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Chapter 33—Service Billing Practices for Telephone Utilities

Title 4—-DEPARTMENT OF
ECONOMIC DEVELOPMENT

Division 240—Public Service
Commission
Chapter 33—Service and Billing
Practices for Telephone Utilities

4 CSR 240-33.010 General Provisions

PURPQOSE: This rule describes in
general terms the provisions of this
chapter.

(1) This chapter applies to all telephone
utilities subject to the jurisdiction of the
Missouri Public Service Commission.

(2) A telephone utility shall not discriminate
against a customer or prospective customer for
exercising any right granted by this chapter.

{3) Atelephone utility may adopt rules govern-
ing its relations with customers and prospec-
tive customers which are not inconsistent with
this chapter. The rules shall be part of a
telephone utility’s tariffs.

(4) All telephone utilities shall be in com-
pliance with this chapter on or before
December 31, 1977 and shall notify the
commisgion of such compliance,

Auth: sections 386.040, 386.250 and
392.200, RSMo (1986). Original rule filed
Jan. 14, 1977, effective Oct. 1, 1977.

4 CSR 240-33.020 Definitions

PURPOSE: This rule defines various
terms that are used in this chapter.

{1) The following definitions shall apply to
this chapter:

(A) Bill means a written demand for pay-
ment for service or equipment and the taxes
and franchizge fees related thereto;

{B) Bill insert or insert means a written
notiee which is enclosed with a hill;

{C) Billing period means a normal usage
period of not less than twenty-eight (28) nor
more than thirty-one (31) days;

(D} Charge means an amount due for service
or equipment and the taxes and franchise fees
related thereto;

(E} Complaint means an informal or formal
complaint under 4 CSR 240-2.070;

(F) Concurrent service means service for
more than one (1) main station to the same
cusiomer;

{G) Customer means a person responsible
for payment for service;

{H) Cycle billing means a system which
results in the rendition of bills to various
customers on different days of a month;

(I) Delingquent charge means acharge which
i not paid in full on which payment is due;

() Deposit means a money advance to a
telephone utility for the purpose of securing
payment of delinquent charges which might
acerue to the customer who made the advance;

(K) Discontinuance of service or discontinu-
ance means a cessation of service not
requested by a customer;

(L) Guarantee means a written promise
from a responsible party to assume liability
up to a specified amount for delinguent
accounts which might accrue to a particalar
customer;

(M) In dispute means any matter regarding
a charge or service which is the subject of an
unresolved inquiry;

(N) Inquiry means any written or oral
comment or question regarding a charge or
service which is directed to a telephone utility
by a customer or prospective customer;

{0) Main station means the principal tele-
phone associated with each service location
to which a unique telephone number is
assigned;

(P} Person means an individual, partner-
ship, corporation or other legal entity;

(Q) Preferred payment date plan means a
plan in which the delinquency date for the
charges stated on a bill shall occur on the same
day during each billing pericd as selected hy
the customer;

(R) Prospective customer means a persen
who has requested service but who has not
yet entered into a contract for service;

(S) Rendition of a bill means the date a hill
is mailed to a customer;

(T) Service means the provision by a tele-
phone utility of telephone service for residen-
tial purposes:

(U) Settlement agreement means a written
agreement between a customer and a tele-
phone utility which provides for the payment
of undisputed charges over a period longer
than the customer’s normal bhilling period;

(V) Tariff means a schedule of rates, ser-
vices and rules approved by the commission;

{W) Telephone utility means a telephone
corporation as defined in section 386.020,
RSMo (1986);

(X) Termination of service or termination
means a cessation of service requested by a
customer; and

(Y) User means a person, not necessarily a
customer, on whose behalf a contract for
service has been entered into.

Auth: sections 386.040, 386.250 and
392,200, RSMo (1986). Original rule filed
Juan. 14, 1977, effective Oct. 1, 1977,
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4 CSR 240-33.030 Minimum Charges Rule

PURPOSE: This rule requires ull tele-
phone utilities to inform prospeciive
customers af the time service is requested
and at the time o contract for service is
entered into of the lowest cost service
available and the lowest cost one party
service availeble and the lowest equip-
ment cost aveilable for such types of
service so that prospective customers are
aware of the lowest cost service and
equipment available.

