tiﬁo. In addition, we reccmmend the subcommittee on telephome gquality of
service develop minimum technical standsrds for intercommection &nd
transmission quality.

Since this 1industry operates withim both the state and faderal
jurisdictions, the Task Force bslieves all regulatory agencies should be
iovolved in the complaint process. Furthermore, to the extemt that a LEC
is performing billing aud collectiom services om behalf of a company
providing operator services, we believe they, too, should be iavolved ia
the complaint process.

Finally, further monitoring of the AOS industry is nseded which should

include the centinued tracking of complaints to determine the effect of

rate regulationm.
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I1. SUMMARY OF INFORMATIOMAL DATA

This section of the survey axamined whether or not ths states had
received any comment(s) and/or complaint(s) regarding AOS providers with
Tespect to public safety (insbility to hsndle emergency calls), excsssive
rate levels, disconnect of local service by the local exchange company
(LEC) due to nonpeyment of A0S charges, provision of service by AOS
provider without customer notification or customer knowledge, and quality
of service (i.e., incomplete calls, directory informstion, operator
assistance, call processing time). Furthermore, the survey examined how
many comments/complaints had been received and asked the respondents to
indicate whether the complaints involved a COCOT payphone, hotel/motel
phone, hospital phone, university phone, airport phome, or other.

A. REGULATORY AGENCIES' RESPONSES

0f the fifty (50) state regulatory agencies (PUCs) amnd the District of
Columbia, eighty-four percent (84%) of the respondents atated that they had
received comments/complaints from customers with regsrd to AOS providers.
Only Alaska, Colorado, Connecticut, Hawvaii, Nevada, North Dakota, Oklahoma,
aand Vermont did not report gpecific comments/complsints in this section of
the survey (Table II-1). Some states attributed their lack of complaints
belng filed to their lack of haviang authorized COCOTs.

Of the forty-three (43) state PUC responses, fourteen percent (14%)
reported complaints with public safety, all (100Z) reported complaints with
excessive rate levels, sixteen percent (167) reported complaints with
disconvect of local service by & LEC for nonpayment to am A0S provider,
ninety-five perecent (95Z) reported lack of customer notificatiocn or
customer koovledge, and forty-two percent (422) reported problems in the

area of quality of service.
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With respect to the number of complaints. many states rveported that

they are noticing an increasing pumber of complaints each month im the area
of AOS providers since the beginning of 1988. The cumulstive total of
complaints reported by the PUCs 4in response to the questiomnsires is 1704.
The number of complaints will be further addressed in the FCC response to
this survey.

0f the forty-thrse (43) PUCs and the District of Colusmbia that
indicated they had received customer complaints (see Table 1II-2),
seventy-seven percent (77%) reported complaints from hotel/motel phones,
seventy percent (70%) reported complaints from COCOT payphomes, fourteen
percent (14Z) reported complaints from hospital phones, twelve perceat
(12Z) reported complaints from university phones, five percent (52)
reported complaints from airport phomes, and fourteen percent (14Z)
reported complaints from other types of phones, such as truck stops.

The FCC reported that it had received comment(s) and/or complaint(s)
regarding AOS providers related to public safety, excessive rate levels,
provision of services by A0S providers without customer notification or
cugtomer knowledge and quality of service. Furthermore, the FCC reported

that:

As of May 23, 1988, the TFederal Communications
Commission (Commission) received a total of 471
complaints and inquiries, including: 366 interstate
complaints, 50 intrastate referrals, 35 Congressionsl
inquiries, and 6 information requests. The majority of
the complaints received by the FCC involve excessive
rate levels or the provision of services without
customer notification or knowledge that an A0S provider
is handling the call.

The FCC stated that the complaints involved: COCOT payphones, hotel/motel

phones, hospital phones, university phones, airport phones and other, The




FCC was unable to provide a numerical breakdown of the type of phone used

in connection with each listed complaint tye in the survey.
B. NON-REGULATORY AGENCIES' RESPONSES

0f the twenty-two (22) non-regulatory agencies that responded to the
survey (Table I1I-3), sixcy-four perceunt (64Z) rcport;d receiving customer
comment(s) and/or complaincis). Of these respondents, fourteen percent
(142) reported complaints in public safety, seventy~nine percent (732)
reported complaints in excessive rate levels, seven percent (77) rsported a
complaint with disconnect of local service by a LEC due to nompayment to an
A0S provider, seventy-one percent (712) reported complaints with the
provision of services by AOS providers without customer notification or
customer knowledge and thirty-six percent (361) fcportcd complaints with
quality of service. Furthermore, of the fourteen (14) non-rsgulatory
agencies who reported customer complaints, forty-thres percent (432)
reported complaints from COCOT payphones, seventy-one percent (71%)
reported complaints from hotel/motel phones, fourteen percent (142)
reported complaints from bhospital phones, seven percent (77) reported

complaints from a university phone and eeven percent (77) reported smother

type of phone complaint.




TABLE II-1

Has your stats réceived any comaent(s) and/or complaint(s) regsrding
ADS providers related to:

Exceseivs Discounect Quality
Public Rate Local Customer cf
Safety Levels Service Notificstion Service
AK AK IL AKX AR
CA AZ KS AZ cA
MA AR MI AR ) 49
NY CA MO CA GA
sC DE NC DC I
VI DC sC FL | 4]
FL VA GA ME
GA ID MS
ID IL MO
IL IN MT
IN IA NC
IA KS sC
kS kY OK
KY LA OR
LA ME ™
ME MD VA
VD MA WA
MA M1 w1
MI MN
MN MS
MS MO
MO MT
MT NE
NE NH
NH NJ
NJ NM
NM NY
KY NC
NC (0):
OR OR
OR PA
PA RI
RI sC
sC sb
sb N
TN ¢
¢ VA
uT WA
VA wv
WA w1
wv 1) 4
w1
WY




States which indicataed customers have compiaints with AOS providers uaing

TABLE II=-2

the following type cf phones:

CcocoT

AK
AZ
CA
DE
DC
GA
ID
IL
IA
A
ME
MD
MA
MI
MS
MO
MT
NE
NJ
NM
NY
NC
OH
PA
RI
™
VA

WA

BOTEL/

§asa§asgscapseae==p|§

w N O
OoPEO

954

VA

qNSF

HOSPITAL UNIVERSITY AIRPORT
_PHONE PHONE PHONE
AK AL FL
GA FL ca
XS GA
NE NC
PA ™
™

OTHER

MO

WA




TABLE II-3

List of Non-Regulatory Agencies Responding to Survey

Californis Pacific Bell

Illinois Office of Public Coumsel
Telephone and Data Systems, Inc. (TDS)
Kentucky Telephone Asscciation

Colorado O0ffice of Consumer Counsel

Maine Telephone Association

Michigan GIE Nerth

C.CéS Telco, Inc. (Michigam)

Alltel Michigen, Inc.

Minnegota Departzment of Public Service
Migsouri Citizens Telephone Company

Contal of Miseouri, Inc.

GTE North, Inc. (Missouri)

Northeast Missouri Rural Telephcne company
Southvestern Bell Telephone Company (Missouri)
United Telephonc Company of Missouri

New Hampshire Telephone Association
Cincinnati Bell Telephone (Ohio)

Oregon Independent Telephone Association
Scuth Carolina Department of Consumer Affairs
Telephone Associaticn of Vermont (TAY)
Wisconsin State Telephone Association




III. SUMMARY OF REGULATORY AGENCIES'
CERTIFICATION REQUIREMENTS FOR AOS

The fifey (50) PUCs, District of Columbia, and the FCC, which were
asked to respond to the AOS questionnaire, answered the quastion of
certification requirement as follows: fifty-two percent (52%) require some
form of PUC certification. thirty-seven percent (37%) have no certification
raquiremente at present, two percent (27) do not allow A0S providers, in
four percent (4%) requirements are pending, two percent (2%) require
acknowledgement forms, and two percent (2%) are taking a "wait and see"
approach (Tsbles III-1 and III-2). Of the twenty-sevens (27) states with
some form of PUC certification, twelve (12) states have granted
certification to onme (1) or more AOS §rovidera (Table 1II-3). 1Imn all
twelve (12) states, the PUCs view the ADS providers no differently than a
reseller in their respective state. The AOS provider then comes under
reseller certification requirements. Nine (9) of the twelve (12) states
provided details of their reseller certification requirements. There were
eleven (11) different requirement items in the detail submitted (Table
I11-2).

The FCC, in response to the survey, stated, "The Commission does not
require non-dominant domaat#c carriers to obtain operating certificates or
to file tariffs."” Furthermore, the FCC stated, "The A0S coumpanies
reselling international services are tr;ated as non-doainant carriers but

must obtain operating certificates and file tariffs identifying their rates

and practices."”




Some Form of

TABLE III-l

CURRENT PUCs CERTIFICATION REQUIREMENTS

NHo

FOR A0S PROVIDERS

"Hait Acknowledgement

Certification Certification Does Not Requirement & See" Forms

Requirement

AL
AR
Cax*
FL*
IL*
IN®
KS

Requirement

DE
DC
ID

N

SESRFSHERRNEEETR

Allow AOS Pending Policy _Only

CcT AK OK NJ
sD

#State has approved one or more AOS providers.




10.

11.

TABLE III-2

PUCs REPORTING RESELLER CERTIFICATION REQUIREMENTS

Certification Requirement

Show finsncial ability to support proposed
services.

Show technical ability to support proposed
sexrvices.

Provide detailed description of service area.
Demoustrate the proposed service 1z in the
pubiic interest and peed for the new service.
Submit proof of articles of incorporation.

File tariffs or rates of services to be
provided.

Block imtralATA calls.

Provide a listing of the type of service to
be offered.

Demonstrate that competition will be enhanced
in the proposed service territory.

Charge rates no higher than AT&T at time of call.

Proof of performance bond to cover customer deposits.

States With
Reguirement

MD, MO, KEC,
IN, WA

OR, IN, NC,
WA

HD. N'Y, IN.
NC, OR

MO, NY, IN,
WA

MD, NY

NC, WV

sC, WV

MO, NY, OR

NY

SC

WA
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SECTION il

Summary of Reguiatory Agencies’
CERTIFICATION REQUIREMENTS
FOR AOS




IV. SUMMARY OF AOS POLICY QUESTIONS

This section of the survey i1s divided into specific topics wvhich
address the question of whether there should be regulation »f A0S providers
in the areas of public safety, rate levels, billing and collsction,
customer nctification, quality of service snd complaints. Each ome of
these areas has a mmber of questions to be answered if the respondsnt
auswers yes to the initial question. In Table IV-l, a numbar of the
rasponses under the column "Other" reflect that either the service is
deregulated by legislative fiat, that the PUC has not determined the
appropriate policy, or that the PUC has & case pending dealing with the
issue(s) at hand. The Virginia State Corporation Comeission prefaced its
response with the statement that a Federal agency such ai the FCC or the
Federal Trade Commission should oversee the provision of AOS. 4Also,
comments are separated in two parts; respouses of regulatory agencies (all
states including District of Columbia and the FCC) and responses of
nop~regulatory agencies.

1. PUBLIC SAFETY
A. REGULATORY AGENCIES' RESPONSES

Of the respondents, seventy-one percent (71%) stated that PUCs should
and two percent(2l) stated that they should not regulate AOS providers in
the area of Public Safety. The remaining respondents had not made a
determination at the present time. VWhen esked if "0-" calls should be
routed to the LEC rather than the AOS operator, eighty-one percenmt (8i%)
replied yes and six percent (62) answered mo. Texas stated that A0S is
beyond its jurisdiction. Many of the commissions stated that the "O"
should pot be used to access an ADS provider (Indiaca, North Carolina,

North Dakota, Rhode Island). West Virginia commented that if the AOS




provider camnot show that it can adequately route emergency calls at no

charge to the calling party, then the "0" should stay with the local
exchange company. Texas ststed that for those states that certify AOS
p:évidera, certification should not be granted if the A0S provider does not
have a =echanism to handle emergency calls satisfactorily. Pennsylvania
stated that A0S companies should be required to handle emergency calls and,
absent this ability, they should be subject to stringent penalties. In
addition, Pennsylvania stated that fajlure tc handle these calls properly
may be grounds for directing the "0-" to the LEC. Wiscomsin commented that
regulation over the handling of emergency calls should be accomplished on a
national level.

The FCC's response to the questionneire stated that 1t does not
anticipate regulating A0S providers in the ares of public safety, since the
operators' handling of emergency calls is largely a local issue.

B. NON-REGULATORY AGENCIES' RESPONSES (PUBLIC SAFETY)

0f the respondents, ninety-five percent (95Z) stated that PUCs should
regulate AOS providers in this area. The Colorado Consumer Counsel (CCC)
stated that the ability to handle emergency calls either should be a
condition of certification or "0-" (calls placed via only the "O0" being
dialed) calls should be directed to the LEC. When asked if "0-" calls
should be directed to the LEC instead of the AOS provider, sixty-eight
percent (68%) responded yes, twenty-one percent (21Z) answered no, and the
rezainder gave another response. C,C&S Telco, Inc., (CCS) stated that
natiouwide 911 will alleviate the problem, but that scmething other than
"0" should be used to acceil the AOS operator. Alltel-Michigan (Alltel),

Cincinnati Bell, and Southwestern Bell-Migsouri (SWB-MO) 4implied that

esergency calls should be routed to the LEC. The Oregon Independent




laia®

Telephone Association (OITA) stated that the A0S companies should have a

seven-digit emergeucy number and that they not be permitted use of 9il.
The Vermout Telephone Association (VIA) commented that AOS ghould be
regulated in this area if other providers are regulated and that regulstion
should not be necessary if the proper procedures for handling emergency
calls are developed.
2. RATE LEVELS
A. REGULATORY AGENCIES' RESPONSES

Fifty~-seven percent (57%) of the PUCs commented that they should
regulate the rates of the AOS provicers. Sixteen percent (16%) said this
was not necessary. Virginia atates that the customer needs to know the
applicable rates. New York said this question is under consideration and
that, currently, rates are set on flexible rate schedulss. When asked if
the A0S providers should be required to get approval of their rates,
eighty-six percent (86%) of the commissions responded with a yes, seven
percent (7X) answered no, and seven percent (71) gave another response.
Washington stated that, under its law, a price list would be required if a
telecommunications company received ccmpetitive classification. Minnesota
and Nebraska stated that, at 2 minimum, the companies will be required to
file a tariff or price list reflecting services and the associlated rates.
The South Dakots Commission stated that the customer placing an "04" call
should be made avare in advance that an A0S provider is handling the call,
as well as what the associated rates and surcharges will be for the call.
When asked if a raage of rates should be considered, fifty-eight (58%)
responded yes, thirty-two (327) responded no and eleven percent (11%3)
replied "other". On the topic of using price-capped rates, seventy-nine

percent (792) responded they should be considered, fourteen percent (l42)




responded they should not and seven percent (7%) replied "other". HNorth

Carolina responded that a price cap would not be unressomable if ATLT's {(or
the LECs') comparsble rates were used as the cap. Only thirty-two percent
(322) of the commissions commented that cconsideration should be givem to a
non-state-specific, "nstional" rate for A0S providers, while sixty-four
percent (542) responded with no and four percent (4%) gave some other
Tesponse.

The FCC's response to the questionnaire stated that its génoral policy
to the regulation of A0S compsanies, which are classified as non-dominant
carriers, 1is to regulate on the "forbearance” basis. Under this
clagsification, no Commission authorization or tariff approval is needed.
However, they remain subject to the statutory requirement toc charge just
and reasonable rates, engage in no unreasonably discriminatory pricing, and
are subject to the complaint process. Furthermore, according to the FCC's
respounse, the Commission is currently gathering information and may review
its policies with respect to this 1issue.

B. NON~REGULATORY AGENCIES' RESPONSES (RATE LEVELS)

Sixty-five percent (65%) of the non~-PUCs commented that the rate
levels of the A0S providers should be -ragulated. Twenty-four percent (24%)
said this was not necessary, and eighteen percent (181) gave some other
response. Many of the respondents stated that AOS providers should omnly be
rate regulated if other "non-dominant” carriers are regulated (CCS, VTA,
TDS-Indiana, GTE-North/Missouri). The Maine Telephone Association (MTA)
responded with a qualified "no" and c;lnontad that customer notificationm
would be adequate. When asked if the A0S provider should be required to
get approval of its rates, seventy-three (731) of the responses were yes,

tventy percent (20%) were no, and seven percent (72) replied in an "other"
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manner. Seventy-one (712) percent stated that a range of rates should be

considered, but SWB-MO stated that only if the range were well publicizsd.
On the topic of using price-capped rates, sixty-two percent (62%) said they
should be considered. The CCC stated that price caps should include all
surcharges, etc. Only eight percent (82) of the respondents comssnoted that
consideration should be given to a non-state-specific, "national” rate for
AOS providers, with TDS-Indiana noting that AOS rates should be hased on an

individual company's costs or revenue requirement.

3. BILLING

A. REGULATORY AGENCIES' RESPONSES

Fifty-five percent (552) of fhc commissions stated that they should
regulate AOS providers in the area of billing. Eleven percent (11Z) said
this area should not be regulated, and thirty-four percent (34%) did not
respond yes or no. Iowa stated that billing and collection is deregulated
in that state. Many of the state commissions are currently reevaluating
thcir policy towards billing, collections, and the practice of allowing for
disconnecting local service for nonpayment. When asked if the LECs should
bill fo; A0S providers, sixty-one percent (61Z) responded yes, fourteen
perceat (14%) responded no, and twenty~five percent (25I1) gave some other
response. Kentucky, Maine, snd Nevada stated that LECs should only provide
this s2rvice for certificated AQS providars. Arkansas stated that
continued billing for AOS providers by the LECs will promulgate continued
custozer confusion. Ponnny;vnnil commented that the LECs should not be
required to do the billing for the AOS companies. Fourteen percent (142)
of the réspondents commented that a LEC should be authorized to disconnect
a customer's local service for noopayment of AOS charges, while

seventy-nine percent (79%) replied no, and seven percent (72) gave some




other response. Arizona commented that the customer's local service should

not be disconnected for nonpayment of deregulated services. Indiana and
Texas stated that A0S providers should follow the same disconnect
procedures as the interexchange carriers or other service providers if the
billing service is under contract. Wycming stated that toll blocking
should be permitted rather than disconnecting local service. Hainclntatcd
that disconnection of local service should not be permitted if ths rates
charged by the A0S provider are exorbitant,

The FCC's response to the questiomnaire stated that it takes no
position with respsct to whether LECz should perform billing and collecticn
(B&C) for AGS providers. It points out that the FCC, on January 1, 1987,
detariffed B&C for interexchange carriers. The FCC, in ics response, does
note that, "... under the Modified Final Judgement (MFJ), a Bell Operating
Company (BOC) that provides billing and collection services to any
interexchange carrier must also provide these services to other
interexchange carriers.”

B. NON-REGULATORY AGENCIES' RESPONSES (BILLING)

Sixty-five percent (652) of the non-PUCs stated that A0S providers
should be regulated in the area of billing. Eighteen percent (182) eaid
this area should not be regulated, and eighteen percent (18%) did not
respond either yes or mo. CCS replied that the entity providing the
service should do the billing, and 7DS~-Indiena stated that regulation of
billing should follow the established standards in this area as applisd to
non~dominant carriers and resellers. When asked 1f the LECs should bill
for ACS providers, seventy-one percent (717) responded yes, eightecn
percent (181) responded no, and twvelve percent (122) ga§¢ some other

response. SWB-MO, Citizens Telephone Company of Missouri (Citizene), and




VTA stated that the LECs should have the option of providimg billing for

AOS companies. Forty-seven percent (472) of the respondents cosmentsd that
a LEC should be authorized to disconnect a customsr's local service for
nonpayment of AOS charges, while forty-one percent (41%) replied no, and
tvelve percent (127) gave some other response. The CCC stated that billing
for A0S companies should be on a separate page and that page should contain
a statement that local service will not be terminated if all but AOS
services are paid. The Illinois Public Coumsel commented that third-party
disconnects should not be permitted. Alltel stated that 1if the LEC is
required to bill for these services, they should be able to disconnect or
otherwise require the AOS providsrs to reimburse LECs for smy write-offs
associated with their service. TDS-Indiana, Cincinnati Bell, .and GTE-North
(Missouri) commented that discounnect policies should be those established
in tariffs or by PUC rules and VIA said that if the LEC is doing the
billing, it should have the ability to disconnect local service.

