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SUBSCRIBER BILLING ADJUSTMENTS FOR LOCAL EXCHANGE SERVICE
(0.A.C. 4901:1-5-16)

A)

(B)

The local service provider shall make an adjustment to a subscriber's bill in accordance with
paragraph (B) of this rule whenever a subscriber's service is interrupted and remains out of service
for more than twenty-four consecutive hours after being reported to the local service provider or
after being found by the local service provider to be out of service. The length of the service
interruption must be computed on a continuous basis, Saturdays, Sundays, and holidays included.
This rule does not apply if the out-of-service condition:

(1)  occurs as a result of a negligent or willful act on the part of the subscriber;

(2)  occurs as a result of a malfunction of subscriber-owned telephone equipment or inside wire;
(3)  occurs as a result of a military action, war, insurrection, riot, or strike; or

(4) cannot be repaired due to the subscriber missing a repair appointment.

Each local service provider must justify and document in its records each instance where it applied
any of the exceptions listed in this paragraph.

If an out-of-service condition exceeds twenty-four hours but is less than forty-eight hours, the local
service provider shall credit the subscriber's bill for at least the pro rata portion of the monthly
charge(s) for all regulated local services rendered inoperative during the interruption. Credit for
out-of-service conditions lasting longer shall be provided as follows:

(1)  The local service provider shall provide a subscriber who experiences an out-of-service
condition of forty-eight hours but less than seventy-two hours a credit equal to at least one-
third of one month's charges for any regulated local services rendered inoperative.

(2)  The local service provider shall provide a subscriber who experiences an out-of-service
condition of seventy-two hours but less than ninety-six hours a credit equal to at least two-
thirds of one month's charges for any regulated local services rendered inoperative.
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SUBSCRIBER BILLING ADJUSTMENTS FOR L OCAL EXCHANGE SERVICE (Continued)
(0.A.C. 4901:1-5-16)

(3)  The local service provider shall provide a subscriber who experiences an out-of-service
condition of at least ninety-six hours a credit equal to at least one month's charges for any
regulated local services rendered inoperative.

(C)  Alocal service provider may apply for a waiver to paragraphs (A) and (B) of this rule in the event
of a verifiable act of God. One copy of the waiver request shall be filed with the Commission's
docketing division in the MTSS Docket, Case No. 00-1265-TP-ORD, and one copy shall be
submitted to the PUCO Outage Coordinator within two business days of the onset of the claimed
act of God. Such waiver request shall state the specific nature of the act of God, the extent and
location of damaged facilities, and the number of customers affected. If the Commission or its
staff takes no action within two business days of the filing of such waiver request, the act of God
exception may be invoked by the local service provider. In the event an act of God exception is
applied, the provisions of paragraph (B) of this rule will not apply until forty-eight hours after the
onset of the verified act of God. Accordingly, forty-eight hours shall be added to each of the time
frames established in paragraph (B) of this rule for purposes of determining credits to customer
accounts. Each local service provider must justify and document in its records each instance where
it has applied an act of God exception.

(D) If the local service provider fails to install new access line service and any associated features
within five business days of receiving an application for new service, or by the requested date,
when at least five business days notice is given, the provider must waive at least one-half of all
regulated nonrecurring installation charges associated with the new service or features. If the local
service provider fails to install new access line service and any associated features within ten
business days of an application for new service or fails to install such service by the requested
installation date, when at least ten business days notice is given, the provider shall waive all
regulated nonrecurring installation charges associated with the new service or features. Such
credits shall not be required where:
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(1)

@

€)

“

Special equipment or service is involved:

(@) "Cable pairs" are not deemed to be special equipment for purposes of this rule
unless the requested service is in a completely undeveloped area where no facilities
of any kind exist.

(b) When special equipment or a service exception is invoked, it shall be fully
documented. The documentation of the required specific special equipment or
service shall be maintained with the application for new service and include a
description of the special equipment or service involved.

Applicant or subscriber has not met pertinent tariff requirements;

The installation cannot be completed as a result of a military action, war, insurrection,
riot, or strike; or

The installation cannot be completed due to a subscriber missing an installation
appointment.

(E)  Missed customer appointments.

1 When the local service provider fails to meet a scheduled installation appointment, the
Company shall waive at least one-half of the subscriber's regulated nonrecurring
installation charges associated with the new service or features.

2) When the local service provider fails to meet a repair appointment or a repair
commitment, the Company shall credit the subscriber's bill in the amount of at least one-
half of one month's charges for any regulated local services rendered inoperative.