(1) Upon a request for service and at the time
a contract for service is entered into, a
telephone utility shall use a2 prepared state-
ment to inform a prospective customer of the
lowest cost service available, including ser-
vices as measured party service and toll
limitation services if offered and the lowest
cost one (1) party service available to such
prospective customer and the lowest equip-
ment cost for such grades of service.

(2) A copy of all prepared statements required
by this rule shall be provided to the commis-
sion, its counsel and the public counsel upon
request.

Auth: sections 386.040, 386.250 and
392.200, RSMo (1986). Original rule filed
Jun. 14, 1977, effective Oct. 1, 1977

4 CSR 240-33.040 Billing and Payment
Standards

PURPQSE: This rule establishes billing
and payment standards to be observed
by telephone utilities and customers in
resolving questions regarding these
matters so thot reasonable and uniform
standards exist for billing and payment
practices for all telephone utilities.

(1} A telephone utility, after the initial bill for
new service is rendered, shall render a hill
during each billing period except when the bill
has a “00" balance.

{2) A telephone utility may render hills on a
cyclical basis if a customer receives the bill
on or about the same day of each month,
Billing cycles may be altered if the affected
customers are sent an insert or other written
notice explaining the alteration not less than
thirty (30) days prior to the effective date of
the alteration. This notification is not required
when a customer requests a number change
or when the customer disconnects and recon-
nects service or transfers service from one (1)
premtises to another.
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(3} If a telephone utility does not expressly
offer a preferred payment date plan, a cus-
tomer shall have at least twenty-one (21) days
from the rendition of a bill to pay the charges
stated except when the customer has had
service discontinued under 4 CSR 240-33.070
within the last twelve (12) months or where
the customer incurs toll or other charges at
any time during the billing period which are
equal to at least four hundred percent (400%)
of the amount of the deposit or guarantee
previously required from the customer, in
which case payment may be demanded for the
toll charges by a telephone call to the customer
followed by written notification of such
demand sent by first-class mail. If the toll
charges remain unpaid for ten {10) days from
rendition of written notification or a mutually
established late payment arrangement date or
twenty-one (21) days from rendition of the bill,
whichever is less, such charges will be deemed
delinquent.

(4 If a telephone utility has a preferred
payment date plan which it has expressly
offered to its customers, a customer, except a
preferred payment customer, shall have at
least ten (10) days from the rendition of the
hill to pay the charges except when the
customer has had service discontinued under
4 C8R 240-33.070 within the last twelve (12)
months or where the customer incurs toll or
other charges at any time during the billing
period which are equal to at least four hundred
percent (400%) of the amount of the deposit
or guarantee previously required from the
customer, in which case payment may be
demanded for the toll charges by a telephone
call to the customer followed by written
notification of such demand sent by first-class
mail to the customer. If toll charges remain
unpaid for ten (10} days from rendition of
written notification or on a mutually estab-
lished late payment arrangement date, the
charges will be deemed delinquent. A preferred
payment date customer shall pay the charges
on or before the due date under the plan.

(5} A telephone utility shall not assess a
finance, carrying or penalty fee upon a
delinguent account, but may assess a charge
to cover no more than the cost of handling
the delinquent account which charge must be
approved by the commission.

(6) Every bill shall clearly state—

(A) The number of main stations for which
charges are stated;

(B) The beginning or ending dates of the
billing period for which charges are stated;

(C) A statement of the date the bill becomes
delinquent if not paid, either by stating the
date payment is due, the actual date of

delinqueney or the number of days from the
billing date when the bill becomes delinquent;

(D) The unpaid balance, if any;

(E) The amount due for basic service and
an itemization of the amount due for toll
service including the date and duration of each
toll call;

(F) An itemization of the amount due for
taxes and franchise fees which the telephone
utility under its tariffs may pass on to
customers;

(G) The total amount due;

(H) The amount of a deposit or of interest
accrued on a deposit which has been credited
to the charges stated;

(I} The telephone number where inquiries
may be made; and

(J) If a deposit is held by the company.