4. CUSTCMER NOTIFICATION

A. REGULATORY AGENCIES' RESPONSES

Sixty-four percent (64%) of the respondenta stated that the PUCs
should regulate AOS providers in the area of customer notification, with
four percent (4%) responding that regulation is pot needed in this area.
Thirty-twvo percent (32%) responded with something other than yes or no.
New Jersey stated that if the A0S provider is accessed by a number or
keypad symbol other than "0", then the customer has to make a conscious
choice in reaching the A0S provider. Tennessce stated that although COCOTs
are required to post a notice that their rates are not regulated and

instructions for entering a complaint, this notification is mot required

for those places where AOS providers are usually found (hotel, motels,




hospitals, universities). Ninsty-sevan percemnt (972) of the commissions

stated that the notice should include the carrier name and complaint
procedure, with only three percent (3X) responding that thie information
shéuld not be included in the notice. Wisconsin stated that notificacioa
of proper complaint procedures is not necesssry if the billing is done
through the LEC or by credit card since the normsl procedures would apply.
It was commented that the A0S providers' rates should be included in the
notice by eighty-five percent (85Z) of the commissions, and nioe percent
(92) said this informstion should not be included, with .six percent (6%)
giving some other response. Arkans~s and West Virginia stated that end
users should be informed of the procedure for accessing another company's
operator. Kansas and Nevada commented that the customer should be nocified
that the rates of the AOS-provided call can be significantly higher than
thoge of a traditional operator-assisted call. Nebraska stated that the
rates of the A0S provider should be available upon request.

The FCC’s response to this questionnaire stated that it is gathering
information to ascertain the type of notice customers should receive. The
FCC has 4issued a Consumer Information Bulletin to increase consumer
avareness. The FCC Staff states that they are concerned by the apparent
lack of effective nctice customers currently receive.

B. NON~REGULATORY AGENCIES' RESPORSES (CUSTOMER NOTIFICATION)

Ninety~five percent (952) of the respondents stated that the PUCs
should regulate AOS providers in the area of customer notification. The
renaining five percent (52) responded with an ansver other than no. MTA
stated that if for billing purposes the originating point differs from
calling point, the customer should be so informed. GTE-North (Missouri)

stated that the A0S providers should assist in any campaign pertaining to




customer notificacion and education. Eighty-four parceant (84%) of the

respondents stated that the customer notice should include the ratee. The
CCC response depended cn the type of rate regulation in place. If there is
no all-inclusive price cap, the customer notics should include the rates.
CCS stated that an extra effort should be taken to mske the user aware of
the potential bill and the OITA commented that specific rtates were not
necessary in a notice, although 1t should be pointed out that certain
surcharges msy apply. All of the respondents stated that the customer
notice should include the carrier name and procedurs for making a
complaint. SWB-MO also stated that the customer should be awvare of thé
process of accessing the LEC operator.

S. QUALITY OF SERVICE

A. REGULATORY AGENCIES' RESPONSES

Regarding the regulation of an AOS providers' quality of service,
forty~nine percent (49%) of the responding commissions commented that they
should regulate quality of service, eighteen percent (18%) responded no,
and thirty-three percenr (33%) of the respondents gave aﬁ answer other than
yes or no. Most of the comments received 3tated that the A0S providers'
quality of service requirements should be the same as those of the industry
or iECs (Alabama, California, Kansas, Miseissippi). North Dakota stated
that A0S should have quality of service requirements if the quality of
service becomee a problem. Eighty-nine percent (892) of the responding
commissions commented that there should be operator response time
requirements, and seventy-nine percent (79%) stated that there should be
call processing time requirements. Rhode 1sland stated that these
requirements should only be imposed if emargency calle are routed directly

to the A0S cperator.




The FCC's response to the questionnaire stated chat it does not

believe there is a need for such a requirement at this time. The FCC
stated that it had not receivad any complaints regarding operator response
or call processing time.

B.  NON-REGULATORY AGENCIES' RESPONSES (QUALITY OF SERVICE)

Regarding the regulaticn of am AOS provider’s quality of service,
sixty-seven percent (67%) of the responding non~PUCs commented that it
should be regulated, twenty-two percent (22%) respouded no, and elaven
percent (1l12Z) of the respondents gave an answer other than yes or no. Some
of the comments received stated that the A0S provider's quality of service
requirements should be the same as those of the induatry or LECs
(GTE-Michigan, TDS-Indiana, and VTA). Alltel stated that this area is not
critical and OITA replied similarly. Contel of Missouri stated that the
competitive nature of the market will mapdate acceptable quality of service
standards. Cincinnati Bell stated that although this is an important
aspect of the business, there are no universal standards and allowing
access to the LEC operator will alleviate the problem. Ninety-four percent
(94%) said that there should be operator response time requirements and
ninety-three percent (93%) stated that there should be call procesaing time
requirements. SWB-MO responded thet requirements in these areas were
necessary; hovever, competitive alternatives should force compliance.

TDA-Indiane stated that there should be standards for all providers of long

distance service.
6. COMPLAINTS
A. REGULATORY AGENCIES' RESPONSES
Sixty-~seven percent (67Z) of the commissions believed that they should

regulate A0S providers in the area of complaints. Of the remaining PUC
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RESOLUTION 8

: RECOMMENDED GUIDELINES FOR CONSIDERATION BY
REGULATORY AGENCIES FOR ALTERNATIVE OPERATOR SERVICES (AOS)

WHEREAS, The National Association of Requlatory Utility
Commissioners has, since the enactment of the Communications Act of
1934, been a strong proponent of state policies to deal with
telephone service; and .

WHEREAS, The divestiture of AT&T and the introduction of
competition has allowed the proliferation of new services and new
providers of existing telecommunications services; and .

WHEREAS, The introduction of new providers of cperator services
has occurred; and

WHEREAS, The new providers of cperator services provide credit
card calling, operator handled and basic operator services to various
locations such as hotels, motels, public telephones and other such
locations, and are commonly referred to as Alternative Operator

Services (AOS):; and

WHEREAS, The new providers of operator services charge different
rates than rates charged by regulated local exchange carriers and
interexchange carriers; and .

WHEREAS, A recent survey, by the Communication and Cost
Allocations Subcommittees, of the opinions of state regulators, the
FcC, and the telephone industry on AOS and legislation has been
completed; and

WHEREAS, The AOS industry has generated a number of consumer
concerns; now, therefore, be it

RESOLVED, By the National Association of Regulatory Utility
Commissioners assembled in its Summer Meeting in San Diego in July
1988, that the following guidelines are recommended for !
consideration by regulatory agencies involved in proceedings
concerning regulation of AOS providers:

1. Certification .

As a condition of certification by a state regulatory agency, an A0S
provider be required to:

A. Submit proof of articles of incorporation.

B. Show financial ability to support proposed service offerings,




A0S Resolution
Page 2

C. Show technical ability to support proposed service offerings.
D. Describe type of service to be offered.

E. Demonstrate type of service is in the public interest and a
need for the proposed service exists.

F. File tariffs on rates of services to be provided.

2. Public Safety

That all emergency O minus (0-) calls should be rcuted in the fastest
possible way to the proper local emergency service provider. .

3. Rate Levels.

That, state regulatory agencies regulate the AOS providers’ rate
levels to insure that the A0S providers do not engage in the practice
of unjust, unreasonable, or unduly discriminatory pricing. Further,
where the AOS providers’ customer is not the end user the A0S
providers’ rates shall not exceed the rate of the LEC or the dominant
interexchange carrier.

4. Customer Notification

[
That, the A0S providers: (1) post and display in prominent fashion
the name of the A0S provider and detailed complaint procedures; (2)
pre-announce to the end user the name of the provider handling the
call; and (3) upon request verbally quote rates and (4) post and
display instructions that inform the end user how to reach the local
exchange operator and authorized interexchange carriers.

5. Billing

That regulatory agencies require that billing to the end user for Aos
services be limited to the duly authorized rates.

6. Quality of Service.

That, where applicable, AOS providers, at a minimum, meet establisheq
state/national guidelines for operator provided services dealing with
but not limited to operator response and call processing time.

7. Complaints.

That, the federal and state regulatory agencies work with A0S
providers to resolve complaints. Furthermore, to the extent that
LECs are involved in the billing process, they too need to work
Jointly with A0S providers in the complaint process, and that the A0S
providers take the responsibility for setting up complaint procedures
and establishing interagency relations with each of the states in
which they are providing services. ‘




8. Customer Choice

That where interexchange or local operator assisted calls are
completed by AOS companies, the A0S company should regquire all its
aggregators to provide toll free access to all other authorized
interexchange or local exchange carriers in a manner which provides
end users with a local billing point, and be it further

RESOLVED, That the FCC is requested to take those steps necessary by
rule or otherwige to insure compliance with paragraphs 2, 4, and 8 of
this resolution; and be it further

RESOLVED, That the Staff Subcommittee on Telephone Service Quality be
directed to evaluate the need for minimum technical standards for
interconnection and transmission quality.

Sponsored by the Committee on Comm:nications

Adopted July Qﬂ 1988

—
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responses, four percent (4Z) said they should not regulata this area and
twenty-nine percent (29%) answered in some other manner. When asked 1if the
AOS provider sbould be required to deal directly with customer compleints,
eighty-nine percent {89%) responded yes, eight percent (8%) replied no, &nd
three percest (3I) replied in some other manner. Fifty-eight percent (58%)
commented that the LEC should be involved in the complaint process,
thirty-nine percent (393) replied no and thrae percent (3%) gave soms other
response. Kentucky and North Dakota stated that the LEC lhouid be ipvolved
if 4t 4is providing .billing services for the A0S company. Ninety-ons
percent (91%) of the commissions commented that the PUC should be involved,
with Delavare limiting the involvement to intrastate AOS and Maine limiting
PUC involvement on an appeal basis. All of the commissions stated that the
FCC should be involved in complaints regarding interstate calls. Virgiria
commented strongly that the FCC should resolve the problems surrounding
A0S, Eighty-eight percent (882) of the commissions commented that if the
LEC is providing billing for AOS providers, them it should have the ability
to make adjustments to the AOCS charges due to customer complaints. The
remaining twelve percent (127) wvere composed of six percent (5%) who
ansvered neither yes nor no, and six percent (6I) who ansvered in the
negative. Wyoming stated that these adjustments should be allowed only
with the concurrence cf the A0S cocmpany.

The FCC's response to the questicnnaire stated that the LEC or the A0S
provider should ipitially handle customer complaints. A complaint that is

unresolved may be filed by the customer to the respective regulatory

agency.
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B. NON-REGULATORY AGENCIES' RESPONSES (COMPLAINTS)

Ninety~four percent (941) of the respondents belisved that AOS
providers should be regulated in the area of compleints. The resmaining
te‘ponncl vere something other than yes or nc. When asked if the AOS
provider should bes required to deal directly vithAcus:oncr comwplsints,
eighty-five percent (851) responded yeas and fifteen percent (15%) replied
no. The CCC stated that the A0S provider's telephone number should be on
the A0S portion of the customer's bill for complaint purpolis. The OITA
commented that, in most cases, the complaint should go io the AQS company,
although in reality the PUC and LEC will have to address the complaint.
GITE-Michigan said that the A0S provider should be involved if it is doing
its own billing and collectiom, but SWB-MO commented AOS involvement should
be via the complaint section of the PUC. Thirty-five percent (352)
commented that the LEC should be imvcived in the complaint process, with
sixty percent (60%) replying with a nc and five percent (5%) replying in
some other manner. Contel of Missouri replied that the LEC should be
involved 1if it i1is providing contracted services for the A0S company,
othervise complaints should be directed to the appropriate regulatory
agency. GIE-Michigan, SWB-MO, and VIA stated that the LEC should not be
iavolved unless involvement in complaints is part of an agresment between
the LEC and the A0S provider. Oue hundred percent (1002) of the
non-regulatery agencies responded that the PUC and FCC should be involved,
with SWB-MO noting that the FCC is involved currently by issuing customer
warnings about excessive rate levels. A majority of the respondents
[ninety-five percent (952)] commented that if the LEC 1is providing billing
for A0S providers, then it should have the ability to make adjuscments to

the A0S charges resulting from customar complaints. The VIA stated that

12




this should be dome only if it 1s parc of an agreement betveen the AOS

cospany and the LEC. Alltel replied that this should be the case if the
LEC 1s rsquired to bill, Alltel and Pacific Bell stated that the AOS
ptévidcr should be responsible for expenses incurred by the LEC for any
revenue losses associated vwith these adjuetments. Citizens said yes,
assuming that the LEC is willing, and SWB-MO stated that it should depend
oo the contract arrangement betwesn the LEC and AOS company. Cincinnati
Bell also responded affirmatively, but stated that it should Bc allowed to

pravent the A0S company from being subsidized by local ratepaysrs.
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SECTION IV

Summary of the
AOCS POLICY QUESTIONS




QUESTION:

TABLE IV-1

REGULATORY AGENCIES' RESPONSES TO
POLICY QUESTIONS (PERCENTAGE)

areas of:

Public Safety
"g-" Calls to LLC

Rate Level
a. Approval Required
b. Range of Rates
<. Price Cap
d. National Rates
Billing
a. LECs Bill
b. Disconnect for Nom Pay
Customer Notification
a. Should a Notice Include:
1) Rate Levels
2) Carrier Name
3) Complaint Procedure
Quality of Service
a. Operator Response Time
b. Call Processing Time
Complaincs
a. AOS Providers Involvement
b. LEC Involvement
c¢. PUC Involvement

d. FCC Involvement

e. LEC Adjust Bills if B&C

14

YES

712
a1z

572
862
582
792
322
552
612
142

642

85%

97%
972

402
892
792
672
892
582
912
1002
882

NO

22
6%

16Z
X 4
312
142
642
112
14%
792

&z

92
3z
182
112

212

. 4%

82
392
92

62

Should there be state PUC regulatios of AOS providers in the

OTEZR

27%
132

27%
7%
112
7%
42
342
252
72
322

62

332

292
3z
3z

62




TABLE 1V-2

NON-REGULATORY AGEMCIES' RESPONSES TO

POLICY QUESTIONS (PERCENTAGE)

QUESTION: Should there be state PUC regulation of AOS providers iao the

areas of:

Public Safety
"0-" Calls to LEC

Rate Level
a. Approval Required
b. Range of Rates
c. Price Cap
d. | Nsational Rates
Billing
a. LECs Bill
b; Disconnect for Non Pay
Customer Notification
a. Should a Notice Include:
1) Rate Levels
2) Carrier Name
3} Complaint Procedure
Quality of Service
a. Operator Response Time
b. Call Processing Time
Complaints
a. A0S Providers Involvement
b. LEC lnvolvement
C. PUC Involvement

d. FCC Ianvolvement

e. LEC Adjust Bills if B&C

YES

952
68%

657
732
71%
622
82
65%
712
473
952
84Z
1002
1002
672
942
932
942
852
352
1002

1002

952

NO

212
22
202
292
382
922
182
182
413

412

112
222
62
72
152

602

5%

OTEER

52
112

182

72

18%
122
122

122

52

11%

62
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V. CONCLUSIONS AND RECOMMENDATIONS

The Task Force's review of the informational data dealing with
complaints highlighted the need to focus on rate regulation of AOS
pro&idcru. The Task Force concluded that many of the other types of
complaints, i.e., customer notification, quality of service, billing, etc.,
are byproducts of the pricing of AOS services.

Concerns of the Task Force were that the pricing to the end user of
AOS services are not market driven as other “conpntitivo"
telecommunications services and that the end uger and the customer are not
usually the same entity.

In recent years, the trend of “"national” telecommunications regulation
for competitive services is toward deregulation and detariffing. Economic
theory has been the major impetus for daveloping this policy, on the
assumption that the pricing of services are "controlled” by competition in
the marketplace rather than through regulation. However, with AOS services
being marketed to a transient and many times a "captive" customer, there
are no e;onomic safeguards to provide protection to the end uger. A
typical example is a hotel/motel subscribing to AOS service with the
transient customer accessing the A0S operator via the hotel/motel
telecommunications sytea. In many situsticns, this customer would mot have
any alternative other than completing the call via the A0S provider and,
therefore, is "captive" to the choice of the hotel/motel.

If the end user had a freedom of choice via equal access to any
operator provided service, éo-pctitivc pricing would be accomplished and
there would be good reason to consider detariffing and/or deregulation.
Hovever, given the current reality of the service, i.e., that the customer,

who subscribes to the service, is not necessarily the user of the service,




the Task Force does not believe this industry is ripe for such deregulated

or detariffed classificstion.

Given that pricing of AOS services vas the focus of the majority of
the complaints, and the other concerns smsatiooed above, the Task Force
recommends the following guidelines be cousidered and established by
resolution (see Section VI) approved at the NARUC Summar Meetings in July,

1988, in San Diego, California:
PROPOSED NATIONAL CERTIFICATION GUIDILINES

As reported previously io the Summary section on regulatory agencies'
certification, the majority of the states have reported gome form of
certification rcquixcne;t for AOS providers. Since AOS providers are
offering their services throughout the nation, the Task Force recommends
pational guidelines be adopted to aid states with certification of AOS
providers. The Task Force realizes that this recommendation may be moot in,
some jurisdictions where legislation preempts the regulation of AOS
providers. The Task Force proposes guidelines wvhich require A0S providers
to:

1. Submit proof of articles of imcorporation.

2. Show financial ability to support proposed service offerings.

3. Show technical ability to support proposed service offerings.

4. Provide type of services to be offered.

5, Dcnonntraﬁc that proposed service is in the public interest and a

need for the proposed service exists.

6. File tariffs on rates of services to be provided.




ZROPOSED NATIONAL POLICY GUIDELINES

The Task Force recommends that individual states adopt the following

guidelines where applicable, and tailor them to their specific needs:

1.

Public Safety.

Abssnt the ability of the AOS provider to re-route emargency
calls at all locations back to the originating local network in a
timely feshion, the Task Force recommends that all O minus (0-)
calls should be directed to the LEC.

Rate Levels.

Because most complaints about AOS providers relate to excessive
rates, and since the Task Force believes that this industry is
lacking in the competitive/economic inceatives which generally
have provided for consﬁmer safeguards, this Task Force recommends
that the regulatory agencies regulate the AOS provider's rate
levels to insure that the A0S providers do not engage in the
practice of wunjust, unreasonable, or unduly discriminatory
pricing.

Billing.

Given the above Task Force recommendation om regulating rate
levels, it is the consensus of this Task Force that complaints
due to discomnect of local service for nonpayment of excessive
ACS charges would be reduced dramatically and, therefore, the
Task Force has no specific recommendation regarding billing
practices.

Customar Notification.

The Task Force recommends that the A0S providers: (1) post and

display in prominent fashion the name of the AOS provider and



detailed compiaint procedures; (2) that the operator pre-anncusnce

to the end user the name of the A0S provider; and (3) that all
operstor service providers have the ability to, upon rsquaest,
verbally quote rates.

Quality of Service.

The Task Force recommends that, where applicable, AOS providers,
at a minimum, meat established state/nationsl guidelines for
operator provided services dealing with but not limited to
operator response and call processing time. In addition, the
Task Force recommends that the Staff Subcommittee on Talephone
Service Quality 4investigate and develop wminimum techsical
standards for interconnection and transmission quality.
Complaints.

Since A0S is a wmulti-jurisdictional 4issue, the Taszk Force
recommends that the federal and scate regulatory agencies work
wifh AOS providers to resolve complaints. Furtharmore, to the
extent that LECs are involved in the billing process, thsy too
nead to work jointly with AOS providers in the complaint process.
It is the position of this Task Force that the A0S providsrs must
take the responsibility to =zet up complaint procedures and
establiish interagency relations in each of the statas in which

they are providing services.

The Task Force further recommends that a procedure for monitoring the

AUGS industry, 4including tracking the consequences of the national

guidelines this Task Force proposee, be desveloped.
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WHEREAS,

WHEREAS ,

WHEREAS,

WHEREAS,

RESOLVED:

RESOLVED:

VI. RESOLUTION
Adopting Recosmended Standarde for
Altarnative Operztor Services (AO0S)

The National Association of Regulatory Utility Commissioners hae,
since the enactment of the Comrunicatioss Act of 1934, been &
strong proponent of state policies to deal with telephons
service; and

The divestiture of AT4T end introduction of competitionm has
alloved the proliferation of nev services and new providers of
existing telecommunications services; and

The introduction of new providers of operator services has
occurred; and

The new providers of operatcr services provide credit card
calling, operator handled and basic operator services to various
locations such as hotels, motels, public telephones and other
such locations, and are cosmonly referred to as Alternative
Operator Servicss (A0S); and

The nev providers of operator services charge different rates
than the rates charged by regulated local exchange carriers and
interexchange carriers; and

A recent NARUC aurvey of the opinions of state regulators, the
FCC, and the telsphone industry on AOS &nd legislation has been

completed; and

The A0S industry has generated & number of consumer concerns;
now, therefore, be it

By the National Asociation of Regulatory Utility Commissioners
assembled in its Summer Meeting in San Diego in July, 1988, that
the A0S industry be regulated in accordance with the following
get of aminimum national certification guidelines and that, as a
condition of certification by a state regulatory agency, an A0S
provider be required to:

1. Submit proof of articles of incorporation.

2. Show financial ability to support proposed service
offerings.

3. Shov technical ability to support proposed service
offerings.

4., Describe type of services to be offerad.

S. Demonstrate that proposed service is in the public interest
and a need for the proposed service exists.

6. File tariffs on rates of services to be provided.

and be it further

That the following regulatory guidelines for the AOS in&ustty be
adopted in the areas of:




RESOLVED:

RESOLVED:

Sponsored
Committee

Date:

1. Public Safety.

That, absent the ability of the AOS provider to re-route &ll
emergency calls, at no charge, back to the originmating local
network 1o & timely fashion, all O minus (0-) calls shouid be
directed to the LEC,

2. Rats Levels.

Thet, state regulatory agencies regulate the AOS providera’ rate
levels to insure that the A0S providers do not engage in Che
practice of unjust, unreasonable, or wunduly discriminmatory

pricing.
3. Custcomer Notification.