Issued: January 15, 2002 Effective: January 15, 2002

In Accordance with Case No. 00-1265-TP-ORD,
Issued by the Public Utilities Commission of Ohio
Jerry Swander, Secretary
Bascom, Ohio 44809





[image: image4.jpg]THE BASCOM MUTUAL TELEPHONE COMPANY Section 14

Original Sheet No. 14
P.U.C.0. NO. 3
MINIMUM TELEPHONE SERVICE STANDARDS

SUBSCRIBER BILLING ADJUSTMENTS FOR LOCAL EXCHANGE SERVICE (Continued)

(0.A.C. 4901:1-5-16)

(F)

()

3)

The credits required by paragraph (E)(1) of this rule do not apply when the local service
provider provides the subscriber twenty-four hour notice of its inability to meet an
installation appointment, or when the effects of a natural disaster prohibit the local service
provider from providing such notice. In no event shall the application of Rule 4901:1-5-
16(E)(3) of the Administrative Code, affect the service installation deadline and credit
required under Rule 4901:1-5-16(D) of the Administrative Code.

In the event the local service provider omits a subscriber's listing from the white pages of the
telephone directory or lists an incorrect telephone number, the Company shall issue the subscriber
a credit for the equivalent of not less than three months' regulated local service charges. Such
credit shall not apply in cases where the subscriber has provided such listing information after the
deadline for directory publication. The subscriber shall be given the option of taking the credit or
pursuing other remedies. :

When it is confirmed that a local service provider has undercharged or overcharged any subscriber
as the result of a miscalculation, inaccuracy, billing or other continuing problem under the service
provider's control or under the control of the entity for whom the telecommunications carrier is
billing charges:

)

@

The maximum portion of the undercharge that may be recovered from the customer is any
billing month, based on the appropriate rates, shall be determined by dividing the amount
of the undercharge by the number of months of undercharged or unbilled service, unless
the customer agrees to alternative payment arrangements.

The total overcharge and accrued interest, at a rate of at least five per cent per annum,
shall be reimbursed to the customer within two billing periods after the propriety of the
reimbursement is confirmed.
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3) Each local service provider shall state the total amount to be collected for an undercharge
by the second bill mailed to the customer after such collection is discovered. This rule
shall not affect the local service provider's recovery of regular monthly charges.

(a) No local service provider shall recover any service or billing fee pursuant to this
rule; and

(b) No local service provider shall disconnect service to any customer to collect an
undercharge under this rule, except for nonpayment of the amount lawfully billed
under this rule.

) The adjustment for an overcharge shall be in the form of either a direct payment to the
subscriber or a credit to the subscriber's account within the next two billing periods.
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(A)  Local service may only be disconnected for subscriber nonpayment of charges for local services
regulated by the Commission. For purposes of this rule, local service is defined as every regulated
service provided by the local service provider other than toll service and 900 and 976-like
services.

(B)  Toll service may be disconnected for subscriber nonpayment of toll service, subject to the
following conditions:

) Toll disconnection procedures shall comport with all applicable billing, notice,
credit/deposit, and disconnection standards set forth in this chapter of the Administrative
Code and shall be tariffed.

) A local service provider, including one which also provides toll service, may enforce the

Commission-approved, tariffed disconnection procedures of a separate provider of toll
services pursuant to a contract entered into between the local service provider and the
separate toll service provider.
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©

(D)

(E)

®

Partial payments applied towards any past due amount on a bill or the balance due on a
disconnection notice must be apportioned to past due regulated local service charges, then to any
current local charges, before being applied by a telecommunications provider to any toll or
nonregulated charges unless the subscriber pays the entire amount past due or more. In that case,
any amount paid over the amount past due shall be applied first to current local charges.

A telecommunications provider must notify, or attempt to notify through any reasonable means, a
subscriber before service is refused or disconnected when any of the following conditions exist:

€)) a violation of or noncompliance with the telecommunications provider's rules or tariffs on
file with the Commission;

) a failure to comply with municipal ordinances or other laws pertaining to
telecommunications services; or

3 a refusal by the subscriber to permit the local service provider access to its facilities.

A telecommunications provider must notify or attempt to notify, through any reasonable means,
the subscriber before service is disconnected when the subscriber has committed a fraudulent
practice as set forth and defined in its tariffs on file with the Commission.