(7) A telephone utility shall render a separate
bill for concurrent service unless otherwise
requested by the customer.

(8) During the first billing period in which a
customer receives service, a customer must
receive an insert or other written notice which
contains an itemized account of the charges
for the equipment and service for which s/he

- has contracted.

Auth; section 386.250.(11), RSMo (1986).
Original rule filed Jan. 14, 1977, effective
Oct. 1, 1977. Amended: Filed Dec. 31,
1978, effective Sept. 2, 1980.

4 CSR 240-33.050 Deposits and Guran-
tees of Payment

PURPQOSE: This rule establishes uni-
form standards dealing with the appli-
cation and requirements of deposits and
guarantee of payment so that reasonable
and uniform standards exist regarding
deposits and guarantees required by
telephone utilities.

(1) A telephone utility may reguire a deposit
or guarantee as a condition of service if the
customer or prospective customer—

(A) Is unable to establish that s/he had a
previous service account with a telephone
utility for a peried of at least twelve (12}
months for which all undisputed charges were
satisfactorily paid; or

(B) Isunabletoestablish credit rating under
standards contained in tariffs of the telephone
utility which shall be filed with and approved
by the commission, provided that this subsec-
tion (1)(B) shall only be applicable if a
customer or prospective customer would
otherwise be required to post a deposit or
guarantee under subsection (1)(A).

(2) A telephone utility may require a deposit .
or guarantee as a condition of continued
service under any of the following circum-
stances:

(A} The customer has undisputed chargesin
two (2) out of the last twelve (12) billing periods
which have become delinquent. A telephone
utility, with respect to each customer, shall
maintain a record of all charges which have
become delinquent within the last twelve {12)
billing periods;

{B) The customer has had service discon-
tinued under 4 CSR 240-33.070{1){A) or (B) at
any time during the preceding twelve (12)
billing periods; and

(C) The customer established service with
the telephone utility within the preceding six
(6) month, and incurs toll or other charges in
any one (1) billing period which are equal to
at least four hundred percent (400%) of the
amount of the deposit or guarantee previously
required by the telephone utility.

(3) No deposit or guarantee or additional
deposit or gunarantee shall be required by a
telephone utility because of race, sex, creed,
national origin, marital status, age, number
of dependents, source of income, condition of
physical handicap or geographical area of
residence.

(4) A deposit shall be subject to the following
ferms:

(A) It shall not exceed estimated charges for
two (2) months’ service based on the average
bill during the preceding twelve (12) months
or in the case of new applicants for service,
the average monthly bill for new subscribers
within a customer class;

(B) It shall bear interest at a rate specified
in telephone utility tariffs, approved by the
commission, which shall be credited annually
upon the account of the customer or paid upon
the return of the deposit, whichever occurs
first. Interest shall not accrue on any deposit
after the date on which a reasenable effort has
been made to return it to the customer. Records
shall be kept of efforts made to return a deposit;

{C) Upon discontinuance or termination, it
shall be eredited, with accrued interest, to the
charge stated on the final bill and the balance,
if any, shall be returned to the customer within
twenty-one (21) days of the rendition of such
final bill;

(D) Upon satisfactory payment of all undis-
puted charges during the last twelve (12)
hilling periods, it shall with acerued interest
be promptly refunded or credited against
charges stated on subsequent bills. Payment
of a charge is satisfactory if received prior to
the date upon which the charge becomes
delinquent provided it is not in dispute. A
telephone utility may withhold refund of a
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deposit pending the resolution of a dispute
with respect to charges secured by such
deposit;

(B} A telephone utility shall maintain
records which show the name of each customer
who has posted a deposit, the current address
of such customer, the date and amount of
deposit, the date and amount of interest paid
and the earliest possible refund date;

{F) Each customer posting a deposit shall
receive in writing at the time of posting or
within ten (10} days from the date a receipt
which contains the following information:

1. Name of customer;

2. Address where the service for which the
deposit is required will be provided;

3. Place where deposit was received or a
designated code which identifies the location,

4, Date when the deposit was received;