That, the A0S providers: (1) post and display in prominsat
fashion the name of the A0S provider and detailed complsint
procedures; (2) have the operator pre-anncunce to the end user
the name of the provider handling the call; and (3) upon request
verbally quote rates.

4. Quality of Service.

That, wvhere applicable, AOS providers, at a minimum, meet estab-
lished state/national guidelines for operator providsd services
dealing with but not limited to operator response and call
processing time.

5. Complaints.

That, the federal and state regulatory agencies work with AOS
providers to resolve complaints. Furthermore, to the extent that
LECs are involved in the billing process, they too need to work
jointly with A0S providers in the complaint process, and that the
AOS providers take the responsibility for setting up complaint
procedures and establishing interagency relations with each of
the states in which they are providing services, and be it

further

That the Staff Subcouwmittee on Telephone Service Quality be
directed to evaluate the need for minimum technical standards for
interconnection and transmission quality, and be it further

That the NARUC Committee on Communications establish monitoring
procedures for the AOS dindustry which d4include tracking the
effects of these guidelines on the services previded to the
general public by AOS providers.

by the
on Communications
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Commissroners

LLAM D STEINMEIER t t 1 { ! isst BERT ) SCRIBNER
1L D STEINMEIE Wissouri Public Bervice Commission RoBERT ) scrin
CHARLOTTE MUSGRAYE HARVEY G HLBBs
S HENDREN POST OFFICE BOX 360 sevretany
OOAEE W HISCHER JEFFERSON CITY. MISSOUR! 65102 VARY ANN YOLNG
314 781-3234 General Counsc!

MEMORANDUN

TO: State Regulatory Commissions
Aten: Telecommunications Section
Federal Communications Commission (FCC)
State Utility Consumer Advocates
State Telephone Associations

FROM: - Staff Subcommittee on Communications
State Issues Task Force Studying Alternative Operarive Services (A0S)

Paul Pederson (MO PSC), Howard Bradshaw (MI PSC), Diane Hockman
(OH PUC) ‘P(

DATE: March 25, 1988

. 75/
STAFF CONTACT PERSON: Paul Pederson, Missouri PSC (314) G&T=7027

Please find attached a ghort questionnaire on Alternative Operator Services
(A0S). At the NARUC Winter Meeting in Washingtom, D.C., the Staff Subcommittee
on Communications/State Issues Task Force decided to study seven (7) areas of
concern, including the regulation of A0S providers, and report back to the Staff
Subcommittee on Communications at the Summer Meeting in San Diego, California.

Should you have any questions or couments, please contact Paul Pederson.
We ask that your organization respond to the questionnaire and return it by
April 22, 1988. Thanks for your assistance.

Return form to:

Missouri Public Service Commission
Attn: Paul Pederson

P.0. Box 360

Jefferson City, MO 65102

/1lm

Attachment




AOS
INFORMATIONAL DATA

Has your state received any comment(s) and/or complaint(s) regarding A0S
providers related to:

A)
B)
C)
D)

E)

Public Safety (inability to handle emergency calls)

Excessive Rate Levels

Disconnect of Local Service by LEC due to AOS non-payment

Provision of services by AOS provider without customer notification or

customer knowledge.

Quality of Service
*(i.e., incompleted calls, directory information. operator
assistance, call processing time)

If the answer to any part of Question 1 is yes, please provide:

1) number of complaints in each category, and details of
complaint(s)
2) indicate whether complaint(s) involved a:

a) COCOT Payphone

b) Hotel/motel phone
c) Hospital phone

d) University phone
e) Airport phone

f) Other

Please provide copies of any orders, rules, or investigations which relate
to A0S providers in your state.

A)

B)

C)

Does your state require AOS providers to file for a certificate of
public convenience and necessity or other authorization to operate?
List all AOS providers, with addresses, which have requested
certificates of public convenience and necessity or other
authorization to operate in your state.

List all AOS providers which have received certification.

If your state has certificated any AOS providers,

A)

B)

Explain vhat was required of AOS provider(s) to obtain certification;

and
Explain how and to what extent your commission will regulate

certificated AOS providers on an ongoing basis.




AOS
POLICY QUESTICN

Should there be state PUC regulation of AOS providers in the area(s) of:

A) Public Safety (emergency dialing) Yes No O

If Yes: Should "0-" calls be directed to the LEC instead of the AGS provider?
Yes [ No O

Please provide other suggestions on how the A0S providers' inability to
handle emergency calls should be addressed.

B) Rate Levels Yes O No O]

If Yes: a) Should the AOS be required to get approval of its rates and
charges? Yes No

b) Should a range of rates be considered? Yes [J No OJ

c¢) Should "price cap" rates (based on comparable intrastate tariffed
operator-aseisted rates) be considered? Yes a No

d) Should consideration be given to an AOS-provided "national rate
(not state gpecific)? Yes (] No O

Other Comments:

C) Billing Yes(d No [J
If yes: a) Should LECs do the billing for AOS providers? Yes (J Noe O

b) Should LECs be authorized to disconnect end users' local service
for nonpayment of AOS charges? Yes a No

Other Comments:




D) Customer Notification Yes J Noe OJ

If Yes: a)

Should the notice include:

1) Rate levels? Yes OJ ¥o O
2) Name of carrier? Yes O ¥o (O
3) Complaint procedure? Yes{J No O
4) Other cozments:

E) Quality of Service Yes[] No OJ

If Yes: a)
b)

Other Comments:

Should there be operator response time requirements? Yes 0 No OO

Should there be call processing time requirements? Yes O No OO

F) Complaints Yes OJ No O

If Yes: a)

b)
c)
d)

e)

Other Comments:

Should the AOS providers be required to deal directly with
customer complaints? Yes [J No

Should the LEC be imvolved in customer complaints? Yes [J No OJ
Should the PUC be involved in customer complaints? Yes(J No (]

Should the FCC be involved in customer complaints regarding
intersizte calls? Yes [J No [J

If the LECs are allowed to be billing agents for the A0S
providers, should they be allowed to make adjustments to the A0S
charges due to customer complaints? Yes (0 No

State

Agency/Company
Person Responsible for Answering Questionnaire

Date Questionnaire was Completed
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STATE-SPECIFIC MATRIX SUMMARY
A. Regulstory Agencies

B. Non-Regulatory Agencles
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SUMMARY OF WRITTEN COMMENTS TO QUESTIONNAIRE

A. Reguiatory Agencles
: B. Non-Regulatory Agencles
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5747 #ND FEDERAL REGULATORY AGENCY COMMENTS

NG? HECESSARY, OME AQS COMPANY DEVELOPED SOFTWARE TO HANDLE
THE 911 CALLS. & QUESTION TO BE PESOLVED. :

NOKE NEEDEL 50 LOM6 55 0 HINUS CALLS HOT FOLLOWED Ev ADDITICNAL
BIGIT5 GIALED BY THE END USER WITHIN 5 SECONDS, ARE DIRECTLY
FOUTED 70 THE LOCAL COMFANY OPERATOR, SUBJECT TC COMMISSIOR VOTE)

THE CCMMISZION 15 CHRRENTL: FORMULATING ITS FOLICY WITH RESPECT TO ACS
FROYIDERS. THE ANSWERING OF POLICY QUESTIONS AT THE PRESENT TIME WOULD
B FREMATURE.

STAFF FOLICT--A05 PROVICERS SHOULD BE FROMIBITED FROW USING THE "0°
KEy PAD SYnBOL.

THE BORD ka3 TAKEN ND FOSITION ON THIS WATTER.

UNTIL 5UCH TIAE THAT THE NEW WAMPSMIRE COMMISSION BEGINS AN INVESTIGATION
OF A0S PROJECTIONS OF POS3IBLE 405 POLICIES CANNCGT BE MADE.

SEE CNFY OF AMENDED IRDER REBARDING THIS,

ALL G- &ND IKTRALATA "0+ CALLING SHDULD BE SENT TO AND

HEMDLES BY THE LECs. THIS wOULD ELIMINATE PROBLEMS ASSOCIATED
UITH &GS PROVIDERS MANDLING EXERGEMCY CALLS. A0S PROVIDERS SHOULD
BE ACCESSED By DIALING *00". JUST AS OTHER INTEREXCHANGE CARRIERS
#RE ACCESSED.

DESIGNATE SOME OTHER NUMBEK O THE DIAL AS THE EMERGENCY HUMBER
IN AN ESCHAHGE.,

PUC HAS JUST LAUNCHED ITS FDRMAL INVESTIGATION IKTO THE PROVISION OF ADS
SERVICE: WO FORMAL POLICIES HAVE BEEN ENUNCIATED AT THIS TIME.

THERE ShiJLD BE NO REQUIREMERT THAT A0S PROVIDERS DIRECT ALL *0-° CALLS T0
LEC. HCWEVER, ADS PROVIDERS SMOULD BE REQUIRED TO WANDLE EMERGENCY CALLS.

405 PEOVIDERS SHOULD BE CERTIFIED BEFORE THEY CaM PROVIDE OPERATOR SERVICES

T0 THE PUBLIC., AQS PROVIDERS THAT FAIL TO PROVIDE EMERGENCY SERVICES PROPEFLY
SHOULD BE SUBJECT TO STRINGENT PENALTIES. FAILURE TO PROPERLY HANDLE
EMERSENCY CALLS COULD BE A GROUND FOR REQUIRING *-* CALLS TO BE DIRECTED

10 THE LEL.

10 FEGUIRE ANOTHER FORM OF L1617 ACCESS (DTHER THAN ®0°) TO A0S
FRGYIDERS. THIS WOULD ALSO SUBSTANTIATE THE PRESENCE OF AN AQS
V14 Diai 1NG INSTRUCTIONS FOR NON-EWERBENCY SITUATIONS.
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PUBLIC SAFET/

COMRENRTS LONT'D.:

Tennessee:

Te.a5:

Hashington:

West Virguaial

WizlOnsIn:

WE HavE KOV NMADE & DETERMINATION ON THI5S ISSUE.

THE FUC OF TEXAS ONLY RESULATES DOMINATE CARRIERS OF TELECOMMUNICATIOMS
SE8VICE. 4055 ARE TREATED AS RESELLERS OR INTEREXCHANMEE CARRIEWS
THEKEFORE. UNLESS MANDATED BY THE LEGISLATURE THE REGULATION OF

5406s GRE BEOND PUC JURISDICTIOR. [N STATES WHERE CERTIFICATION

13 KEQUIFED A05s SHOULD BE KEDUIRED TO SWOW THAT THEY HAVE 4

FECHANTSM TN PLACE TO WANDLE EMERGEMCY CALLS PRICR TO CERTIFICATION.

AN ABENCT SUCH A5 THE FEDERAL COMMUNICATIONS COMMISSION OR FEDERAL
TRADE COMMISSION SHOULD OVEKSEE AQS PROVICERS. BUT. iF THAT BURDEM
FALLS UPON THIS COMMISSION. THE POLICY WiLi EE A3 FOLLOWS:

THE COMMISSION 1S CURRENTLY INVOLVED IN A STAFF IWVESTIGATION T0 DETESMINE
L POLICY AND RULES GOVERNING ~0S PROVIDERS. 17 IS EXPECTED THAT THESE
GUESTIONS WILL BE RESOLYEEL A5 & RESULT OF THAT IRVESTIGATION.

Ghi¢ IF THE ANS CANNUT DEMONSTRATE THAT 1T CAN ADEQUATELY HANDLE
ENERGEACY CALLS WITHOUT CHARBE TO THE CALLER.

*j-* CALL5 SHOULD BE ROUTED TQ THE APPROPRIRTE LEC IF THE AQS
CANKOT DEMONSTRATE THAT 17 [aM AKD MILL ADERUATELY HANDLE
EMERSENCY CALLS WITHOUT CHARGE TO THE CRLLER--THE A0S OPERRTCR
SHGULL BE FEQUIRED TO STA¢ WITH THE EMERGENCY (ALL UNTIL THE
CALLER RECHES THE FRGPER ABENLY.

DIRECT RESULATION FROM THE NATIONAL LEVEL SHOULD BE AFFLIED TO
4055 T0 AS3URE FPROPER HANDLING OF EMERGENCY CALLS AND MAINTENANCE
OF &N ACCURARTE DATA BSSE OF EMERGENCY NUMBERS.

BECAUSE THE OPERATOR HANDLING 0F EMERGENCY CALLS 15 LARGELY R LOCAL
1SSUE. THE COMNISSION DOES NOT ANTICIFATE REGULATING RDS PROVIDERS WITHW
BESFECT TO THIS ISSUE.
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FRTE LEVELS
COmRENTS:

wlabingd

welionds

iiliness:

Tod- o=~
indianel

kentuch

“1anzsotas

M133i3515p1¢

Nehrashal

New (UTHS

sizrtn Carclang:

Fenrsvivanias

South Dakota:

IMC3E <RE 0PTIOHS BEINE CONSIDERED AT THIS POINT, BUT
WONE HAVE (ET BEEN ALOFTED.

FLC SHOULS ALSO COWE JF WITH POLICY.
SURIECT 10 COmmIS510M VOTE.

{41 -- WILL FROBAELY ESTABLISH CAP.
v[i -- NEEDS CEILING.

THE COMMIS510K 15 JuRRENTLY FORMULATING IS POLICY WITH RESPECT T0 ADS
£6..]0ERS. TWE SNSWERING OF POLICY GUESTIONS AT THE PRESENT TINE WOULD

BE PREMATURE.
STAFE EGLIIv--UNSURE OF JURISDICTIONAL RESFONSIBILITY.
NIT SUSE OF TWE TEANING OF DUESTION (F.

RATICNAL GUIDELINES--3TATE SPECIFIL.

COPFaNIES ®WILL. AT A& MIRINUN, BE REQUIRED TO FILE & TRIFF OF
LJ3T IF SERVICES AND PRICES.

IF 405 PROVIDER SEEFS TC OFERATE INTRRSTATE RATES SHOULD BE
LEPEDYED AND RESULATED BY THE RESPECTIVE UTILITY COMMISSIONS.

STILL PRUST FILE TARIFF.

UNDES CONSIDERATION, CURRENT TARIFFED RATES ARE SET ON FLEXIRLE
RaTE SCHEDULES.

AN AUS PROVIDER SHOULD BE SUBTECT TO THE RULES AND REGULATIONS

aﬁPLlCRBLE T0 ALL INTERELLHAMGE CARRIERS. [N NORTH CARCLINA,
KESELLERS AFE FEQUIRED TO BE CERTIFIED AND TO CHAKBE SPECIFIC

RATES WHICH ARE SUBJECT TO THE NORTH CAROLINA UTILITIES COMMISSION'S

RPFROVAL B‘C&uSE OPERATOR SERVICES MAVE MISTORICALLY BEEN PROVIDED

BY THE L-u- : ATST UKDER STRICT GUIDELINES FROK REGULATORY

COrMISSICRS, 4 'FRICE CAP* USING THE RATES CHARGED BY ATLT (OR

THE LECs) WOULD KOT BE UNREASONABLE.

THERE SHOULD BE SOME RESULATORY CONTAOL OF ANS RATES TO WININIZE PRICE
GOUBING.
([i -- THIS {5 & POSSIBILITY.

[i -- WE SEE M0 FEATTY T0 CONSIDER A *HATIONAL RATE®.

CUETAMES SHOULD BE MADE AWARE THAT O+ CALLS ARE BEING PLACED BY AN

-t wh

%05 <45 THE PER MIKUTE CHARGE ARD SURCHARGE, IF ANY, SHOULD BE STATED
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RATE LEVELS

ComnENTS QT L.

Tennessee:
Virgina:

Hashangton:

kest Jirdinta:

wiiltasing

%G, ERCEPT UWDER CERTAIN CONDITICNS--SEE ATTACHED ORLER.
CUSTOMESS SHOULD BE TKFORMED OF KO3 RATES.

UNDER JRSHINSTON STATE'S REGULATORY FLECIBILITY AlT. IF & TELECOMMUNICATIONS
COMFANY RECEIVES COMFETITIVE CLASSIFICATION, THEY &RE MO LOWGER REQUIRED 10
SEEN ~FPROVAL FROM THE COMMISSION FOR RATES. RATWER. THEY FILE & PRICE LIST
A1TH THE CCMMISSION.

PHONES WHICH PCUTE CALLS TO &N A0S SHOULD BE MARKED A5 SUCH AND
THE (wLiEF SAOULD RAVE THE GPTION OF SCCESSING THE LEU JPERATOR.

FESELLERS ARE NOT PATE-PESULATED BY THE PSCW. HOMEVER. STAFF
BELIEVES [HLT FEOM COCOTS, ADS SERVICE RATES ARE CAFFED BY THE CEILING
ON C4C07 CHMRBES FOR TOLL. CURRENTLY THE PSLK [GES NOT CAP HGTEL ‘MDTEL

FaTES. BUT LOES REQUIRE NOTIFICATION OF UMARBES.

THE CUMMISSION'S GENERAL PCLICY WITH RESPECT TG THE REGULATION OF NON-DOMINANT
CARIERS. 3UTA A5 KO3 CONPARIES WHICK FROVIDE INTERSTRTE SERVICES, IS T0
FEBULATE SUOw CARRIERS CN A "FORBEARANCE® 3ASIS. UNDER FORBEARANCE TREATMENT.
KON-DOMINANT CARRIERS NEED NOY OBTAIN THE COMMISSION'S AUTHORIZATION 190

SPERATE AXD ARE NOT REQUIRED 7O FILE TRRIFFS DUTLIRING THEIR RATES AMD
PRAITICES.  THESE CARRIEKS REMAIN. HOWEVER. SUBJECT T THE STATUTORY REQUIREMENT
THAT THEY CHARGE JUST AND REASONKELE RATES, AND ENBAGE IN MO UNREASOMABL Y
DISCRIMINATORY PRICING. IN QDDITION. SUCH CARRIERS ARE SUBJECT TD THE
CORRISSION'S CONFLAIHT PROCESS PURSURKT 10 SECTION 2.8 OF THE COMMUNICATIONS
wiT. SEE ANEWEFR TQ GUESTION F,

& NOW-DOMIKANT CRRRIER PROVIDING INTERNATIONAL SEFVICES 15 REGULATED ON &
*STRERMLINED® BARSIS. STREAMLINED CARRIERS MUST FILE TARIFFS TO BECOME
EFFECTIVE OR 14 DAYS™ MOTICE. WHILE STREAMLINED CheRIERS APE WOT REQUIFED YO
SUENIT EXTENSIVE ECONGMIC CDST SUPPCRT MATERIAL AMD THEIK TARIFF FILINGS ARE
PEESUNED LAGFul . THEY ARE ALSD SUBJECT TQ THE SECTION 248 COMPLAINT PROCESS.

SEE ANSWEF TO QUESTION a.Ei.

THE COMMISSION HAS WADE NO DETERMINATION UNETHER 7O ALTER 175 GFNERAL FPULICIES
UIT4 RESFECT TJ THE KESULATION OF RATES CHARGED Ev ADS PROVIDERS. TKE
COniIS510N 13 CURRERTLY GATHERING INFORMATION. AS KOTED IN KESPONMSE 10

DUESTIO% = <BOVE. AND MAY REVIEM ITS FOLILIES FGLLOWING REVIEM OF THAT DATA,
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COMMENTS:

08 VR H

.l e ep e
mrhangas:!

califormas

Florida:

AP
lagisne:

faine:

r.chigan:

liew Hadpeht

b
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LEC TELCG CakNGT SISCONMECT LDCAL SERVICE FOR NON-PAYMENT OF KOH-REGULATED
SERVILE.
CONTIHUED BILLINS FOR A0S FROVIDERS BY THE LOCAL EICHANGE CHRRIERS 1S

AN GKES WHIZH WILL PROMULGATE CONTINUED CUSTOMER CONFUSION. I
Rav BE DE3IFABLE FO® THE LEC TG BILL FOR THE A0S FROVIDER IF BILLiNG

5 NGT DONE UNDER LEC BILLING COVER.

THE <MSHE® 73 4 AKD B ARE WAYBE. ODEPENDS OK PROCELURES FOR CUSTONER
T3 wavE INGuIRIES REVIEWED.

SUBJECT 10 COMMISSION ACTIVITY. NO DISCONMECT SHOULD BE ALLOWED
UNLESS &8C UNTIL THE AOS BILLING ACCURACY IS ACCEPTABLE TO THE CORKISSION.

Mot MOT RAVE &UTRORITY IN THIS AREA.
LON'T Chke.

WISSION 1§ CURFENTLY FORMULATING TS POLICY WITH RESPECT T0
DERS THE ANSWERING OF POLICY QUESTIONS AT THE PRESENT TIHE wOULD

-t

HE {
GS E

LM
PREMATY

Ll
ROV
4.1

U‘:)

STAFF FOLICY--4DSs SHOULD FOLLOW THE SAME GUIDELINES A5 THE 1XCs, IF THERE
15 & NEGOTIATED EILLING ~ND COLLECTION CONTRACT.