The telecommunications provider may not disconnect the local or toll service of a subscriber who
pays the Company the total amount due (or an amount agreed upon between the Company and the
subscriber) on his/her account by the close of business on the disconnection date listed on the
disconnection notice.
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(G) No notice is required prior to disconnection when:

¢ an emergency may threaten the health or safety of a person, or the local service provider's
distribution system. If service is disconnected, the Company shall act promptly to restore
service as soon as possible;

2) a subscriber's use of telecommunications equipment adversely affects the Company's
equipment, its service to others, or the safety of the Company's employees or subscribers;
or

3) a subscriber tampers with facilities or equipment owned by the telecommunications
provider.

(H) If a subscriber or a member of the subscriber's household demonstrates that disconnection of
service would be especially dangerous to his/her health, the local service provider must consider
this circumstance when offering extended payment arrangements to avoid disconnection.
Payment arrangements shall be offered regardless of the credit class of the subscriber.

@ When a residential subscriber's local service is disconnected for nonpayment, the local service
provider shall maintain the subscriber's access to emergency services for a period of at least
fourteen days following such disconnection.
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€)) Local service may not be refused or disconnected to any applicant or subscriber for any of the
following reasons:

6)) failure to pay for service furnished to a former subscriber unless the former subscriber and
the new applicant for service continue to be members of the same household;

) failure to pay for a different class of service. Residential service may not be denied or
disconnected for nonpayment of a nonresidential account and vice versa;

3) failure to pay any amount which is in bona fide dispute. The Company may not
disconnect service if the subscriber pays either the undisputed portion of the bill or where
the disputed amount is in question, the subscriber pays the amount paid for the same
billing period in the previous year; or

@) failure to pay any nonregulated service charges.

(K)  Payment schedule and disconnection procedures for nonpayment.

8 A subscriber's bill shall not be due eatlier than fourteen days from the date of the
postmark on the bill. If the bill is not paid by the due date, it then becomes past due.

) The Company shall not disconnect the service:

(a) sooner than fourteen days after the due date of the bill; and
(b)  without sending a written notice of disconnection, postmarked at least seven days
prior to the date of disconnection of service.
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3) A telecommunications provider may disconnect service during its normal business hours;
however, no disconnection for past due bills may be made after twelve-thirty p.m. on the
day preceding a day that all services necessary for reconnection are not available.

(L)  Anotice of disconnection for nonpayment shall state the following:

e Failure to pay the amount required at the Company's office or to one of its authorized
agents by the date specified on the notice may result in the disconnection of local or toll
services;

2) The earliest date when disconnection will occur;

3 The reason(s) for disconnection and any actions which the subscriber must take in order

to avoid the disconnection, including the total amount required to be paid (which shall not
be greater than the past due balance);

“) The total amount due to avoid disconnection of local service as defined in paragraph (A)
of this rule, which must be listed separately from charges for regulated toll and charges
for unregulated services; '

(©) The total amount due for toll charges and a statement that nonpayment of toll charges may
result in the disconnection of toll service;

(6) The total amount due for nonregulated charges and a statement that nonpayment of such
charges cannot result in the disconnection of local service or regulated toll service;

@) The address and telephone number of the office of the telecommunications provider that
the subscriber may contact in reference to the subscriber's account;
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®) The following statement:

If your questions are not resolved after you have called (name of utility), customers may
call the Public Utilities Commission of Ohio (PUCO) toll free at 1-800-686-7826 or 1-
614-466-3292 or for TDD/TYY toll free at 1-800-686-1570 or 1-614-466-8180 from 8:00
AM. to 5:00 P.M. weekdays, or visit the PUCO website at www.puco.ohio.gov.

Residential customers may call the Ohio Consumers' Counsel (OCC), toll free at 1-877-
742-5622 from 8:30 AM. to 5:30 P.M. weekdays, or visit the OCC website at
www.pickocc.org; and

) A statement that an additional charge for reconnection may apply if service is
disconnected. The statement shall also include a notice that payments to an unauthorized
payment agent may result in the untimely or improper crediting of the subscriber's
account.

(M)  Reconnection of local and toll service.

1) Unless prevented by circumstances beyond the Company's control or unless a subscriber
requests otherwise, each telecommunications provider shall reconnect previously
disconnected service by five P.M. on the next business day following either:

(a) receipt by the Company or its authorized agent of the full amount in arrears for
which service was disconnected, or upon verification by the Company that
conditions which warranted disconnection of service have been eliminated; or

(b)  agreement by the Company and the subscriber on a deferred payment plan and a
payment, if required, under the plan.

2) Before restoring service under this rule, a telecommunications provider may not insist
upon payment of any amount that has not been included on a notice of disconnection.
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