5. Amount of deposit; and

6. The terms which govern retention and
refund of the deposit;

(G) A telephone utility shall show on the
customer’s bill whether or not the customer
has a deposit with the company and thereby
provide means whereby a person entitled to
a refund of a deposit is not deprived of the
refund even though s/he may be unable to
produce the receipt for the deposit, provided
s/he can produce identification to ensure that
s/he is the person entitled to the refund. A
telephone utility shall maintain a record of the
deposit refunded and interest paid on such
deposit for a period of at least two (2) years
after the refund is made; and

(H) A telephone utility shall permit a
customer, concurrent with the beginning of
service, to post a deposit in two (2} equal
monthly installments or as otherwise agreed
upon.

(5) In lieu of a depostt a telephone utility may
accept a written guarantee. The limit of the
guarantee shall not exceed the amount of a
cash deposit.

(6) A guarantor shall be released upen satis-
factory payment of all undisputed charges
during the last twelve (12) billing periods.
Payment of a charge 18 satisfactory if received
ptior to the date upon which the charge
becomes delingquent provided it is net in
dispute. AHl telephone utilities shall file tariffs
establishing credit eriferia and screening
procedures, standardized recordkeeping and
verification procedures for uncollectible
accounts and an interest rate level for deposits
to be effective on the effective date of this rule.

Auth: section 386.250(11), RSMo (1986},
Original rule filed Jan. 14, 1977, effective
Oct. 1, 1977, Amended: Filed Dec. 31,
1979, effective Sept. 2, 1980.

4 CSR 240-33.060 Inguiries

PURPOSE: This rule establishes proce-
dures to be followed when customers
make inquiries of telephone utilities so
that such Inquiries are handled in e
reasonable manner.

{1) A telephone utility shall adopt procedures
which will ensure the prompt and thorough
receipt, investigation and, where possible,
resolution of inquiries. The telephone utility,
upon request, shall submit the procedures to
the commission and the telephone utility shall
notify the commission of any substantive
changes in these procedures prior to their
implementation.

{9 A telephone utility shall establish person-
nel procedures which ensure that personnel
shall be available during normal business
hours to accept customer inquiries within a
reasonable time after such inquiries are made
by telephone or in person. Within a reasonable
time after accepting such an inquiry, a
telephone utility will make available appro-
priate personnel to handle the inquiry,

(3} A telephone utility shall prepare a state-
ment which in layman’s terms describes the
rights and responsibilities of the telephone
utility and its customers under this chapter.
This statement shall appear in the front part
of the telephone directory or the telephone
utility can mail or otherwise deliver such
statement to is existing and new customers
in a form that would allow the customer to
affix the statement in the directory. The
statement shall be submitted to the commis-
sion for approval at least thirty (30) days prior
to being submitted for publication in a
directory or distributed as a mailing or
otherwise and it shall at least describe—

(A) Billing procedures;

{B) Customer payment requirements and
procedures;

(C) Deposit and guarantee requivements;

(D) Conditions of termination, discontinu-
ance and reconhection of service;

(E) Procedures for handling inquiries;

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

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

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

{I) The address of the Office of Public
Cfc}_:msel and a statement of the function of that
office,

4 CSR 240-33 m

{4) A notice prominently displayed on the
table of contents page or in the absence of a
table of contents on theinside of the front cover
if the statement is published in the directory,
shall state: “This directory contains important
information about your rights as a telephone
customer on page (here the phone company
will insert the page number on which the notice
shall appear.)”

{(5) At all of its public business offices, a
telephone utility shall make available for
public inspection a copy of this chapter and
the utility’s tariffs. At such offices, con-
spicuous signs shall be posted which indicate
that this information is available for public
inspection.

Auth: sections 386.040, 386,250 and
392,200, RSMo (1986). Original rule filed
dan. 14, 1977, effective Oct. 1, 1977.

4 CSR 240-33.070 Discontinuance of
Service

PURPOSE: This rule prescribes the
conditions under which service to a
customer may be discontinued and
procedures to be followed by telephone
utilities and customers regarding these
matters so that reasonable and uniform
standards exist for the discontinuance of
service.