FILLING AND COLLECTION 1S DEREGULATED IN T0Wa.

SFTEE ACS 1S AUTHORIZED TO PROVIDE SERVICE. LECs SHOULD NOT BILL FOR

i 1AL TAT WAS NO CERTIFICATE OR AUTRORITY T0 ORERATE.

AGAIN. ONCE &% *A05* 1S CERTIFIED OR AUTHORIZED, 1T HAS THE SAME

FIGHTS AND FESFGHSIRILITIES A5 AWY 13C. ¢I'N OF COURSE NOT SUGGESTING
THAT AN 605 BE CEPTIFIED WITHOUT A CAREFUL REVIEW GF ALL OF ITS PRACTICES,
&ND ITS FITHESS TQ SERVE.)

HL: IF 05 PROVINERS AYE SPECIFIC INTRASTATE AUTHORITY. STATES SHOULD HAVE

THE FIGHT TO FEVIEW THE DISCOMNECT FOR INTERSTATE CHARGES. IF THE A0S
CHARGE 15 CLEARLY E(TRBITANT THEN DISCONNECTION SHOULD NOT BE ALLOWED.

OKLY I A0S I3 STATE REBULATED.
STILL MUST FILE TaKIFF,

BILLING FOR A0S SHOULD EE By THE LEC ONLY FOP STATE CERTIFICATED ADS
GPERATIRS

UNTIL 5UCH TIiME THAT THE NEW HAMPSHIRE COMMISSION BEGINS AN INVESTIGATION
oF 425 FROTECTIONS OF POSSIBLE AOS POLICIES CANNOT BE MADE.
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WHEN THE CUSTOMER HAS KD IDEA MHC THE OPERATGH 1S WHY SHOULD LEC EE
ALLOWED TO DISCONNECT. THE CUSTOMER THINKS THAYT IT IS THE LEC (BOC) BECAUSE
T 15 0n THE LEC BILL.

MANY 05 COMFANIES ARE PROVIDED BILLING SERVICES THROUGH NEW YORK
TELEFHCNE ConPANY’S P.5.C. NO. 913 -- TELEPRONE.

#d FCSITION HAS BEEN FORMULATED ON THIS QUESTICH.

ime == LECz :HCULD NOT BE REQUIRED TD DO THE ZILLING FUR A0S PROVIDERS. w0S
FRNVICERS SHOULD BE GIVEN OPTIONS COMCERNING WHITH BILLING AKRAMGENENTS
nit BEST FOF THEM.

‘Bi -- LECe SHOULD WOT BE AUTHMORIZED 10 LISCORNECT END USERS® LUCAL SERVICE
FOR NON-FAYMENT DF AJS LHARGES IN AREAS WMERE TOLL RESTRICTION 15 PCSSIBLE.

SINCE &~ DISPUTE OR WAIVEE OF & CHARGE CANMOT BE SETTLED BY THE LEC (MHO DOES
HOT tavE THAAT AYTKORITY), DISCONNECTION FOR NON-PAYNENT SHOULD NOT BE
#LLGRED Br THE LEC UNTIL SUCH TIME #S THE OFERATING COMPANIES DO HAVE THIS

RESPONSIRILITY.

SEE ~TTRIHED ORDER.

[F CTWTRACTED FOR THE SERVICE. THIS SHOULD RE HANGLED SIMILAR 10 97
SEF-!EE WHERE THE TELEPHONE COMPAN: I5 NOT PERMITTED TO DISCOMMECT &
CALLER’S BASIC LOCAL SEFYICE FOR NOM-PARYMENT OF A0S CHARGES.

THIS ONL APFLIES RHEN THE PROVIDER IS CERTIFICATED.

£ COIMMISSION IS CURPENTLY INVOLVED IN & STAFF IMVESTIGATION TO DETERMINE
n FOLILY AND PULES GOVERNIMG AO5S PROVIDERS. 1T 15 EXPECTED TMAT THESE
QUESTIGNS W4ILL BE RESOLVED AS A RESULT OF THAT INVESTIGATION,

tECs SHOULD TEASE BILLING FOR AOSe WHICH OVERLY YIOLATE STATE FSC
RULES ANC 4GS TARIFFS,

FEVISITING THE ISSUE OF DISCOGHKECTION OF LOCAL SERVICE FOR
KON-FaNENT oF TOLL. UNDER CURRENT RULES DISCONNECTION OF LOCAL SERVICE
15 «LLTW4ABLE FUR NON-PAYMENT OF TOLL. IN PRINCIPLE THE PSCM WS STATEL
THAT LOCAL SERVICE SHOULD NOT BE DISCONMECTED FOR NON-FAYMENT OF TOLL
10F 57 CHARGES, HOMEVER, THE PRACTICA! AND TECHMICAL ISSUES ARE

BEIN: REINVESTIGATED,

THE P5CH 15

Call BLOCKING INTOD THE TOLL NETNGRK SHOULD BE PROVIDED BY THE LECs RATHEF
THAN

OISCOMNECT FiR NON-PAYMENT
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BIILING
CONnENTS CONT'L,:

THIS COMMISSION TAKES NG POSITION WITH RESFECT TO WHETHER LECs SHOULD PERFORK
BILLING AND COLLECTION SERVICES FOR ADS PROVIDERS. THE COMNISSION HAS
PEQUIFED LECs TO DETARIFF INTERSTATE BILLING AND COLLECTION SERVICES FOR
INTEREXCHANGE CARRIERS, EFFECTIVE JANUARY 1, 1987, THE COMMISSION, HOWEVER.
DELA/ED THIS DETARIFFING REGUIREMENT WITH RESPECT TO THE RECORDING FUMFTION.
SEE QETARIFFING OF BILLING AMD COLLECTION SERVICES, CC DOCKET m0. 85-88,
102 FCC 24 1350 (1986) (DETARIFFING ORDER). THE CONMISSION STATED I THE
DETARIFFING ORDER TRAT LECs WILL BE REQUIRED TO CONTIMUE 1O OFFER RECORDING
SERVICE TC ALL INTEREICWANGE CARRIERS UPDN RFASONABLE REQUEST THROUGM 1989 OF
UNTIL THE EQUAL ACCESS CONVERSION PROCESS HAS BEEN COMPLETED, WHICKEVER IS
LATER. SEE ATTRCHMENT 5. DETARIFFING ORDEK. PARA, 45. WE NOTE THAT, UMDEK THE
MQDIFIED FINAL JUDSHENT (MWFJ), A BELL OPERATOR COMPANY {ROC) THAT PROYIDES
BILLING AND COLLECTION SERVICES TO AHY INTEREXCHANGE CARKIER MUST ALSO PRCYVIDE
THESE SERVICES TD OT:Ek INTEREXCHANGE CARRIERS. SEE ATTACHMENT 7, WFJ,
~FPENDIY B SECTION (£)€2),
By -~ THE COMMISSION TAxES NO POSITION WITH RESPECT TO NHETHER A LEC MY

DISCONNECT A CUSTONER’S LOCAL SERVICE FOR NON-PAYMENT OF AQDS CHARGES.

THE COMMISSION WaS DEFERRED TO INDIVIDUAL STATES THE I3SUE OF WHETHEFR

LOCAL SERVICE CUTOFF FOR NOM-PAYMENT OF ANY INTERSTATE CHARSES

SHOULD BE PERMITTED. SEE ATTACHNENT 5. DETARIFFING ORDER.

FARARS. S1 AND S2.
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CUSTONER
HOTIFICATION
COMMENTS:
NI W&E NOT COME TG & CONCLUSION ON TAls.
Arkarsas: THE PROCEDUKE FOR ACCESSING ANOTHER COWPANY'S OPERATOR 1§ DESIRED BY
THE END U3EF v
Floridat SUBIECT TO COMM}55108 VOTE.
[dahos SEE RULE HC. | ATTACHED ORDER.
I1lino1ss THE COMMIS5I0K 15 CURRENTLY FORNULATING IVS POLICY WITH RESPECT TO AOS
PEOVIDERS. THE ANSWERING OF POLICY QUESTIONS AT THE PRESENT TINE WOULD
HE FREMATURE.
Ingisne: STAFF POLICI -- AHIQUNCERERT SHOULD BE GIVEM AT BESINNING OF CONTRACT,
AND CARRIER NAME AND ADORESS SHOULD BE POSTED.
fangast LESPONSES ~BOVE BASED ON THE FACT5 THAT: (1) THE OPERATOK SHOULD
, EXPLICITLY IGENTIF¢ THE AOS PROVIDER AT THE BEGINNING OF THE CALLS
2 .2) IF RATES EACEED COMINANT CARRIERS™ RATES, THIS SHOULD BE
{1v. GENERALLY NCIED AMD &FFIXED TO PAYPHONES OR NOTEL, ETC. PHONES.

ventuchee A
7

SUMING THAT A0S COMFANIES APE REQUIRED TO CHARGE REASONABLE PATES,
1

415 ARER OF CONCERN SHOULD TAKE CARE OF ITSELF

8y REQ’T 70 CFERATOR.

PR
Pichagan:

hebiashas CHARGES EE AVAILABLE UPON REBUEST.

he.:le: FOR RATE LEVEL CUSTCMER SHOULD BE NOTIFIED AT TINE THE CAIL 15 PLACED
THal RATES COULD BE SIGNIFICANTLY MORE THAN ATT OF ASSISTANCE.

UNTIL SUCH TIME THAT THE HEM HANPSHIRE CONMISSION BEGINS AH
INVESTIGATION OF 405 PROJECTIONS OF POSSIBLE AOS POLICIES CANNOT

BE MALE.

Ken HaapshiTe:

405 MUST USE AN ACCESS CODE OTHER THAK 2ERO -- THIS NAY THE END USER

Hew Jersey:
HAS NADE A CONSCIOUS DECISION TO REACH THE AOGS.

UNDER CONSIDERATION. COCOT FROVIDERS MUST POST CERTAIR INFORNATION
M THEIR SETS -- SEE ATTACHED.

e fuThe

Herth Carolinas NO POSITION HAS BEEN FORMULATED ON THIS QUESTION.

(1) == &1 & MININUM, THE NOTICE SHOULD STATE THAT A0S PROVIDERS’ RATES MAY
GIFFER FROM THE LECs AND OTHFR INTEREXCHAWGE COMPANIES.

i37 -- THE NOTICE SHOULD OUTLINE CLERRLY CUSTOMER COMPLAINT PROCEDURES.
4LS0, THE NOTICE SHOULD INCLUDE & PHONE NUNBER THAT CUSTONERS CAN CaLL

16 FILE COMPLAINTS.

Fenrsolvanial
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LUSTCHE®
NOTIFICATION

CONMENTS CORT L.

Tenikssze!

Virginiae

west VirQinlas

dizIonsing

H.osinge

o

rLLs

(GCCTs &RE PEQUIREC 10 POST NOTICE THAT LONG DISTANCE RATES ARE NOT
KESULATED 44D TO PROVIDE DIRECTIONS FUR MANING COMPLAINTS, WE DO NOT
FEQUIRE SuCH NOTIFICATION FOR HOTELS, HOSPITALS. UNivVERSITIES, EIL.,
RHO USE Al RDS.

UE 4FE NGT SUFE HOM THIS COULD BE ACCOMPLISHED.

NOTICE 5WOULD BE PROVIDED REGAKDING HOW TO REACH THE LEC OPERATOR.

COMPLAINT PROCEDUKE NOTIFICATION KOT WECESSARY IF BILLING IS DONE BY
LECs OF CPEDIT CARD BECAUSE DISPUTE PROCEDURES CAN BE PURSUED ACCORDING
10 THE ST&MDARD PROCEDUFES.

SMOULD POSSiBLY INCLUDE EMERGENCY CALL PROCEDURES IF NOT SHOWN ELSEWHERE.

THE COMMIS31a% STAFF 1S CURRENTLY BATHERING INFORMATION REGARDING YHE TvPE OF

NOTICE CUSTOMERS SHOULD RECEIVE, THE COMMISSION STAFF IS CONCERNED BY THE

APFARENT LACK GF EFFECTIVE NOTICE CUSTOMERS CURREMTLY RECEIVE. THE
~0iNISSINN STAFF IS IN THE PROCESS OF OBTAINING INFORMATION FROM A0S
COPPARIES REGARDING THE NOTIFICATION PROCEDURES THEY USE AND HOW THEY

HANDLE CANSUMER COMFLAINTS.

SEE ATTACHMENT 2.

THE COMMISSION HRS ALSD

1SSUEL & CGNSUMER INFORMATION BULLETIN TO INCREASE CONGURER ANARENESS OF

A0S FROVIDERS.

SEE ATTACHMENT 3.
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QuALTTY OF
SERVICE
COnnERIS:

nlabada:

CIRNITH
California:

Flerida:

besrqial

illineise

Indiana:

w
e

§a:,2838

HISS1851pMLS

hew Hadpshire:

New Jerces:

wew ToTh

Norin Carolina:
Kerth Dakota:

FheCe Tcland:

Washington:

diszonging

FCC:

THEY SHCULD BE REGUISEL TO COMPLY TO QUALITY OF SERVICE STANDARDS
LIkE ANY OTHER PROVIDEF OF TOLL SERVICE.

LECs SHOULD REFER COMPLAINTS BACK TO ~0S.

FOLLSW CRITERIA FOR LEC.

fES. IF ChLi3 wRE INTERCEPTED AMD DIVERTED. SUBJECT 7O COMMISSION
VOTE).

FOLLOW NERUC STANDARD.

THE COMNISSION IS CURREMTLY FORMULATING ITS POLICY WITH RESPECT TO 40S
FROVIDERS, THE ANSHERING CF POLICY QUESTIONS AT THE PRESENT TIME WOULD

BE FREMATURE.

THE IURT GOES NOT WAYE ESTABLISHED CALL FROCESSING TINE REGUIREMENTS
IN IT3 RULES AND STAMDARDS.

SHGULD BE COMPARABLE TO INDUSTRY ESTABLISHED STAMDARDS OR NORM.

IF THE ABOVE CRITERIA ARE REQUIRED RY LECs WITHIN THE STATE THEY SHOULD
ALSO BE REGUIRED BY ANY A0S PKOVIDER WHO WISHES TO OPERATE INTRASTATE
OF INTERLATA INTRRSTATE.

UNTIL SUCH TIME THAT THE NEW HAMPSHIRE COMMISSION BEBINS AN
INVESTIGATION OF ROS PROJECTIONS OF POSSIBLE AOS POLICIES CANNOT
BE maDE.

OKDER 3ID ¥OT ACDRESS THIS ISSUE.

UNDER CONSIDERATION,

O POSITION HAS BEEN FORMULATED ON THIS QUESTION,

THERE SHGULD BE REQUIREMENTS IF THESE ITEMS BECOME PROBLEMS.

ONLY °YES®" IF ENERRENCY CALLS WERE ROUTED DIRECTLY TG ADS OPERATOR.
BUT IT IS OUR FEELING THAT *0* EWERGENCY CALLS SHOULD BE ROUTED T0 LEC.

THE COMMISSION IS CURRENTLY INVOLVED IN A STAFF INVESTIGATION TO DETERMINE
# FOLICY ARD RULES GCYERNING A0S PROVIDERS. 1T IS EXPECTED THAT THESE
GUESTIONS WILL BE RESOLVED AS & RESULT OF THAT INVESTIGATION.

THIS ISSUE WILL FLQUIRE FUKTHER INVESTIGATION.

THE COMMISSION HAS NOT RECEIVED ANY COMPLAINTS REGARDING OPERATOR RESPONSE
OF CALL PROCESSING TIME. TWEREFORE, WE DO NOT BELIEVE THERE IS & NEEU FUR
SUCH RERUIRENENTS AT THIS Ting,
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CORELAINTS
COMMENTS:
PHYTITLE
Pelavire:
Flerida:
Ilincts:

indianas

bentachye
flaines
High1gan:t

HiZziESIppll

How Haagshive:

Yew Jarsey:

New 107N

torst Dasotas

Fennselvanlal

THZ PLACE WHERE THE CAIL ORIGINATES SHOULD Ac30 BE IMVOLVED IN THE
COMPLAINT PROCESS.

FUC SMOULD BE INVOLVED IN CUSTOHER COMPLAINTS OHLs FOR INTRASTATE
&GS,

SUBJECT TO COMMISSION VOTE.

THE COMMISSINH 1S CUPRENTLY FORMULATING ITS POLICY WITH RESPECT 10
405 FRGYIDERS. ThE ANSWERING OF POLICY QUESTIONS AT THE PRESERT TINME
4OutD BE FREMATHRE.

STAFF FOLICY -- IF & BILLING AND COLLECTION CONTRACT HAS BEEN
NEGOTIATED. THE LECs SnOULD MEET THE PROVISIONS OF THE CONTRACT UNLESS
THEFE 15 & vIOLATION DF COMMISSION RULES ARD STANDARDS.

WHgH LEC BILLING IS INSULVED.

1F 405 5 REGULATED.

AT THIS TIME 17 15 DUE UNDERSTANDING THAT THE FLC 15 STAYING AMAY FROM
T4E ADS 1SSUE NN INTERSTATE SERVICES, BUT AT SOME POINT IN TINE WE
THIKE THIS SERVICE I5 BOING TO HAVE TO BE ADDRESSED B¢ THE FCC.

UNTIL SUCH TIME THAT THE MEW HAMPSHIRE COMMISSION BEGINS &N
IKVESTIGATION O 405 PROJECTIONS OF PJSSIBLE A0S POIICIES
CANBOT BE MALE.

IN & GHD B, IF AD5 PURCHASES INBUIRY RS PART OF BILLIRG AND
COLLECTION, LEC WILL INTERFACE WITH CUSTOMER OTHERWISE THE ACS SHOULD
SET INVOLVED RITH COMFLAINTS.

Q0UR CUNSUMER SERVICE DEPARTNENT CURRENTLY ACCEPTS COMPLRINTS FOR
40S PFOVIGERS COMCERNING INTRASTATE CALLS.

AN IF THE LEC HANDLES THE A0S’S BILLING AND CCLLECTION AND THE 4QS
AGREES THAT ADJUSTHMENTS ARE ALLOMWED,

{%) == LECs THAT HANOLE BILLING AND COLLECTION FOR AOS PROVIDERS SWOULD KE
LUTHORTZED AMD REGUIPED TO INITIALLY HANDLE CUSTOMER COMPLAINTS AHD HAVE TH
GUTHORITY TO ADIJUST CHARGES. HOMEVER, AQS PRUVIDERS THAT MANDLE THEIR Cuh
BILLING ANC COLLECTION SWOULD DEAt DIRECTLY MITH CUSTOMER COMPLAINTS.

1By -- LECs IWaT MANDLE BILLING AND COLLECTION FOR AOS PROVIDEKS SHOULD BE
GUTHORIZED &MD REQUIRED TO INITIALLY HANDLE CUSTOMER COMPLAINTS ANy HAVE Tk
AUTHORITY TO ADJUST CHARGES. HOWEVER, AOS PROVIDERS THAT HANDLE THEIR CwN
BILLING &NG COLLECTION SHOULD DEAL DIRECTLY WITH CUSTONER COMPLAIRTS.

{E) -- 45 EILLING ABENTS FUR AQS PROVIDERS. LECs SHOULD BE ALLOWED TG NMAKE
ALIUSTRENTS TO ADS CHARGES DUE TO CUSTOMER COMPLAINTS.
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DERESULATED.

3 r5TER 8AS [REATED AT TnE FEDEnnL LIvEi. 1T SHOLE BE
aF o1 TRE FELERAL LEVEL.

S o7 BE REGUIRED TO e ABUTE Di B FIDE DISPUTE.

Mo e

123 TuRRINTLY REGUIFE THE LEC TU =ESoL € DTMPLAINTS &3

P ALY 1]
JSiChhteiai,

WITH TNCoRREN{D PRSM aut PRUVILES

THE . HoT MaNtY LECE 4eVE ELTER:U 1HT0 CUnTRACTS WITH
A035 F .5 7o FEGLIDE BILLING AMD COLLECTION SERVICES TO ADS PROVIDERS.
UNTER TRESH AFFWiEENENTS. LELS BlLL CUSTOMERS FOR w03 CHARBES ON CUSTONERS’

FeSITzi

r
)

£E Dk BUSINESS TELEFHGRS BILLS. THE CONTRACTS ALSD PROVIDE Thk

LFQ: ARHOLE CUSTOMER CUESTIONS REGRRDING A0S CHARGES. FRACTICES “afi

GREATLY

4174 WESFEDT TG WHETMER THE LEC 15 AUTHORIZED 70 ADJUST AGS CMARSES

AFPESEING ON & CYSTORMERS EILL OF IETHER THE A0S COMPANY AIONE IS

AUTHER]
Wil A

LA
w57 ok
~
-

TTED TO ADJUST & BILL. SOME LECs AFE SJTHORIZED TD ADJUST CHARBES

SpECIFIC D0t LAR ARCURT: ADJUSTMERT OF CHARCES ABOVE THIS CHILING
REFZRRED T3 THE ACS COMPati. THE COMMIS50% DOES NOT TAKE ANv

FOSITION &5 TO WHICH CARRIER SHUCLD INITIALL ¢ WANCLE CUSTOMER COMPLAIN'S.

THE €

gt THE 405 PROYIDER SHOULD, HOWEVER, HaNDLE CUSTONER CUMFLAINTS IN

THE FIRST IN3TANLE. 4 COMPLAIRT Mav BE FILED KITA THI5 COMMISSION IF &

CUsSTinE

% ;5 uKaBLE TO KESOLVE THE!® INTERSTATE 2R IHTERNATIONAL CONPLAINT

RITH THE LEC OF THE 433 PROVISEE.

oy --

g o--

THE COmM135I0N 18 RUTHORIZED UNDER SECTION 258 OF THE COMMUNICAT IONS
ACT TO WARDLE COMPLAINTS AGRINST COMMON CARRIERS PROVIDING IRTERSTATE
SERVICES. THE COMMISSINN HAS RECEIVED APERCAIMATELY 38 COMPLAINTS
SGHINGT A0S PROVIDERS COMCERNING INTERGTATE SFRVICES. THESE
COMPLAINTS HAVE BEEN HANDLED IN 4CCORDANCE WITH THE COMMISSION'S
IRFCEMAL COMPLAINT RULES. 47 C.F.E. SECTIONS §.738-1.717.  IREQANATICR
c£20RIBING THESE PRUCEDURES IS ATTACHED. SES ATTACHMENT o. T3 DATE.
ot W05 COMPARIES THAT HAVE RESFONDEL TO {GPLAINTS HAVE CRELITED
CUSTOMER'S RCCDUNTS WITH AT LEAST THE DIFFERENCE EETHEEN WHAT THE:
CHAEGED AND WHAT THE CUSTOMER’S CARRIER OF CHOICE WOUD HASE CHARBFD
FoR THE CALLS.

YHE COMRISSION TAYES WO POSITION WiTe FESFECT TO WHETHER LECs

3rnULC BE ALLOWED TO MAKE ADSUSTHMENTS FOR AOS CHARGES. A5 STATED
EREVICIS (o THE CONRISSION HAS REGUIRED THAT INTERSTATE BILLING

AN COLLECTION SERVICEZ. EXCEPT THE RECORDING FUNCTION. BE DETRRIFFED.
TYEREFGHE, THE KBILITY OF A LEC T2 AQJUST 405 CHARGES 15 A PRIVATE
CouTRACTUAL MATTER BETWEEN THE LEC AND A5 pROVIDER.
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NON-REGULATORY AGENCIES™ COMMENT:

E1TAER PAFE THE RBILITY TO HANDLE EMERGENCY CALLS & CONDITION OF
CERTIFICATION Of DIRECT ALl *9® CALLS TG THE LEC.

kin? D0 VOU MEAN Br OIRECTED? IF & CALL 15 HaNDED OFF T3 LEC TIHE
15 unSTED.

IF AN *0-* [ALL JRIGIRETES AT & PAYSTATION AFFILIATED WITH AN ADS, THE
nﬂ’ COMPANY SHOULD BE REQUIRED TO REGIRECT THAT CALL T0 AN APFROPRIATE
EMERGENC: NUMBER. [IF THE "9-* CaL. ORIBIWATED AT & HOTEL. THE Tatll WOULD
PEOBAELY 60 TO THE HOTEL SWITCWBOARD WHICH SHOULD SE PREPARED TO REDIKECT
1T 70 AN APPROPRIATE LOCAL EMERGENCY NUMBER. IF THE CUSTOMER DIALED "8° AN
(* THE CALL HOULD SC TO THE ADS COMPANY, WHD SHOULD HAVE APPRGPRIATE
EMERGERCY NUMBERS AVAILASLE TO TERMINATE THE CALL TO THE APPROPRIATE LOCAL

EMECEENCY CENTER.

THERE SHOULD BE SOME OTHER MEAWS OF ACCESSING THE A0S OFERATOR - DIAL 3.

FOR EXAMPLE. SO THAT DIALING O MILL ALWAYS GO YO THE LEC FOR PROMPTER, EFFICIENT
ANSWERING OF EMERGENCY CALLS. WHMEN 911 15 EFFECTIVE NATION-WIDE. IT SHGULD
HELP TO SOLVE THIS PROBLEN. 1IN THIS INSTANCE "0° SHOULD BE LIMITED TO EMERGEKC:

OhLe.

PROCESS 31! CALLS THROUGK LOCAL LEC.

NDER STUDY.

9i1 GIALING KUST BE DIRECTED TO THE LEC FROVIDING THE SERVICE. ANY

ADDITIONAL CHARGES R TINE REQUIRED EY AN ADS PROVIDER TO COMPLETE (GR DENY)
THE CALL I5 10 BE COWSIDERED LIFE-THREATENING. CUSTOMERS AND END-USERS EXPECT
T9 BE CONNECTED TO THE APPROPRIATE EMERGENCY DISFATCHER K5 PART OF THE SERVICE,
ANY A0S IHTERVENTION IN THE CaLL COULD RENDER FEATURES OF AUTOMATIC NUMBER AND
LOCATION ILENTIFIER INOPERABLE IF A RE-DIALER I3 INVOLVED.

5EE ATTACHED MATRIX SHEET.

UNLEZZ RESTRICTIONS (LOCATION OF ADS PROGRAMMED INSTRUMENTS, SIGNASE,

CaLL BLOCHING. ETC.) AFFECTED THE POSSIBILITY AND PROBABILITY GF UNINTENTIONAL

403 ~CCESS DURINE ATTEMPTED BONA FIDE EMERSEMCY CALLS. ALL SUCH CALLS SHOULD EE
DIRECTED TO THE SAME LOCAL EMERGENCY SERVICES A5 WOULD CALLS FROM & LOCAL EXCHANGE
TELEPHCNE COMPANY COIN TELEPHOME. SUCR CALLS FROM A0S-EQUIPPED TELEPHOKES

SHOULD BE FREE OF CHARGE TO THE CALLER.
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FipLiC SAFETY

COMNENTS CONTTD.:

Bregor
jrgeendent
Telephone mssn.

teracnt

Teizphone Rssn,

Wissonita
Telephing hssn.

405 S4CULD WAYE 7 DIGIT EMERGENCY NUMBER - NOT USE 911,

HESULATION SHOULD BE IN PLACE RS LONG AS DTHER PROVIDERS ARE REGULATED.
FEDIFECTING *0° CALLS SHOULD NOT BE NECESSARY IF PROPER PROCEDURES FOF
HANDLING EMERGENCY CALLS ARE ESTABLISHED.

THE wSTa OPERATOR SERVICES COMMITTEE HAS NOT DISCUSSED ALL ITERS BELOW.
THEREFORE, WST& 15 UNABLE TO ANSHER ALL QUESTIONS AT THIS TIHE.
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THE FRICE CaP ShULD BE §CLUSIVE OF ALL CHARGES INCLUDING OPERATOR SURCRARSE.
SUBSCRIZER SURCHARSE (1.E.. COMMISSION TO HOTEL. ETC.) AND LOMG-DISTANCE CHAESE
iHCLUDING APPROFRIATE DIS-OUNT PERIGDS: OF, IF THE COMMISSION 10 TWE WATEL, ETC.
SHOULD BE DUTSIDE THE PRICE CAP BUT ONLY IF 1T IS 4 SEPARATE. IDENTIFIABLE CAARSE
PA1D AS FAET OF vOUE AOTEL BILL. NOT vOUR PHORE BILL. 1F & COIN PHONE, THE

GMIINT OF THE CuMMISSION SHOULO BE IDENTIFIED AND THE PRRTY 7O WHOM 17 GOES KaNED.

THEFE 3HOULD ON: BE RATE REGULATION OF ADS PRGVILERS IF THEY AFE FalE

RESULATING &LL OTHER WON-DOMINANT CARRIERS OR RESELLERS.

vi == IF THE PUC 15 REGULATING NON-DORINANT CARKIERS AKD RESELLERS, THE ANSWER
SOULD BE 7E5. IF NG, THE ANSMER IS ND, 1T SEENS T0 NE THAT THE INDUSTRy
1S K3VING FROM KESULATING NON-DORINANT CARKIERS TO DEREGULATING THEK.

tky -- IF THE COMMI55ION 15 RATE RESULATING, THEN THE RATES SHOULD BE BASED
ON THE EEVENUE REDUIREMENTS OF THE NON-COMINANT INTEREXCHANGE CARRIER OR
FESELLER. IF HOT, THE MARKET SHOULD BE THE REGULATOR OF RATES.

1{1 - "FRICE £4F" S4TES AFE 1N ESSENCE & FORM OF FATE REBULATION. EITHER
THERE 13 RETE ZEGULATION OR THERE I5 NQT, [IF THERE IS, IT 15 BASED UPON
THE URIGUE REVENUE REGUIREMENT OF R GIVEN COMPANY,

T+ -- RATES SHOULE BE BASED UPON AN INDIVIDUAL COMFANY'S COST OR EEVENUE
REQUIREMENT.

QUALIFIED -- NOT IF “D® CUSTOMER NOTIFICATIGN IS ADERUATE.
ETE DELIEVES QS PROVIDERS SHOULD BE CERTIFIED.

IF THE A0S SERVICE 15 DEEMED IN THE DEREGULATED AREMS, KD STRICTLY COMPETITIVE.
THE USEF SHOULT BE IMFORMED BEFORE USING THE SERVICE. THAT IT IS & NON-RESULATEL.
PRIVATE SERVICE. 1IF THEY ARE REGULATED, ALL OF THE ABOVE SHOULD BE “YES".

UMDER STUDY.

AUS INTRASTATE RATE 34OULD BE REGULATED JUST AS OTHER INTKASTATE RATES.

‘Br -- BUT ONLY [F WELL PUBLICICED, SUCH AS TIME OF DAY DISCOUNTS, ETC.
10y -- 70 PREVENT PRICE GOUGING. COMPETITION MAY TARKE CARE OF THIS.

SEE ATTACHED MATRIA SHEET,

CINCINKATL BELL I3 NOT ABLE TO AHSWER THESE QUESTIONS WITHOUT SPECIFIC INCUFSATION
#80UT THE RATE PLANS PROFPOSED., WOWEVER, NE WOULD NOTE TWAT THE PRIMARY CONPLAINT
FeCEIVED ABOUY AD5 COMPRNIES IS THE LEVEL GF CHAKGES FOR CALLS. THIS wQuLl

SEEM TO INDICARTE THAT EITHER RATE CONTROL (EX. CAPPING AOS RATES AT THE CURRENT
4TLT QPERRTOR ASSISTED CALLING RATES) OR MORE CONSUMER NOTIFICATION AND

FREEDNYN OF CHOICE SWOULD BE CONSIDERED.




PAGE &

FATE LEVE
CommEn?3 CONT L.

Yersent
Teleshone Assn.

RECULATION A5 LONG AS DTHER PROVIDERS ARE REBULATED.
1C} -~ ONLY IF OTHER PROVICERS CAN DO THE SAME.
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BILLING

COMRENTS:

Lolorado THE 505 FAGE CF THE PHONE BILL SHOULD COMTAIN & STATEMENT THAT LOCAL SERVICE
Corsuner WILL NOT BE SHUT OFF FOR MON-PAYMENT OF ADS CHARGES AS LONG AS ALL OTHER CHARGES
Counsel ARE PAID [N FULL.

fllinots 1O GUESTIOW GIt THIS ISSUE; TRERE SHOULD BE NO THIRD PARTY DISCONNECT SINCE 1T

Fublic Counsel 15 AN ABUSE OF THE TELECO'S FRANCHISE AUTHORITY AND SPECIAL PRIVILEGES.

11 SHOULD FOLLOW THE STANDARDS ESTABLISHED IN THE STATE FOR KEGULATION GF

NAU-GOMINANT CRRRIERS WND RESELLERS.
(&) -- BUT LEC SHOULD MOT BE REQUIRED TO 00 THE BILLING FOR A3 PROVIDERS.

7 SHOULD BE OPTIONAL.
iB) -- THE ANGNER 7O THIS DEPEMDS UPUN WHAT GENERAL PSC RULES ARD REBULATIONS
%E IN EFFECT FOR THAT STATE. THESE TYPE OF CALLS GHOULD PROBABLY BE

TREATED NO DIFFERENTLY THAN ANY OTHER FORM OF LONG DISTANCE CHARGE.

105-1ad1ang

YES - PROVIDED SERVICES ARE REGULATED BY STATE CONNISSIONS.

Mich. GTE
Hocthy InC.

(:7, pich. Co 045 HE FEEL THAT THE ENTITY THAT 1S PROVIDING THE SERVICE SWOULD BE RESPOMSIBLE FCF
Tzlcoe inc. BILLING AND COLLECTION, wMD THE JOY OR DISPLEASURE OF THEIR CUSTOMERS.

Mirn. Allted {F PEGUIRED TC BILL OTHERWISE REQUIRE A0S T0 REIHBURSE LEC FOR W4RITE OFF.

Hy-h
schae Int.

dinc, Tept. UNDER STUDY.

of Feblic 5ve.

VES DHLY IF REASONABLE AMD FAIR RATES ARE UTILIZED.

1] darthesst
7 *ural Teld

i

N0 DISCOMKECTION OF END USER EXCEFT IF CONSISTENT WITH TARIFF LAMGUAGE AND O3
PROYIDER CERTIFIED. EXERCISE OF DISCONMECT AUTHORITY SHOULD BE DONE CAUTIOUSLY.
§1YING DUE CONSIDERATION TO CUSTOMER NOTIFICATION END EDUCATION PROGRANS.

mil ETE North

(A} -- THEY SHOULD BE GIVEN THE OPTION.
(Bi -- IF THE LEC HAS PURCHASED THE ACCOUNTS RECEIVABLES.

IF &35 CHAFGES ARKE CONSIDERED TO BE EXCESSIVE, THE LEC SHOULD HAVE THE OFTION
10 NOTIFY THE AD5 PROVIDER AND RETURN THE CHARGES TO THEM TO BILL THEHSELVES

&ND ADJUST LEC CUSTORERS® BILLS.

R

B atyzeas 0K “OLUNTARY BASIS.
Telephone Ceo.

iH Teleshone SEE ATTACHED MATRIT SHEET.
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(41 -- BILLING AND COLLECTION SHOULD BE ADMIISTERED ON A STATE-SPECIFIC
BASIS, IN COORDINATION WITH THE EXISTING REGULATORY STATUS OF LOCAL EXCHANGE
COMPEKY BILLING ANG COLLECTION FOR TELECONNUNICATIONS SERVICES.

WHEEE MO DILLING AGREEMENT -- ADS SHOULD HAVE BANY CARD OR THIRD WUMBER
BILLING. NOT BE ALLOWED TO "SPLASH® CALLS.
CEPENDS UPON RATIO TO CUSTOMERS.

(&1 -- ONL? IF HBREED BETWEEN PARTIES.
if) -- IF THEY ARE DOING BILLING.
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(€5 IF WO FRICE CAP OR IF COMMISSION TO HOTEL, ETC. 15 SEPARATE CHARGE:
NO IF PRICE Ca7 1S ALL IMCLUSIVE.

BUT 1T SHOULD APPLY TO ALL PROVIDERS OF LONG DISTAMCE SERVICES.
{1y -- BUT THE CUSTOMER SHOULD HAVE & WAY TO GBTAIN A RATE LEVEL. AN

EAS( WG{ YOULD BE SIMPLY TQ DIAL THE DPERATOR AND ASK FOR A RATE QUOTE.
{4; -~ JMCLURE & CLEAR INSTRUCTION ON EACK PAYSTATION AND HOTEL EXTENSION

56 70 THE IZENTITY OF THE INTEREXCHAMGE CARKIER, RESELLER, ETC.

INDICATE WHEFE CALL ORIGINATES FOR BILLING PURPOSES IF NOT IN EXCHANGE
CUSTONER 1S FLACING CAlL FROM,

CUSTONER NJTIFICATION SHOULD BE A PART -- IM BOLD PRINT -- OF THE TELEPHONE
INSTRUCTIONS USED IN PLACING THE CALL. EXTRA EFFORT MUST BE MADE SO THAT
THE CALLER 1S ANARE GF THE FOTENTIAL BILL.

UNLEFR STUDY.

0% PROVIDER SMZULD ASSIST IN CUSTOMER KOTIFICATION AKD EDUCATION CAMPAIGK.
METHODS 7O O8TAIN LEC OPERATOR, IF APPLICABLE, ALSO SHOULD BE INCLUDED. ALSD
& DIALING PATTERN. RATIOMALLY RECOSWIZED. I.E., 0" FOR LEC "00° FOR CTHEF
CARRIERS A4S PHONES ARE FRESUBSCRIBED WITH EASY ACCESS.

SEE ATTACHED MATRIX SHEET.

YARIOUS STANDARD WETHODS COULD BE EXPLORED.

NGT SPECIFIC RATES, BUT THAT A SURCHARGE OR A0S RATE DOES AFFLY,
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THESE ARE COMPETITIVE, NON-FEGULATED OPERATIONS.

THIS DEPENDS UPOW WHAT RESULATORY POSITION THE STATE HAS TAKEN WITH REFERENCE

T HON-DCMINANT CARRIERS #ND RESELLERS. IF THE STATE 1S REGULATIMG HON-DOMINANT
(ARRIERS AND RESELLERS, TMEN QUALITY OF SERVICE SHOULD BE REGULATED.

{A) -- THERE SHOULD BE STANDARDS FOR ALL PROVIDERS OF LONG DISTANCE SERVICES.
() -- THERE SHOULD BE STANDARDS FOR ALL PROVIDERS OF LONG DISTANCE SERVICES.

1T SEENS THE PUBLIC MRS A GENERAL IWPRESSION RS TD WHAT CONSTITUTES REASONABLE
OPERATOR SERVICE. ALL OPERATOR SERVICE COMPANIES OPERATING WITHIN A STATE
SHOULD MEET THE STANDARD OF REASONABLENESS.

GTE KELIEVES SAME QUALITY STANDARDS SwOULD BE IMPGSED AS ARE REQUIRED OF
THE LECs.

NOT CRITICAL.

YNDER 3TUDt,

THE COMPETITIVE NATURE OF THE MARVET MILL CAUSE #0Ss WHO DO NOT HAVE ACCEPTABLE

LEVELS OF QUALITY TO LOSE BUSINESS.

(&) -- LEC'S HAVE THEW AS LISTED IN THE FUC RULES.

B} -~ YES. HOMEVER, IF COMPANIES DO NOT MAINTAIN QUALITY iN THESE AREAS, COMPETITIv
ALTERNATIVES SHOULD FORCE THEIR COMPLIANCE OR DEMISE.

SEC ATTACHED MATRIX GHEET.

WHILE QUALITY OF SERVICE 15 INMPORTANT, THERE ARE KO UNIVERSAL STANDARDS NGM,

GHD CREATION OF STANDARDS WOULD BE DIFFICULT. FREEDOM OF CHOICE TD THE LOCAL
EXCHANGE COMPANY OPERATOR WOULD OBVIATE THIS POTENTIAL PROBLEM.
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4053 SHOULD BE RESPONSIELE FOR LEC EXPENSES ASSOCIATED WITH CORFLAINTS
KNG FOR iy GEVENUE LOSS ASSOCIATED WiTH ADJUSTRENTS.

THE FHONE WUNEER OF THE &40S PROVIDER SHOULD APPEAR OK THE 805 FRRT OF THE
FHONE BILL #ITH A MESSAGE TO CALL THAT NUMBER FOR COMPLAINTS,

THERS SHOULT BE FEGLLATIOW OF ALL PROVIDERS OF LONG UISTANCE SERVICE.
th) -~ NOT IF & LEC IS5 PYOVIDING BILLING SERVICE TD THE A0S.

B, -- RCY IF & LEC §5 PROYIDING BILLING SERVICE TO THE ADS.

i0: -- IF IT ARMDLES EILLING FOR THE A0S PROVIDER,

(w0 -= IF A0S SROVIDE® DJES SWN BILLIMG AHD COLLECTION.

16+ -- IF LEC PROVISES BILLING AND COLLECTION SERVICE.

If SZEUIRED TC BILL OTWERWISE REGUIRE ADS TO REIMBURSE LEC

FOR WRITE OFF,

hd

e
(R

uh

UKLER

(g1 -- LECs INVOLVEMENT SHOULD BE SECINDAR:.

THE ONLY RERSON A LEC SHOULD BE INVOLVED WITH CUSTOMER COMPLAINT 1S WHEN THE
LEC 15 THE OHE wHO CONTRACTED RITH AN AOS PROVIDER TQ SERVE ITS CUSTOMERS.
OTHERWISE SHOULD JUST DIRECT THE CUSTOMER TO THE APPROPRIATE REGULATORY AGENC:.

(& -- ~14 COMMISSION COMPLAINT BUREAU X5 NECESSARY TO INSURE ADEGUAIE RESPONSE.

(8 -- LY IF THE LEC PARTICIPATES IN THE BILLING OF SERVICE.