(1) Service may be discontinued for any of the
following reasons:

{A) Nonpayment of an undisputed delin-
quent charge;

{B) Failure to post a required deposit or
guarantee;

(Cy Unauthorized use of telephone utility
equipment in a manner which creates an
unsafe condition or creates the possibility of
damage or destruction to such equipment;

(D} Failure to substantially comply with
terms of a settlement agreement;

(E) Refusal after reasonable notice {o permit
inspection, maintenance or replacement of
telephone utility equipment;

{F) Material misrepresentation of identity
in obtaining telephone utility service; and

(@) As provided by state or federal law,

(2) The failure to pay charges not subject to
commission jurisdiction shall not constitute
cause for a discontinuanee unless specifically
authorized in telephone utility tarriffs
approved by the commission.

{3) Subject to the requirements of this chapter,
service may be disecontinued during normal
business hours on or after the date specified
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in the notice of discontinuance. Servige shall
not be discontinued on a day when the offices
of a telephone utility are not available to
facilitate reconnection of service or on a day
immediately preceding such day. Service shall
not he discontinued for nonpayment of a
delinquent charge until five (5) days after a
charge has become delinguent except as
provided in section (10) of this rule.

{4) Service shall not be discontinued under
section (1) of this rule unless written notice
by first-class mail is sent or delivered to the
customer at least five (5) days prior to the date
of the proposed discontinuance. A notice of
discontinuance shall not be effective if a
customer has pending with the telephone
utility a complaint concerning the charge upon
which the notice is based. A telephone utility,
at the time service is contracted for, shall
inquire if the customer will also be the user.
If the user is different from the customer, a
telephone utility shall maintain a record of this
showing the name and address of the user.
Unless notified by a customer, a telephone
utility shall not be required to know of changes
in this status after the initial contract for
service has been fully executed.

(5) A notice of discontinuance shall contain
the following information:

(A) The name and address and the tele
phone number of the customer;

{B) A statement of the reason for the
proposed discontinuance and the cost for
reconnection;

{C) The date after which service will be
discontinued unless appropriate action is
taken;

(D) How a customer may avoid the discon-
tinuance;

(E) The customer’s right to enter into a
settlement agreement if the claim is for a
charge not in dispute and the customer is
unable to pay the charge in full;

(F} The telephone number where the cus-
tomer may make an inquiry;

(G) A statement that this notice will not be
effective if the charges involved are part of
an unresolved dispute; and

(H) A statement of the exception for medical
emergency under section (7) of this rule.

(6) At least twenty-four (24) hours preceding
a discontinuance, a telephone utility shall
make reasonable efforts to contact the cus-
tomer to advise them of the proposed discon-
tinuance and what steps must be taken to
avoid it.

{7) Notwithstanding any other provision of
this chapter, a telephone utility shall postpone
a discontinuance for a time not in excess of
twenty-one (21) days if the telephone is

necessary to obtain emergency medical assis-
tange for a person who is a member of the
household where the telephone service is
provided and whete such person is under the
care of a physician. Any person who alleges
such emergency, if requested, shall provide the
telephone utility with reasonable evidence of
such necessity.

(8) Upon the customet’s request, a telephone
utility shall restore service consistent with all
other provisions of this chapter when the cause
for discontinuance has been eliminated.

{9) Payment may be made by the customer for
restoration of service in any reasonable
manner, including personal check. Payment
by personal check may be refused if the
customer, within the last twelve (12) months,
has tendered payment in this manner and the
check has been dishonored, excepting bank
error.

(10) Notwithstanding any other provisions of
this chapter, service to a customer may be
discontinued at any time after written notice
has been sent, certified mail, to such customer
at his/her last known address and at the
address where the service to be discontinued
1s provided if such customer—

{A) Incurs charges not covered by a deposit
or guarantee and evidences an intent not to
pay such charges when due; or

{B) Damages or evidences an intent to
damage telephone utility equipment.

(11} The notice required by section (10} of this
rule shall state how a customer has evidenced
an intent not to pay charges when due or
evidenced an intent to damage telephone
utility equipment.