(0, -- THE FLC 15 VERY nyCH JNVOLYED AND WAS ISSUED CUSTOMER WARNIKSS OVEF
EXCES5IVE FRICE LEVELS.

(E: -~ DEFEMGS ON TwEIR CONTRACTS MITH THE PROVIDERS AND WHETHER DR MOT LECs
wa'E FURCHASED RICCUNTS RECEIVABLES.

ASZUYING LED 15 MILLING,

it:i -

oy

3EE ~TTACHED MATEIX SHEET.

TESy #RD THERE SHOULD BE wi APPROPRIATE COMPENSARTION MECHAKISH TO THE LOCAL
EXCHANSE COMPANY FOF DOING SO TC PREVENT THE =35 LOMPANIES FROR BEINS
SUBSIDIZED by LCCAL FATEPAYERS.

OMFLAINTS SHOULD GO 70 A0S, BUT IN PRACTICE THE PUC AND

IN WMIET CazEs,
DEmL WITH IT,

LEC KaVE 10
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COMPLAINTS
TOoNAENTS CONT S,

Versont i#; -- UHLESS 17°S PART OF THE AGREEMENT.
Telephone Assn. (E7 -~ IF 17 15 PART OF AGREENMENT,
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PEDERAL EXPRESS

Mr. Psul Pederson

NARUC Staff Subcommittes
Cn Communications

c/o Missouri Public Service
Commisaion

P.0. Box 360

Jefferason City, Missouri 65102

Dsar My. Pedaersont

National Telephone Services, Inc. ("NT5") is in receipt of
the NARUC Staff Subcommittee on Telecommunications Roeort on the
Resulta of the Alternative Operator Services Survey ("Report").
NTS commends the Task Force for undertaking the Report ia the
first instancs.

Many of the conclusions reached in the Report reflect the
careful balancing of consumer interests whilé not restricting new
marke® entrants. NTS belisves, howsver, that certa.n recommenda-
tions should be revised prior to the adoption of any resclution
by NARUC.

NTS has prepared the attached memorandum which sets forth
NTS's perspective on the appropriate degree of regulation for
operator services companies, both new entrants and established
carriers alike.

Yery truly yours,
PIEREON, BALL & DOWD

ith se. LO @Q’

Enclosure




VIEwWS OF
NATIONAL TELEPHONE S8ERVICES, INC.
ON THE
STATE TASK FORCE REPORT
ON THE RZSULTS OF TRE
ALTERNATIVE OPERATOR SERVICES SURVEY

National Telephone Secrvices, Inc‘ff ("NTS") is an operator
services provider (“OSP") offering nationwide operator services
since 198%., As with other O8Pg, its services are tailored
primarily to meet the needs of the transient public, and will
shortly include not only traditional operator services, but alsco
voice measaging, concierge and other enhanced services. 1Its
subscribers include hotels, motels, hospitals, universities,
airports and other insticutions with a2 need for traditional
operator services. Offering betha interstate and intrastate
services, NTS will potentially be asubject to the certification,
tariffing and other proposals containsd in the State Task Porce
Report on the Results of the Alternative Operator Services Survey
("Roport").i/

The Report provides the National Association of Regulatory
Commissions ("NARUC") with an initial solid framework from which
to adopt proposed guidelines for the provision of operator

services. In particular, the Report's emphasis on carrier

i/ Naticnal Telephone Services, Inc. is incorporated under the

name American Operator Services, Inc., but is doing business
under the name National Telephone Services, Inc. It intends
shortly teo reincorporate as Naticnal Telephone Services,
Inc.

2/ The Report refers to providers of cperatcr services, other
than American Telephone & Telegraph Company ("AT&T") and the
local oxchln?c companies ("LECS"), as "“alternative operator
service providers," a phrase vwhich competitive OSPs believe

infers second-class status.
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identification, and the provision of rate information upeon
requesc, recognizes that consumezs are entitled to know which
earrier they have roached, and che rates oharged. On the osher
nand, the Report suffers from the lack of input from new entrants
tc the operator services market. Furthermore, the Report fails
to consider the benefits of the competitive provision of operatsr
services in reaching its &onclus!cnl.i/

As the following discussion will make clear, NTS does not
oppose reascnable regulacion of OSPs, so long as that regulation
is applied evenhandedly to all {nterexchange carriers ("IXCs")
who provide operator services. The following paragraphs set
forth revisions to the proposed guidelines which NTS believes are
necessary if evenhanded regulatory guidelines of all OSPs,
including ATsT, are to be promulgated.

I. THE EVOLUTION OF COMPETITIVE OPERATOR SERVICES HAS HAD
SUSSTANTIAL PUBLIC BENEFITS.
2

The competicive provision of operator services has evolved

to £ill unmet needs for coparators. No facilities-based IXCs
other than AT&T have had their own operators, and thus have been

unable to complete operator initiated calls. As a consegquence,

i/ Revievwers of the Report should slsoc be cognizant that
commenters referenced in the Report as "Non-Regulatory
Agencies" do include the LECs. In the context of operator
services, the LECs compete with other OSPs, as well as

rovide services to them, thereby ¢iving the LECs an

ncentive to urge regulation on other OSPs. The Report does
not attempt to break out responses of the LECs or other
competitors in compiling "Non-Regulatory Agency" statistics.




AT¢T has also had little incentive to imprcve its own operatsr

services.

The mére fact that NTS and cther OSPs have gained a toehold
has spurred AT:sT to improve its operator service network and t¢
introduce enhanced operator service products. Sea Attachment 1
at 2. ATsT has also lowered its calling card surcharge for
interstate calls to $.80 in apparent response to> operator
services competition. The competitive provision ¢f operators has
also permitted carriers other than ATeT to carry operator
assisted calls, and thus expand the number and diversity of
sarvices they may a!ter.i/

Competitive OSPs also offer "private" pay telephone compa-
nies "friandly"” operator services, and can provide refund and
other operator-type services not available from either the LECs
or AT&T. Furthermore, these OSPs permit private pay telephone
providers to handle operator assisted international traffic, a
service which is often othsrwise unavallable {blockod) from
private pay Stelephones, as the ATaT international operator cannot
prevent international calls from being disled directly from these
telephones without proper payment.

As the Task Porce ataff notes, the Federal Communications
Commission ("PCC”) solicited information from competitive

operatcr service companies regarding the services they provide

1/ At least one IXC has recently announced the use of com-
petitive operator services in conjunction with its services.




and the rates charged. Since then, recognizing the potential

benefits operator service companies provide, it has tentatively
declined to adopt regulations which restrict operator service
companies. According to the PFCC, it appears

that AOS [alternative operator service] com-

panies are potential sources of new, innova-

tive services for the public such as bilin-

gual operators and voice messaging service.

There is already evidence that AT&T and some

Bell Operating Companies have moved to diver-

sify their operator services in response to

this competition.
Letter from D. Patrick, Chairman, FCC, to Honorable John Dingell,
Chairman, Committee on Energy and Commerce, dated May 2, 1988.
See Attachment 2, The FCC continued that "it seems likely that
competition in the operator services market can produce consumer
banefits which should not be eliminated by regulatory action.”

The competitive provision of operater services is thus

providing substantial public benefit, both by spurring the
traditicnal monopoliscs to improve and diversify their own
services, and by filling niche markets which neither AT¢T nor the
LECs serve. Competition i{n operator scrvices will continue to
spur improvements in both interexchange services and in comple-
mentary markets if permitted to continue unencumbered by overly
burdensome regulations. The FCC "is proceeding cautiously in
this area bacause, from [its] prelinminary assessment, it appears
that AOS companies are potential sources of new, innovative

services for ths public, such a2 bilingual cperators and voice

messaging services.” Report, Section V at 4. NTS urges NARUC,




too, to adcpt only those guidelines which, if implemented, would

permit the continued evolution of operator services competition,
and thus expand the benefits achieved.
I1. OSPS SHOULD BE CERTIFICATED ACCORDING TO THEIR REGULATORY

STATUS IN INDIVIDUAL STATES, AS LECS, FACILITIES BASED
CARRIERS, OR RESELLERS.

The Report proposes "national certification guidelines" for
OSPs "since [they] are offering their services throughcut the
nation.” Report, Section V at 2. NTS submits, however, that
"national guidelines" per se are inappropriate.

Each state commission must govern the provision of telecom-
municacions services in accord with its own stacutes, regulations
and policies. Each state should therefore regulate 0SPs accord-~
ing to their status as LECs, facilities based IXCs or resel-
lets.i/ There is no rational basis for treating those carriers
who provide operator services in conjunction with their transmis-

sion services differently than any other cattrer.ff Those states

S/ The FCC has adopted this approach, treating carriers who
offer operator services in conjunction with resold transmis-
sion capacity as resellers, and thus not subject to certifi-
cation or tariffing requirements for their interstate
services.

6/ The Proposed Resclution contains the statement "WHEREAS the
new providers of operator services charge different rates
than the rates charged by regulated local exchange companies
and interexchange carriers,” which fails tc recognize that
these new entrants are themselves interexchange carriers
whose rates differ, as they are entitled to, based on their
costs of service. See discussion of tariffs, supra.




which impose less regulation on resellers like NTSZ/ than on

facilities based carriers should accord OSP resellers the same

regulatory status.

The Task Force's conclusion that all 0SPs should be required
to be certiticatedif is based on the premise that OSPs have a
captive market. This premise ignores the fact that consumers
choose which service establishments to patronize. However, even
if one assumes a consumer has no choice of service establishment,
the premise is only true where location cwners program their
equipment to block access to alternative providers. Regulations
which preclude location owners from blocking access to 950-XXXX
or 800 services would eliminate any possibility that consumers
are deprived their choice of available interexchange catriet.g/
This would guarantee that users could access MCI, US Sprint and
other IXCs willing to subscribe to non-premium access arrange-
ments. Should it choose, AT&T could also be accessed by its

customers through these access arrangements,

7/ NTS leases all of its transmission facilities from underly-
ing carriers.

8/  0f course, state commissions which do not now require OSPs
to obtain certificates, but which intend to revise their
rules to require OSPs to become certificated, should permit
OSPs to continue operaticns pending certification.

8/ A requirement that access via 10XXX be prcvided from all
locations may not be technically feasible, given current
unavailability of billed number screening features. These
features are necessary to alert the IXC toc which the call is
routed that it originates from a pay telephone or other
location which has requested that calls not be billed to the

originating station.
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NTS's own intention is to offer callers both a choice of

IXCes and a choice of billing mechanisms in the "0+" arena. NTS

already offers the caller a menu of billing possibilities,

including utilization of their LEC calling cards, bank credic

- cards (i.e., VISA, MasterCard, American Express). or the opticn

of having charges posted to their room account.
Once agreements with underlyiag carriers are finalized, NTS

will introduce its carrier choice plan as well. NTS's plan is to

execute agreements which will enable it to route calls -- at the
option of the caller -- on the ATsT network at ATET travel card
rates, the MCI network at MCI travel card rates, the US Sprint
network at US Sprint FON card ratas, and other calls over the
combined NTS resale network at rates developed by NTS. Once
implemented, this system will in essence introduce equal access
to the transient user "0+" market.

It bears noting that even tcday NTS is "handing off" to ATeT
callers who desire AT&T's services. This is éespite the fact
that NTS incurs a nonrecoverable access charge averaging $.45 per
call in such instances. Thus, callers at NTS locations already
have at least two carrier choices for their “0+" calling
-- NTS and ATsT. That is double the number of choices the caller
has from locations presubscribed to AT¢T for "O0+" gervices.

The diversity in service providers available from locations
which generate operatcor assisted traffic supports the conclusion
that OSP resellers should be regulated as non-dominant carriers

in those states which have a dichotomy in regulatory treatment




for dominant and non-dominant carriers. This treatment is
consistent with the staff’'s view that deregulation or detariffing
might be appropriate if the end user had freedom of choice. See
Report, Section V at 1.

Assuming, however, that NARUC decides to disregard tradi-
tional carrier classifications in favor of "national guidelines.,"
these guidelines should not discriminate against new entrants.
Nor does NTS believe the Task Force Staff intends any discrimina-
tion. NTS is concerned, however, that Guideline No. 5{2/ may be
interpreted to preclude entry if one carrier in a certificated
territory is already providing similar services. Because there
is no dispute that operator services fulfill a public need and
are therefore in the public interest, NTS believes that Guideline
No. S should be deleted or that, at a minimum, any references to
"public need” be omitted.

III. THE PUBLIC IS ENTITLED TO APPRISAL OF CARRIER IDENTIFICA-

TION, COMPLAINT INFORMATION AND, UPON REQUEST, RATE INFORMA-
TION.

A. Any "Notice" Requirements Should Apply to All Providers
of Operator Services.

The Report focuses on the type and degree of information to
which it believes consumers are entitled in placing operator
assisted calls. NTS notes, however, that consumers are entitled

to information as to the identity of the carrier they have

10/ Guideline No. S5, if implemented, would require that each
carrier "demonstrate that [its] proposed service is in the
public interest and that a need for the proposed service

exists."”




teached, as well as rate ané other information upon request, ©of

all previders of operator services, not just the new entrzants.
Furthermore, the institution of notice requirements applicable to
a4 select group of carriers would be unreasonably discriminatory
in violation of both state and federal statutes. Any notice
requirements should be applicable to all providers of operator

services, including AT&T and the LECs.

B. Reasonable Nondiscriminatory Carrier ldentification and
Complaint Procedure Notification Requirements May Be in
the Public Interest. '

The advent of divestiture (which permitted the Bell Operat-
ing Companies ("BOCs") to compete with ATsT in the provision of
at least intralATA operator services), coupled with the evolution
of competitive operator service companies has resulted in
considerable consumer confusion.ii/ which, in turn, has generated
some number of consumer complaints.

Recognizing the very recent evolution of operator services
competition, NTS believes that callers are entitled to be
informed of which IXC they have reached when they initiate an
operator assisted call. To that end, NTS believes it would not
be unreasonable to require that operator service companies
identify themselves prior to or simultaneocusly with the ocutpuls-
ing of the terminating number in order to permit the user to

choose whether or not to utilize a particular IXC's services.

ii/ In NTS's view, AT4T has contributed to that confusion in its
advertisement campaign, instructing users to dial "0" plus
the number they are calling in order to reach an AT&T
operator. See Attachment 3.
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Users who choose not to use the IXC would thus have an oppor~
tunity to discontinue the call attempt without charge. NTS
believes its practices are consistent with the Task Force
recommendation that OSPs “pre-announce to the end user” the name
of the OSP. See Report, Section V, Guideline No. 3 at 4. On the
other hand, NTS believes that overly burdensome notice require-
ments can add both significant costs and delays, and are unrea-
sonable.

In order to inform transient users that they have reached
NTS, NTS has chosen to orally identify itself prior to call
completion on both automated and "live operator" handled calls.
If a call is handled automatically, a recorded announcement,
“Thank you for using NTS,"” is made prior to ocutpulsing the
terminating digits, allowing the caller to discontinue the call
attempt immediately foliowing the announcement, without charge.
See n.l, supra.

Calls which are routed to live operators';re answvered "NTS
operator [name of operator]},” immediately notifying the caller
that NTS is placing the call. 1In addition, at the close of each
operator handling sequence, the caller hears "Thank you for using
NTS," (id.) again giving the caller an opportunity to discontinue

the call attempt without charge.iz/ Of course, NTS operators

12/ 1 the location owner subscribing to NTS requests, NTS may

- modify the second jidentification on live operator calls by
having the NTS operator thank the subscribar for patronizing
the location from which the call originated. For example,

at the Atlanta BHartsfield Airport, live operators conclude
: {continued...)




:,' "

- 11 -

elaborate in response to caller inquiries, wherever and whenever
initiated.

The market may also dictate that the hospitality industry
provide tent cards or other forms of written identification to
the caller. NTS does provide tent cards which identify NTS as
the operator services provider tc its customers upon request.
However, the Task Force's recommendation (at Section V, p. 2)
that would hold cperatsr service companies responsible for the
placement of tent cards or other written identification at the
location goes beyond the operator services company'’'s ability to
comply, and thus would be unreasonable and unenforceable.
Operator service companies do not have access to the premises of
their subscriber, any more than AT&T, the LECs or any other OSPs
have such access. Furthermore, carriers do not and cannot afford
to employ a work force to police the conduct of their customers.

As wich carrier identification, the marketplace already
demands-chat carriers provide complaint intoré;tion upon re-
quest.iz/ NTS's operators are instructed to provide users with
NTS's 800 number, which users may call to inquire about NTS's

services or to reglister complaints. However, as previously

12/(...cont1nued)

the operator sequence with the statement "Thank you for
using the Atlanta Eartgsfield Airport." However, NTS
continues to provide NTS-specific identification at the
front end of each operator handling sequerce.

12/ Many complaints have stemmed from billing errors or delaved
billing of OSP traffic by the LECs, who perform vxrtually
all the billing for competitive OSPs.
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discussed, NTS has no ability to force entities which use its
services to post its 800 number, even if it were contained on
tent cards provided to those establishments. In any event, NTS
believes that the operator provision of complaint information,
such as NTS's 800 number, is sufficient to provide all consumers
seeking to inquire or complain about the services with the means

to do so.ii/

c. Transient Users Are Entitled to Rate Information Upon

Reguest.
It has been NTS's practice to provide rate information to

users of its operator services, upon reqguest. Callers desiring
rate information who reach an NTS operator have traditiocnally
been instructed to redial an 800 number to reach a customer
service representative who could provide that information. 1In an
effort to make rate guotations more readily available, NTS is
installing software which permits each operator station to have
on=line access to call rating information. This enables live
operators to inform callers of the rate charged for their call(s)
upon request.

NTS believes that its practice to make rate quotations
available upon request satisfies caller desires for rate informa-
tion. It would not be reasonable, however, to require call rate

information on every call, as it would destroy the customer

f:/ NTS agrees with the Task Force that LECs and OSPs have an
obligation to work together and with state and federal
regulators to reduce the level of complaints and to resolive
complaints, and thus has made no revirions for Cuideline No.
6. See Report, Section V, Guideline Wo. 6 at 4.

o
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convenience of prompt handling of operator assisted calls. And,
it is virtually impossible to provide such information on
automated calls in any event.

Any Commission reqdiremen: that OSPs give rate information
on every call would also dramatically increase the costs of
providing operator services generally. Live operators would be
required to handle each call; thev would have to ascertain the
location of the callzi party and the calling party in order to
provide the caller with the appropriate information. Not only
would there be tremendous increases in costs resulting from
lengthened transmission and access time, but labor costs would
also show dramatic increases.

The return to live operators would be directly counter to
industry initiatives to migrate users from live cperator call
handling to autcmated call handiing, precisely because of the
high labor costs. This is amply illustrated by ATsT's proposal,
resulting in part from labor costs, to increaé; its operator
assistance charges for interstate calls. See AT4T Transmittal
No. 1238, dated June 1, 1988, contained herein as Attachment
4.15/

Regardless of what regulation NARUC considers appropriate,
NTS reiterates that any such notice requirements must be applied

evenhandedly. Identification and complaint procedure and rate

iz/ AT6¢T's revised tariff, if approved, will increase operator
assistance charges for person to person calls dialed by the
operator to $4.25, and operator station calls dialed by the

operator to $2.50.




- 14 -

information requirements which differ among IXCs (i.e., ATs6T and
other providers of operator assisted interexchange services)
would be unreasonably discriminatory. A notice option which
reasonably balances the callers' and OSPs' interests would
require that OSPs provide operator announcements which identify
the carrier, thereby permitting the caller to disconnect the call
or request an alternative carrier if it prefers not to use the
I1XC accessed. Similarly, the provision of complaint procedures
(e.g., the provision of an 800 number) upon request by all OSPs
reasonably balances consumer interests and th2 carrier's ability
to reasonably make such information available.

IV. NTS DOES NOT OPPOSE RATE REGULATION IF NONDISCRIMINATORY AND
BASED ON ITS COSTS OF PROVIDING SERVICES.

The Task Force proposes that all OSPs file tariffs for the
provision of intrastate services. As with certification reguire-
ments, NTS believes that the filing of tariffs by OSPs should be
governed by thelr classification as an LEC, f;éilities based IXC
or reseller. In states where resale tariffs are not required,
OSP resellers should not be required to file them. A Jdifferent
result would unreasonably discriminate against a select group of
resellers. In states where resale tariffs are required, however,
OSP resellers should be required to offer services under tariff.

NTS stresses, however, that any rate regulation of OSPs must

be based on each carrier's own costs of providing services. NTS

believes that adoption of alternative forms of rate regulation,

such as rate caps, would be arbitrary and capricious unless the
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rate cap is also based on a carrier's own costs (inclusive of a
reasonable rate of return) of providing the service.

NARUC should exercise extreme caution in comparing competi-
tive OSP rates to ATsT and LEC operator service rates. The costs
upoh which NTS's and other new entrants' rates are based are
decisively different than those underlying ATST or LEC rates.
The difference in costs makes it unreasonable to set rates for
NTS (or other operator service companies) by reference only to
rates charged by another utility.ff/

In fact, NTS believes that rate regulation is uynnecessary,
in light of the consumer reaction to rates substantially higher
than AT&T or the LECs. Operator service companies will charge
just and reasonable rates because the marketplace will not allow

them to do otherwise. NTS's own subscribers are very concerned

about the rates charged callers because they know that overcharg-
ing will reflect poorly on the subscriber as well as the A0S
provider. ’

For example, a recent trade publication reported that the
Hyatt hotel chain, one of the largest chains in the country,
"keeps close tabs on how the AOS companies are performing and
their rates.” See Attachment S. Indeed, Hyatt recentlily "got
Telesphere to roll back its rates.”™ 1d. The same publication

reported that hotels are "sensitive to customers' convenience,

if/ Furthermore, most states have not reviewed AT&T or LEC
operator assisted rates to assess whether these rates cover
the costs of providing their operator assisted services.
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time constraints and charges,” and that such hotels place an
"emphasis on control of charges to customers.” Id. It further
guoted a Westin hotel official as saying that he would not
“jeopardize [his] guests as far as service quality or the charges
made to them."” Id.

In addition, caller dissatisfaction is very costly to the
provider. A dissatisfied user simply will hang up the next time
he accesses that provider. NTS and other OSPs must have repeat
customers to stay in business for long. Similarly, the negative
publicity attendant to over-charging dissuades callers from
utilizing OSP services. It does an OSP no good to contract with
a subscriber location if the caller hangs up each time he reaches
the OSP cperator. Thus, market forces are moving inexorably to
set maximum reasonable rates.

Recent reports of overcharging may be largely attributed to
an immature industry that still is seeking its appropriate rate
levels.. The fact remains that an 0S? who cha;;es unreasonable
rates will quickly be forced out of business.iz/

V. OSPS WHO HANDLE "0-" CALLS SHOULD HAVE EMERGENCY CALL
HANDLING CAPABILITY.

The Task Force correctly focuses on public safety issues,

recognizing that some emergency calls continue to be placed by

iz/ The number of complaints registered concerning OSP rate
levels must be placed in a proper context. The number of
complaints received by NARUC are resultant of many millions
of call attempts. While the importance of the complaints
registered cannot be ignored, they can hardly be viewed as a
groundswell of consumer dissatisfaction.
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dialing "0-," rather than 911 or other specially designated
numbers.ff/ OSPs who handle "0-" traffic must be equipped to
properly handle these calls in a timely fashion. This does not

imply, hcwever, that these calls must be routed back to the LEC

operator, who would in turn patch the call through to the proper

emergency authorities if the OSP has the capability to perform
the same emergency call handling functions as the LECs. NT3 has
invested in equipment which permits emergency call handling
directly so that no LEC operator need be involved, and under-
stands that other OSPs have similar capabilities. Based on the

- foregoing, NTS believes that the proposed public safety guideline
should read:

That, absent the ability of the OSP to route
all eamergency calls, at no charge, back to

the originating local network or proper emer-
ency authority in a timely fashicn, a

minus (0-) caIf: should be directed to the
LEC.

4

VI. ANY QUALITY OF SERVICE STANDARDS SHOULD NOT DISCRIMINATE
AMONG IXCS PROVIDING OFPERATOR SERVICES.

Under the heading "Quality of Service," the Task Force
proposes that, where applicable, OSPs (not including AT&T and the
LECs), "meet established state/national guidelines for operator
services dealing with but not limited to operator response and
call processing time." NTS is not aware of any national stan-

dards promulgated by the FCC or other nonpartisan standard

12/ It is NTS's understanding that all 911 calls are routed
directly into the network, 30 there should never be an
occasion where such calls reach the OSP.
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setting body. However, where such standards are applicable to
ATeT and other IXCs, NTS would likely be regquired to follow them
as well. Any such standards or guidelines must Of course apply
equally to all Ixcs.l9/

NTS cautions, however, that operator service response time
is dependent on access arrangements and the technical capsabill-
ties of the central offices to which access arrangements are
interconnected. It is not an issue limited to the capabilities
of the OSP. These issucs are getting increased attention‘with
LEC implementation of "alternative egual access arrangements”
which allegedly add delays to connection times.zg/ Any standards
get or guidelines promulgated would be required to consider the
diversity of access arrangements available to AT&T and the IXCs,
and to apply those standards cr guidelines in a reasonable,

nondiscriminazory manner.

’

{3/ If applicable to LEC but nct AT&T provision of operator
services, then NTS and other IXC OSPs would similarly be

exempt.

32/ See, e.g., In the Matter of Southwestern Bell Telephone
Company, Tcrans. No. 1629, CC Docket No. 88-287, DA 88~858,
rel. June 8, 1988, where the FCC suspended and designated
for hearing Southwestern Bell's tariff proposing two types
of alternative technologies for the provision of equal
access. The FCC found that preliminary evidence indicated a
subgtantial increase in post-dial delays. The FCC also
found: "An end-user switching from a traditional carrier
with little or no post-dial delay to a 'new' carrier, and
thereafter experiencing more suybstantial post-dial delay,
may attribute all of the additional post-dial delay to the
new carrier and return to a traditional carrier." Id. at

n.l"
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Consistent with the above discussion, Guideline No. 4,
Quality of Service, should be revised to read:

That, wiiere applicable, IXC providers of
operator services, at & minimum, meet estab-
lished state/naticnal guidelines for IXC
provided operatcr services dealing with but
not limited to operator response and call
processing time.

VII. NARUC SHOULD TAKE POSITIVE STEPS TO ASSURE THAT LEC BILLING
AND COLLECTION SERVICES ARE PROVIDED TO OSPS AT
NORDISCRIMINATORY, JUST AND REASONABLE RATES.

NTS believes that AT&T receives unreasonably preferential
billing and collection rates from the BOCs, which reflect the
historical relationship between the BOCs and ATé¢T. Apparently
the BOCs charge AT&T less than one-third what the BOCs charge
operator service companies for their billing and ceollection
services, degpite the fact that the BOCs are not permitted under
the Modified Final Judgment to discriminate among carriers in the
provision of billing services. 1In tariff support materials
accompanying AT¢T's Hospitality Network Service tariff (since
withdrawn by AT&T after the tariff was suspended and set for
investigation), AT&T indicated that its nationwide average costs
for billing additional messages was approximately $.045, whereas
‘NTS's average billing costs are two to three times thac.

NTS and other OSPs are required to cover their costs, and
thus must recover their costs for billing and cocllection as well
as their other costs from the rates charged end users. NTS
believes that the rates charged end users by OSPs would decline

if billing and collection were required to be tariffed and
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provided to all carriers on a reasonable, nondiscriminatory

basis. This action would help eliminate complaints that IXC OSPs

other than ATsT are charging excessive rates for services, when

in fact many OSPs are merely attempting to recover their costs.

NTS has drafted the following language which, if adopted by NARUC

and subseguently followed by state commissions, would assist IXC

OSPs in reducing their rates consistent with consumer interests:

WHEREAS,

WHEREAS,

WHEREAS,

RESOLVED:

RESOLVED:

Billing and ceocllection services
provided by the LECs have deen
deregulated by the PCC and by num-
erous state commissions; and

The Bell Operating Companies are
charging rates for billing and
collection to new OSPs which far
exceed those charged to AT4T: and

The rates charged OSPs other than
AT6T for billing and collection are
necessarily reflected in higher
rates to consumers than necessary
for operator handled calls, now,
therefore, be it

That, state commissions should corn-
sider the reinstitution of regula-
tion, including the tariffing of
billing and collection gervices, at
rates which do not discriminate
between AT&T and other OSPs, and be
it further

That, regardless of whether billing
and collection services are tarif-
fed, state commissions should not
pernit the LECs to discriminate in
the rates, terms and conditions
under which they provide billing
and collection services, and that
they will institute complaint
proceedings against the LECs upon
receipt of reasonable allegations
that such discrimination exista.
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Conclusion
NTS again commends the Task Force for providing NARUC with a
solid framework from which to work in adopting guidelines for the
regulation of operator service provi&ets. NTS urges RARUC to
adopt those modifications to the framework suggested herein,
adopting guidelines which promote competition in operator

services and which promote reasonable, nondiscriminatory regula-

tion of operator service providers.




WHEREAS,

WHEREAS,

WHEREAS,

WHEREAS,

WHEREAS,

WHEREAS,

WHEREAS,

WBEREAS,

WHEREAS,

WHEREAS,

RESOLVED:

RESOLUTION
Adopting Recommended Standards for
Operator Service Providers (OSPs)

The National Association of Regulatory Commissioners
has, since the enactment of the Communications Act of
1934, been a strong proponent of state policies to deal
with telephone services; and

The divestiture of AT&T and introduction of competition
has substantially benefitted the public by inducing the
proliferation of new services [and lower prices) and
the introduction of new providers of existing telecom-
munications services; and

New providers of operator services have begun furnish-
ing services; and

The new providers of gperator serviags provide credit
card calling, operator handled and basic operator
services to various locations such as hotels, motels,
public telephones and other such locations; and

The new providers of operator services charge different
rates than the rates charged by regulated local
exchange carriers and interexchange carriers; and .

A recent NARUC survey of the opinions of state regula-
tors, the FCC, and the telephone industry on operator

services provided by carriers other than AT&T and the

LECs, and legislation has been completed; and

The new OSPs have generated & number of consumer
concerns; and

¢ .
Billing and collection services provided by the LECs
have been deregulated by the PCC and by numerous state
commissions; and

The Bell Operating Companies are charging rates for
billing and collection to new OSPs which far exceed
those charged to AT&T; and

The rates charged OSPs other than AT&T for billing and
collection are necessarily reflected in higher rates to
consumers than necessary for cperator handled calls,
now, therefore, be it

By the National Association of Regulatory Utility
Commissioners that OSPs be regulated in accordance with
their state regulatory status as LECs, IXCs or resel-~
lers, and be it further
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RESOLVED:

RESOLVED:

RESOLVED:

That the following regulatory guidelines for the OSP
industry be adopted in the areas of:

1. Public Safety.

That, absent the ability of the OSP tc route all
emergency calls, at no charge, back to the originating
local network or the appropriate emergency facility in
a timely fashion, all 0 minus (0-) calls should be
directed to the LEC.

2. Rate Levels.

That, state regulatory agencies ensure that the 08Ps,
including ATe¢T and the LECs, do not engage in the
practice of unjust, unreasonable, or unduly discrimin-
atory pricing in violation of their state statutes.

3. Customer Notification.

That, all OSPs, including ATST and the LECs, have the
operator preannounce to the end user the name of the

provider handling the call, and upon request verbally
guote rates.

4. Quality of Service.

That, where applicable, OSPs, at a minimum, meet
established state/national guidelines for operator
provided services dealing with but not limited to
operator response and call processing time.

5. Complaints.

That, the federal and state requlatory agencies work
with OSPs to resolve complaints. Furthermore, to the
extent that LECs are involved in the billing process,
they should be required to cooperate with OSPs in the
complaint process, and that the OSPs take the responsi-
bility for setting up complaint procedures and estab-
lishing interagency relations with each of the states
in which they are providing services, and be it further

That the Staff Subcommittee on Telephone Service
Quality be directed toc evaluate the need for minimum
technical standards for interconnection and transmis-
sion quality, and. be it further

That the NARUC Committee on Communications establish
monitoring procedures for the OSP industry which
include tracking the effects of these guidelines on the
services provided to the general public by OSPs, anéd be

it further




RESOLVED:

RESOLVED:

That, state commissicns should consider the reinstitu-
tion «f regulation, including the tariffing of billing
and collectio:x services, at rates which do not discrim-
inate between AT&T snd other OSPs, and be it further

That, regardless of whether billing and collection
services are tariffed, state commissions should not
permit the LECs to discriminate in the rates, terms and
conditions under which they provide billiing and
collection services, and that they will institute.







InNTRRVIEW

ATTACHMENT 1

- - AT&T on

Operator Services

T

he first pant of our INTERVIEW,

ing below, is with Jim Selzer, divisioa

mansger, ATAT Operator Services Marksting.
As such, he is responsibie for the overall offerings of
operator service products, profiability, and new pro-
ducts and services as they relate w0 AT&T customers.
Prior 10 holding this position, Mr. Seizer was the
for ATAT in Denver, Colo. Mr. Selzer
has besn with ATAT for 2 wtal of 21 years and
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undersaad ha: ese are former ync
currens ATET wrme. Could you disc.ss
whnt thees rms maean’

A

SELZER: HOBIC asd HOB(S an
SNEASSTINg BrIs AL WY use . N
old Bell Sysem 0 descnide the e~
by whish ams aad charges were v«
© erkar ths dowl or the cailer

W detided ®© rRReMs hete wr ce
“ATAT Quom Serviems” bacsuss 1 et
or dascnibes what functions Ny per
n.i"‘-Wunw(
of a oid wma.

The TIPS rfors © e operecor sub
sfysmes. This is 0 Symem Bt enadie
9 eporasor © assint s caller 8 corr
pinting Bie cull. & 25 only provides
acossery swinhing, Wt also the ra
-thm-
oand, and 6B autematic call distndux
which easusd) PrOMgt Msponses (©
ﬁwmm.wwd

PEONR +: The comverns of i
hessling and dalgy amms ae fcwon
chOSSAG 5B SPIMREY WIVICEs COMPa.
Could you enplsie how e AT
OPOTEISe :WIVIIS YRR Merrfaces »
00 aernark and e sverngs Lime ¢ia
ol bafore opersme mmertep’
SELEITR: {2 et hemlar o ¢
shoregsive provdens of opersior ¢
viesn o Beir calls. 30 | cant <
mest on Beir synmm and any ¢
ey Ay 6 Sul)y ast expenence |
oaly commuam a2 ATET™s s)siem
ATET"s bawsl graam. for exampi
& disom pamd. Wham g guest 52
(typecsl homl disling pace--
reaching o8 urnds operatcr:




INTERVIEW
Part it

Mark Sinclair,
National Market Manager.
AT&T Business Group

PHON! *: Afﬂun:ndy ﬂ.ld

of iommstee traffic. Is this

as well, bt it is primarily an inssretacs
masien. This onff will sllow v © com-
pem for thas tmffic in o Menner thee is
consistent with the cur comPetitoes ia
the markstplace.
The powe of the and is © obwmis the
\ERTEE unates and B compenes &N
instirution thes prowides the Qimmss.

There 15 & lot of compatition in this
markes and this is 8 vey of sddressing

uons plgy uy providing aocees © our oet-
work 10 thew guests, patients, of
stadents and faculty.

PHONE +: Whx was the primary
reason for ATAT filing the HNS wni?
SINCLAIR: Thers are really two maun
aspecs 0 the manfl. The firt is
recognize the roie that the howel/motel.

petition Dr tis marks.

Ve wast 0 give the homis/momis,
hospéisia, OF uAIversizies 8 re2000 1 Sy
with ATET ) service.

PEONE +: According o e HNS
anfl, s firm mest sigs sa ogresmem
that stipulates ot sy will provide
ATET wnth s mouthly misimum of
4 000000 minuess cach of O+ 204 1+
traffic for the psnod of cos year. If s
cusoms? fils beioe the ¢ 000000 wml
ruaue mummum for 0+ calls for thres

asoassed. How 15 Lus ponalty essesssd
and what provisicas are there for the
seasonal flucnuatons wi the howl/momd
indusery?

SINCLAIR: We recognize the
seesonal aspect of the hospimlity -
dustry and we heve provided & mview
of towl yearty nunuwms. Through the
mnﬂ ncndﬂcnrunllcml

customer who may have had 10 pay 1
penalty due to off ssasen call volumes
would receive 8 refund if the 0@l yeariy
volumes were &t or above the 48 mullion
minuis mark.

The mummum traffic requirements
are designed 0 promoes usage of e
ATET network and o ssrve as a basis
for he comuTussion schedule, they arv
80t Sesigned 1 penalias our customen

Mum« review pro-

vides 8 fair and cJuiabie means o ac -
complish both eads, that of aetwork
usage and of adjusiments for seasonal

whas is involved in the provisios of 0us
service?

SNCLAIR: Thas reguirsent bagical-
ly refisrs © the number of calls tha are
blocknd or thae recsive & busy signal
during peek houms dus © cusiomer
mmwhﬁoﬂ«:m

inseuticns et provids wuch-one
mm.mr.naor

‘l'h ATET ectwork sandard for
g:bd m FOt (1 call blockec

overy made dunng peax
hour). Cbvicusly, &n imstituuon ha
provides s PO! sad wuch-wone elephone
2ervice will receive @ highest comsmus-
sion schastuls. Ths comsnissions for vus
tevel of servics would be $23 per
maseage Sor the firm IS00000 munutes
per menth sad 830 par message ‘or
each pdditional measage par monun
above the 10 millies mark.

On the other end of the scale. an -
mmmnp\vnﬂ-ngnm of se-
bae hidhee tvan D W) and oo~

fimecde v thaca
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ATET rutm 5 alze ofien
vsed a3 & compenncn pown. Gwugh,
ressacly Gusy hve Dogu 1 cSMS undar

In many wgys it ;s esactly hbe g |
call on s presubecnibed ing. If we are

providing sorvice @ & bl ten they

are presubscnbed © ATET long
disance. 1o whotor 8 o |, 0o o0

0- call 1t tas w20 € TuAk through our
POP and g e ATET nerwovs. Ths
diffarence wich 8 0« or O- call 18 88
routed 1w owr T3PS

O ATENN SRR

| PRGIB o . 1ANUARY 1988

fire from (he prvaw secior as Daing un-
prefitable. With the 1sus of surcharges
bong & promhineti debets 11 the operamY
arvices industry, whet 1s ATET's poi-
uon on the uss of surcharges’

recond. | 2ol et we've doma o good

o0 of weporung whes we chasge 8
cutmemny. Our corvices e the best i

giss shew o hissw, Norasa inkeen,
& wof? @unegse Soe AT, w0id €8 oy
- of ATET amociantas

STLATR: I'e nct sure whes sho vl

specificaily referring :0. sut | gr
you that 1A 3N INQUSITY wih hiy ~
changs. we put a5 incredidle amour
valus oa the ATAT ngme

msrepresenmlion of Mat name w
definialy bs challenged by AT4T

PRONE «: | have haard some pex
55y that ATAT would like w9 got ov
e OPBIBEDE S8IVICE Dysiness. that
2 ¢rais ca revanuss. Would you <
ment oa s sllageuon?
STLZIER: We baleve tha oper
$OFVICEs 19 8 MO0 elemam Of A1
quality, pamsonalized service Sc
calls requare humMas imerface — ind
do ¢ saven mallion hmes a dav

As 18 exaepls of the \mporance
ws placs o owr Oparsce Ser i«
*o'vg reosndy communed © prov
0P winhing ogeipmest .
wehasiegy cp-grades for our Open
Sorvoms,

S, ve consider & a8 imperan: ;
of our ca-goag businans.

PHONE +: Doss ATAT view
GPEITINT 207YTENE 28 8 profit coner
2 o Sueas ® @9 end of sacunng
SRITN: The arer © hes quest

Bt ety pare of eur Operaior §
vints sueh & metee rafundg crednt. o
ing eeatsmang. o0d disling nsiruc:
am providod & £9 charge. So 3
whpld, PGP oETVICes 18 3 3
addod s29am of eur ARTWOR ey«
Though, we de by © maks it effic
enrd profiesbin wobia waeif.

Whes eiua myaiker. Gaes 2apect |
EPOIITET BTVICES PIOvIae Denc
O CETIIROTS GxM erenss e .
of our netamrts.




munutes per mondh.

The resson we included the grads of
service requirementt and incorporaiad
them 10 our comussion schedule was
10 protote sgrvice &3 Close io the stan-
dards of the ATAT nerwork as possidle.
It 15 our hope thet this will resuit in CPE
standards that will provide the guest.

paten. studens. or Saculty member with
the best ielephone service pauadle. The
beter the service, ts happer the caller.
and the greatar the customer ssiisfac-
non with both the wstitution and ATET.

PHONE +: Wha would you say is the
best selling pount of the KNS offening?