Auth: sections 386.040, 386.250 and
392.200, RSMo (1986). Original rule filed
Jan. 14, 1977, effective Oct. 1, 1977
Amended: Filed July 8, 1983, effective
Feb. 11, 1984. Emergency amendment
filed Dec. 20, 1983, effective Jan. 1, 1984,
expired Feb. 11, 1984,

4 CSR 240-33.080 Disputes

PURPOSE: This rule establishes the
procedures by which disputes between
customers and telephone utilities should
be resolved so that reasonable and
uniform standards exist for handling
disputes.

(1) A customer may advise a telephone utility
that all or part of a charge is in dispute by
written notice, in person or by a telephone

message directed to the telephone utility prior
to the delinquent date of the charge.

(2) When a customer advises a telephone
utility that all or part of a charge is in dispute,
the utility shall record the date, time and place
the inquiry is made; investigate the inquiry
promptly and thoroughly; and attempt to
resolve the dispute in a manner satisfactory
to both parties.

(3) Failure of a customer to participate with
the telephone utility in efforts to resolve an
inquiry which has the effect of placing charges
in dispute shall constitute a waiver of the
customer’s right to continuance of service
wnder this chapter.

(4) If a customer disputes part of a charge,
s/he shall pay an amount to the telephone
utility equal to that part of the charge not in
dispute unless otherwise agreed to by the
parties.

(5) If a customer fails to pay the amount of
a delinquent charge not in dispute within five
{(5) days from the date such charge becomes
delinquent, a telephone utility may discon-
tinue service under 4 CSR 240-33.070.

{6) If an inquiry which places a charge in
dispute is resolved in favor of the customer,
amounts due the customer shall be refunded
or credited promptly.

Auth: sections 386.040, 386.250 and
392.200, RSMo (1986). Original rule filed
Jan. 14, 1977, effective Oct. 1, 1977,

4 CSR 240-33.090 Settlement Agree-
ments

PURPQSE: This rule establishes a
procedure where a customer may obtain
an extension of time in which to pay
charges due a telephone utility so that
reasonable and uniform standards are
established with regard to payment
extensions.

{1) When a customer is unable to pay a charge
in full when due, the telephone utility to whom
the charge is due shall permit him/her to enter
into an initial settlement agreement under
which the charge may be paid as mutually
agreed fo by both parties. A copy of the
settlement agreement shall be delivered or
mailed to the customer upon request by the
customer.
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(2) Matters treated by a settlement agreement
shall not constitute a basis for a discontinu-
ance as long as the terms of the settlement
agreement are followed.

Auth: sections 386.040, 386.250 and
$92.200, RSMo (1986). Original rule filed
Jan. 14, 1977, effective Oct. 1, 1977

4 CSR 240-33.100 Variance

PURPOSE: This rule establishes the
procedure to be followed by a telephone
utility or customer when either seeks o
variance from any provision of this
chapter.

(1) Any telephone utility or customer may
request authority for a variance from any
provision of this chapter and the commission
may grant variances.

(2) A variancerequest shall be filed in writing
with the secretary of the commission. A copy
of such request shall be provided to the public
counsel.

Auth: sections 386.040, 386.250 end
392.200, RSMo (1986). Original rule filed
dan. 14, 1977, effective Oct. 1 1977,

4 CSR 240-33.110 Commission Com-
plaint Procedures

PURPOSE: This rule sets forth in this
chapter the procedures to be followed in
filing formalor informal complaints with
the commission regarding matters
covered in this chapter.

(1) Any person aggrieved by a violation of any
rules in this chapter or the Public Service
Commission laws of Missouri relating to
telephone utilities may file an informal or
formal complaint under 4 CSR 240-2,070.

(2) If a telephone utility and a customer fail
to resolve a matter in dispute, the telephone
utility shall advise the customer of his/her
right to file an informal or formal complaint
with the commission under 4 CSR 240-2.070.

(3} Pending the resolution of an informal or
formal complaint filed with the commission,
the subject matter of such complaint shall not
constitute a basis for discontinuance except
as provided in 4 CSR 240-33.070(10).

Auth: sections 386.040, 386.250 and
392.200, RSMo (1986). Original rule filed
Jan. 14, 1977, effective Oct. 1, 1977.
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