SINCLAIR: [ think that the best seti-
Ing POING 13 Lhal We e ROW Prov.ding
competisation 10 the institutions In ag-
divon > which, the stutons can pro-
vide ATAT s quality services w ensure
that snyone who uses their phones .
expenence the high lgvel of service tha:
they wouid want represenuing them

AT&T’s Sug

ested Commission

Schedule for the Hospitality
Network Service Tariff

ATET's Hospimlity Netaork Service  wito heve at leest four anillicn
wnif? bes bscoms & bot wPic amoeg wmigs each of I+ sad O+
bk Operamor Servics Compesins aad =~ cailing s o of 1§ omeis par
the Hocpimlisy indvery (bonlsmonls, i fr 1+ alls, ead & poy-
uaiveruitios, sad hospitals). Atonin is  mese rnging from 3 caats ® 30
©0 bigh volume czd of he bospimilty  caem for et O+ aall snde Bom
oarbn, which ATAT eximmn wll pe-  the cosomeer’s gJomiess. [ &=-
vide o addicionsl SIN4 miliisa ia  chengs, B conomer 2 co-
grom ovesues s 930, $84.7 million @it r & period of e yor ®
of which is expectad © comme from  doliver © ATET = laast Bowr
azarsmr steistod cells, sidlico ceismtes of inerste 0,

Ths Sowing deecvignion T @s HNB craflfic por apeach end © pay e
wrif? is quond from “Rovicioss ®©  meaily reosving chargs e 1+
ATET Communiostions Tareif¥ PCC.  calbing rogumiiegs of i 1+ cal-
No. |, Hospimality Netwesk Secvies,  ing wolnms”
Description ad Jusification, 1. Is~
goducton, pangmaph |, Inss &9 (e  The recriag soushly charge i i~
nose omined). corporaed (2 e ATET 1+ charpe of

“HNSbooew ATRT Swinh 1§ o por minww. The charye is
od Network srvio s i dosig-  composed of & 9 can per ML wags
cdobsunctivewdighvolans  smsitve chergs sad & 9 coam por

ATET svichnd srvi RN  misuns recerviag chargs. Dessd cw e

whose coage incindes bl 1+° four millice minsen per meomth

svd O+'ueffic HNS is par- misioam, ths comt of e mowviag
tonlorly cosl s mecting hs wni- chergs is o2t 22 S340,000. The e for
qus ennds of hownls, bospimis,  sdditicanl minwtse sbove e fowr
umiversitios and other sech  million merk is an 1S conm por mimse
cusomen—~maffic ‘oggregators’ veags seagitive charge with 90 oddi-
who rassll lecalls o their tione! moekly recurving charge.

guess and & o sams time Cont of ordoring s HINE secvices is
generais high wolurmes of 0+ st 3t SI00 por subucriber and 830 per
calls. HNS provides oustemen perticipeting subscriber loostion. Them
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FeorraL COMMUNICATIONS COMMISSION
WASMINGTON

MAY 21982

Bosoreble Joba D. Dingell

Chsirasn, Commirtee oo Enezgy end
Commerce

Roon 2123

Reyburs Bouse Office Building

Weebington, D.C, 20518

Deer Chairmsn Dingell:

As promised in my March 28, 1988 latter to you, I gm providing harein
tbe report regerding eltornstive operator service (A0S) companiss which you
requested in your latter of Februsry 24, 1988. You requested thet the
Cosaiseiop provide inforsatios on four subjecte: (1) how A0S compasiae
oparste; (2) tbe regulatory status of AOS companies end the exteat of our
sutdority over their rates; (3) the options svailadbla for bdandlisg consuoer
compleints ageainet AOSE compasiss; asd (4) the sctions the Commissios iatends

to take is this srea.
Alzernative Oparazer Servics Charscteristics

Based oo our current enalysis of availsdle information, A0S companies
typically lease lomg distsnce lines from interaxchenge companiss like ATST
or MCI. The AOS cospaniss than cowdbine that long diotance service vith their
ovn operator services spd offer the peckage to businesses such as botels,
sctels, bospitals, vpiversitiss, privetely ovned pay telepbose cusers, asd
otber businesses vhich have telephones available té “transisat™ users.
Under the usual agreement, the hest business agrees to route ite customare'
interstete calls to the AOS previder in return for s commission. ATET
provided similer commission errsagements pre-divestiture.

The calls routad to the AOS company are uvsually "0+" calla, that fs,
calle such a8 pereocn te perscn, collect, third-party bililad or credit cord
calls (including cells made vith telepbona compezy calling cards and major
credit carde). UHben the end woer places s call, the A0S companiss gemerslly
vee 8 live operator to take bdilling informstions end route the calls, 1Is
sope {netseeecs, the AOQ companyh systen permits the ecustomer te diesl oll
the digite required to route and bill the call without the intervestisa of o
live operetor. This precedure is similar to that presestly aveilsbls ia
some sress by which g custover disls che wumber te de called, veceives o
tese oigsali calleé a "Mong tone,” sad thes enters o calling card musber or
other billing iaformsetion. Once the 403 company obtains necessary rowtiag
ond Billisg informatios, tde company reutos the ¢all ever its lsesed limgs.
The AOS cenpany masy also be eble to tresefer & call to the callerh
preferred long distasce carrisr if thae callar requeste such & traasfer,




Nonorable John D. Dingell

depending-en hew the AOS service is technically configured. 1f che AOS
compasy is pot capadble of tracsferring the call, the caller must vss &
telephone at another location to scceds a long distance urrut ether than
the AOS company.

i e _.W

The AOS enpnh. that have em to our attn;ba are resellare of
isterstass. leea e, LBt ORI AN0ail Ao e Te carviars

’ B SR ' < n e ions Act (Act) aend

N Weith )oth the nunu and th h—h-ba’o regulations

sad policies. Uldor Sections 201-203 of the Act, AOS companiss wmust charge
just and reasonekle rates énd camnot engage i usresscnadle practices or
unressongdle discrinmination. 1Ia additiop, under Bection 208:0f the Act, the
Commiss ion entertains and investigates any complsints .nbu’ an AOS
company's provisios of interstate end imternational servicas. (An
AOS company's previsiss ef incrastate services is, of comree, vithin the
Juriediction of the eppropriate state public utility commiseion.)

The Comnission bas classifisd resellers ss son=dominsnt carrisrs for
purposes of applying eur policiss estedlished in the
proceeding. Resellers of domestic interstgte services are sot vequired to
file rete schedules vith the Comissicn or applicetions for eperating
cere iluun udot Section 214. Raseliers of internetionsl services must
£ile both. ither csse, resellars such as ADS compsnins remsin fully
lubjcet to ou ection 208 complaint procedures and to the Acth
requirements of jut and teasonable rates and practices. The Commiss ion
raceives and resolves over 1,000 complaints & year agsinst nos-doninent
carvieres. The Commiseion glso bas 2utbority under Section 403 of the Act to
isvestigate any metter within ite Jurisdictica. 1If the Commission finde
that s aos~dominant cerriar bes violated the Act, the Commissicn con teke
enforcement sction through-uppropriste proccluras, sush as issuing a edovw
csuse @xéda? or puot kc _® ceet lisility. If sca~deninsst ssrrisrs are
found tq be cuqb. ,i lstion of the Act o7 the Commisoionh rules,
they con ba findd oc erderel g fske-oTepa to Dring themselves fmto
eo-plhuc v’ﬁ T A
. d‘.:-,

—,

Sisce Jéunsry 1988, the C~il'lbl has received sppreximstely 270
vritten couplaints egainmet AO3 coopsniss. During that seme time frame, the
Commission recaived a totsl of spprozimately 2600 complainte on all subject
mattere.
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Host-of the complsinte sgeinet AOS companise received by the Commiseion
involve calls zede by individuals from telepbomes placed in one or more
tresoient lecations. The complaints most often gllege that AOS companise
are ehargleg emcossive vates ond thet they are providiag sezvices wishout
sotifying cuetomers thet ap 408 provider is heedling the call. The
Commiss ion des aleo received complaintes with respect to billing prasticee
for uscompleted calls and slleged sonrespomsiveness to complaints wmade

directly to the company.

Yhen the Commission receives & complaint sgailnot an AOS company, our
Enforcement Divisise contecte the compeny end sequires iz o provide o
written resposse to the sllsgaticns ln tde complalnc. To date, A0S
compspies vesponding to complaints filed with chis Coumiseion bave in gvary
case veisbursed customers the difference betvese their chorges and what the
customers’' carrier of choice vould bove charged for the calls. The
Commisoions heo & vaeriety of opticns for desling wich the issues raised in
the compleints. These opticms are descrhed in the mexnt section eof this

report.

fatace Commigsiss Astian

On March 28, 1988, the Common Carvior Buresy contected all 40§
cempenies egsinst vhich ve have seceived sovplaines and regquestad deteliled
information sbout the services thooe companiss provide. I am encleeiag e
copy of thet letter sud the list of 2be ACS compaviss receiviag iz for your
coavenience», WYe slso empect %o receive iz the mear fusture & comprebenmsive
@arket otudy conducted by the Inforeation Publishing Cozporation em gll AOS
componies epereting in the market. The Buresu is presesntly reviswing the
A0S compenice ' responses to its imquiry., In the meentima, to inform
consumars, the Connisnisn prepersd scd dissemineted & conoumer bulletis te
slert cossumsrs to their rights end cemedies weder tde Act. I em emclosing

e copy of thet bullatin.

As scos as the Commiss ion Dae completed i2e sgnalysis of avellsdle
information, we will desernine vhat foderel ectise msy be sppropriste. 1Inm
asking that determinatisn, the Commisuice bse o broad zasge of possdle
respooses. At present, the Commizsiom bes successfnlly reosdlved compleints
€£iled pursuent to Sectisn 208 of che Act, se dsscrded sdove. The
Commicoicon can alee contizve, 2nd aexpacd upon, ths significent atepe it bas
teken to educete copeumors a9 to what A0S compesiss aze, wheo gensuscss ®ay
have deslings with them ond vhat steps they can take to have their 2elapbene
eells handled Dy the company thbey choose sed at rates they are williag te
pay. Ip additiom, the staff can contimue its ongoimg efforts to mset




Bonoradle Jokn D. Dingell b,

informelly with ACS compsnise to obtain comsensual sokutions to consumeT
prodlems. I sbould gpote in thbis regerd thst elmost two tbirds of the A0S
companies currontly operating have joined a nev trade asseccistion, the
Operator Bervice Providers of Americs (O3PA). I order to join OSPA, s
compeny is required to agree to sbide Dy & "code of ethise.” A copy of this
code is ettached for your imformstion.

1f these epproaches prove umsuccescful, the Commission has sutbority to
teko odditionmsl ections. PFor imstance, if the Commissien comecindes thkat as
AQS compeny is violating the éct, the Commiseinn can order companise to take
opecified gctions to comply wish the lav through s shov csuse prucesding or
by issuing e 20tice of apperent liadility. Finelly, the Commission can
initiste ¢ rulemaking proceeding to develop eppropriste rules for operator

service providers.

The Commission is proceeding ceoutiously in this srea decouee, from our
prelizinery assesssent, it sppears that A0S companias are potentinl scurces
of mav, iapovative services for the public, such as bilisgual cperstors end
voice meoseging services. There is slrcedy evidemce thet ATLT and soms Bell
Operating Compsnoice have moved to divereify their operator services i
rosponse to this competition. Thus, iz scems likely that compotizion in the
eperator sevices market cen produce ceasumer beopafiss which sheuld aot de
elinineted by regulatery action. 1In eddicisnm, ac in al) izdustrics, escee
A0S cospanias appear to be sore resposeive to comsumars than other
companies., It is importast for the Commiseinn to select options that are
serrovly tajlored to rectify che spacific problems favolved. It therefore
mey be appropriate to take actisp esly sgsimst those companies ceusing the
probles, rather than burdening respons P le A0S providers with restrictisss,
such as reguiriag ell "0+” traflic to be delivered go ATAT or requiring AOS
providers to charge ATST rates, as seme cdescrvers basve suggested. :

Please be assured that the Commiseion will carefully revisv 11
cospleints anéd other materisl sudbaisted to us regerding AOS cempeniss., The
Commission vill take appropriate ection &f it sppesrs that the practices of
an AOS compeny costravemes the Ast or the Commission® rtules or if an AOS
compeny 46es B0t adeguately rospond to & complaine., The Ceamission Bas elso
edvised the Bational Associstion of Regulatory Ugility Commissicners that we
vould work wizh otate couniss fons 2o vesolve probleme of mutusl comceras.
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I toest thst the foregoing, sloeg wizh ¢he edclosed informstion,
#édrevses yoeur concerse. ¥ wiil kecp you ebresst of sny further ostions the
Commiscion takes in this ares. Theak you for your iterest ia tbis msttar,
83d plessc let me knov if I can be of furtder goeistance.

iacerely, z ; : ) "

‘-Dnnh B. Patrick
Chairmen

Enc losuras
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.6 Lo
Agrministy etor - Rato ond Terilly

June 1, 1268

Transmitcal Ho. 1238

Secretary

Pederel Cemmunicetions Cesmissieon
Hashington, P.C. 20334

Attention? Com2on Csrrier Buresu

The accempanying tariff macerial issued by ATET Communications and
bearing Teriff P.C.C. Bos. I &2nd 13, effective July 16, 1288, is sent to
you for filing in compliance with the requirements of the Communications
Act of 1934, as amended. This msterial consists of tariff pages as
indicsted on the fellowing check sheets!

Tarif? F.C.C. Wo. 1 = 276th Revisad Page 1
Teriff ¥.C.C. Bo, 13 - 13th Revised Pege 1

Tois filing incresses the service charges associated with demestic
;p::uor sssisted calls and mekes them uniform over all mileages as
ollowes :

ope stacl . . Service c_hirgu
- rator Station ating ro%ug

1=10 miles .
11-22 =iles $1.10 $1.7%
Ovar 22 wiles .‘o” 'lc,,

- Person-to~Psrsen
41l milesges $3.00 $3.%50

= gCuotomer Disled
Celling Card Stetion
1-10 silas (includes Hazice) $ .60 $ 80
Over 10 miles $ .80 $ .89

These operator service charges have sot deen incressed wvince they were
{mplesented in 1982. Yet, is that siz year period, ATET's coste to
bandle oporator assisted calls have imcressed significantly. The
propesod revisions will isprove the revesus/cost velaticaship fer these
types of calls, provide additicaal cecoteibution to common costs end
allow ATET to maintain its rates for basic NTS as lov an possiblse.

This £iling also introduces a $2.00 service charge when an opsrater
verifies shat thera {s cenversation {a sreavess on @ c‘nluk u’_ni;u and




Poderal Communications Commission - e
Trasemitesl Bo. 1238

Pinally, this £iling introduces a $.75 gurcharge on thosa opsrater
bandled tells where the custcasr dials “G" and requests that the
operator dfal the celled nusber. This chasge is ia sddicienm to the
appiicable Cpsretor Station and Person~co-Person service charges and
will also apply oo imternational calle where the customer hes the
cepability of dialing the desired telsphone number. This tariff
revision {9 being made to encourage customers to dial "0" plus the
called number and therefore premotes more efficient use of ATST's
netvork by reducing both opsrator work time and network holding time.

The intreduection of the $.79 surcharge on operator dialed calls and the
$2.00 secvice charges for busy-line verification end duay-line
intersuptior will net be implemented until December 1, 1988 to asllow
AT6T to @ake the required software and equipment changes end to make
arrangements with the local ezxchange carriers teo provide customer
billing of chese charges. Also, beginning on Movember 1, 1968,
customers who use these operator services, will be edvised by the
operator that AT&T will begin charging for these services on December 1,
1988,

Support material required by Sectiom 61.38 of the Pederal Communicstions
Comaission’s Bules and Begulations is submicted herewith. The sbeve
tariff revigions are cstimsted to incresse ATET's Switched Bervices net
earninge in 1985 by $110 million (on an snnualised desis).

HYotification to custemers of the tariff changes is being made through
advertisements scheduled to appear during the nest several days in
general circulation newspapers in the 25 largest metropolitan sreas
vithin the countery. I additiecn, edvertisements will asppear in

USA Today and the matiomal editions of the UWsll Street Journal and
the Mew Tork Timees.

Acknovledgaent and date of receipt of this £filing are reguested. A
duplicate letter of transmittal is attached for this purpose. All
corvespendence inm ecoangetion with this £iling should be addeessed to
Me. W. B. Lind, Administeator ~ Rates and Tariffs, AT&T Comaunicstions,
1120 - &0tk Street, M, M., Suite 1000, Washimgtonm, D.C. 20036,

Duplicete tetter
Avtachmgnt?
Tarisf Pages
Support Materisl
Copy of Letter, with attechment, concurreatly sent tot
Commorcial Contractor
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TRANSMITTAL NC. 1228
DESCRIPTION AND JUSTIFICATION

This atcachment provides the support material for
Transmittal No. 1238, in compliance with Section 61.38 of the
Commission's Rules. This tariff filing makes revisicons to
ATLT's rates and rate structures for operator staiion.
person-to-person and certain Customer Dialed Cafling Card
(°CDCC") station calls, and introduces charges for certsin
operator-assistance functions for which no charge presently is
assassed. These tevisions are designed to (a) improvo the cost
recovery achieved by ATAT's operator services rates;

(b) provide additional customer incentives for more efficient
use of AT&T's network facilities; and (c) assure that the costs
of operator assistance functions for which new charges are
being introduced are borne by those customers who use those

services,

1. 2T

L4

.- . -

ATET's presant MIS trate structure for
cperator-assisted calls, implemented in 1982, inéorporitca
tized service charges, which are adéded to basic dial message
rates, for each of three classes of operator service:
person-to~-person, operator station (g.49., collect, third number

billed, and sent paid), and CDCC calls.® This rate structure

* Prlor to 1982, AT&T's operator services charges were based
on a l6-step rate schedule aggregating operator services
and message charges, with an initial three minute minimum
billing pottod and additional minute rates in esch rate

step. ATST (Fqualization Filing), 89 F.C.C.28 19000.,°
1001 02 (19!2)




reflects the fact that operator services costs do not vary

significantly with distance.® The use of separate service
charges also provides a simplified, readily understandable rate
structure that identifies for the customer the added cost of
opsrator sarvices over direct dialed calling, as well as cost
differences among the classes of operator service.

The current service charge for person-to-person
domestic and offshore calle is $3.00, and is applied to all
calls on which the person specified by the call originator is
reached by AT&T's operator.®® The service charge for domestic
operator station calls for distances over 22 miles is currently
$1.5%5% per call, and the current service charge for CDCC calls
over 11 miles in distance is $.80 per call. For "short haul"
traffic, 8 service charge of £.60 applies to domestic CDCC
calls for distances from 1-10 miles, and charges of $.75 and
$1.10 apply to domestic operator station.calls for distances of
1-10 and 11-22 miles, zeapectively.®es

This filing mak.a_thc following changes to domestic

and offshore opotltar‘idkvtco charges:
-

" 589 ATEI. 64 F.C.C.28 1, 98 (1977).

**  Se@ ATLT Communicaticns Tariff F.C.C. 1, Sections 2.8.3.D,
3.2.1.L.2. The person-to-person charge iz also applied to
calls on which the originator requasts Or agrees to speak
to a party other than the person initially specified.

ase 4., Section 3.2.1.L.2. For CDCC calls to Mexico, the
service charge is $.60 for distances of 1-10 miles, and
$.30 for distances greater than 10 miles. Id..
Section 31.2.4.L.1.




- incteases the service charge for operator station
calls to a uniform $1.75 per call;

- increases the service charge for perscon-to-person
calls to $3.50 per call;

- establishes a uniform service charge for CDCC
calls of $.80 per call by eliminating the curcent
tate differential for short haul (1-10 mile)
calls;

- introduces a $.7% surcharge, effective
December 1, 1988, for certain operator station
and parson-to-person calls dialed on a "0-" basis
(i.e., without dialing the digits of the called
numbsr); and

- implements new secrvice charges, effective
December 1, 1988, of $2.00 per attempt for busy
line verification (“BLV®) service and $4.00 per
attempt for busy line interruption (*BLI®)
service. These service charges will be applied
when the operator is successful in reporting that

2 conversation is in progress (BLV) or in
requesting that & conversation be terminated

(BLI).
The filing also eliminates the current differential between the
service charges f¢r short- and long-haul CDCC calls to Mexico
and, effective December 1, 1988, implements the "0-° surchacge
for operator services calls (other than collect) to Mexico and
all other international points ezcept Canada.*
The tariff changes in this filing are the first

comprehensive revisions to AT&T's operator services rates and

. AT&T intends to file changes later this year to its
tariffs for service to Canada, adjusting the mileage steps
in those rate schedules. Revisions to the rates and rate
structure %o introduce the "0-" surcharge for operator
services calls to Canada will also be incorporated in that

giling.




rate structure since their initial implementation in 1982.*

These rate increases areé bsing made in response to changes over
time in ATST's costs of providing operator services. As the
Commission has previously recognized, ATLT's operator services
rates were established in 1982 at levels sufficient to recover
their costs.** While operator services rates continue fully to
recover the costs of those seérvices, the level of contribution
to other Switched Services has been eroded as a result of
declining revenue growth for operstor station and
person-to-person calls, accompanied by incressed cperator
services expenses.
r~ Specifically, total annual revenues from these call
types, which ihctoascd by only 2.5 percent between 1984 and
1986, doc!inid by .9 percent in 1987 and are projected to
decline by a further 4.2 percent in 1988. In the same period,

operator contract wage expenses increased between 1984 and 1987

by a total of $90 million, and are projected to increase by a

further $1% million in 1988. Moreover, concomitant benefit
ezpense increases for operatcr personnel over the same period

L~--tot:al $30.1 million.

. Certein modificatiaons have been made during this zeriod in
individual operator services rates. For example, effective
Masy 1, 1987, AT&T implemented & reduction in the CDCC rate
for domestic CDCC calls over 22 miles from $1.0% to the
current $.00 level. §ee¢ Transmittal No. 809, filed
December 31, 1986, Description and Justification, pp. 2-3.

*s AT&T (Equalization Filing), 89 F.C.C.2d at 100%.
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