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BEFORE THE STATE OF RHODE ISLAND
PUBLIC UTILITIES COMMISSION

Rules Regarding Residential Collections Procedures
by Local Exchange Carriers in Rhode Island

COMMENTS OF AT&T

AT&T Corp. (“AT&T”) submits these Comments in response to the State of Rhode
Island and Providence Plantations Public Utilities Commission (‘“Commission”) request for
comments on Rules Regarding Residential Collections Procedures by Local Exchange Carriers
in Rhode Island (“Rules”).

The current Rules have been in effect since November 2, 1992, and, obviously, do not
take into account the significant changes in the telecommunications landscape that have occurred
in the nearly seventeen years since then. Following the passage of the Telecommunications Act
of 1996, telecommunications competition exploded onto the Rhode Island landscape, offering
consumers new technologies, new pricing plans and new services which, judging by the market’s
response, consumers find compelling. Whereas in 1992 Rhode Island consumers were pretty
much limited to the voice telephone service offered only by the incumbent carrier, today
consumers can, and do, select from a broad range of communications service options -- including
e-mail, instant messaging, VoIP services and social networking web sites -- offered by the
traditional service ILEC, a broad range of LECs, as well as non-carrier providers such as Vonage
and Skype.

Many of these new forms of service are not regulated by this Commission at all, and

some are subject only to minimal regulatory controls. That fact, however, should not be of



concern. Consumer choice in a robustly competitive market serves to regulate providers’
behavior far more efficiently than the most carefully crafted regulations ever could. In a market
where individual consumers have the ability to select service providers which most closely meet
their individual needs, consumers will abandon carriers that fail to deliver in favor of the ones
that do. That central fact puts the consumer in the driver’s seat.

By eliminating unnecessary regulations, or at least paring the Commission’s remaining
disconnection rules to be consistent with today’s market, the Commission also can address
concerns about discriminatory treatment among carriers, and between carriers and non-carrier
providers. It no longer makes sense to impose standards on some carriers, but not others, merely
because, by accident of history and nothing else, some carriers remain subject to Commission
regulation. The Commission’s goal in this proceeding should not be to regulate for regulation’s
sake, but rather to ensure that whatever regulations it adopts, if any, are consistent with today’s
fully competitive market.

Eliminating or curtailing regulations applicable to traditional wireline carriers does not
mean that those carriers would not be subject to important consumer protections for their billing
and collection operations. The Rhode Island Unfair Trade Practice and Consumer Protection
Act, RIST § 6-13.1-1 et seq., not only makes unlawful a broad variety of activities that are
unfair or deceptive, but also, provides a remedy to consumers who have sustained financial
losses as a result of such activities. In addition, RI ST § 39-2-1 provides that “[e]very public
utility is required to furnish safe, reasonable, and adequate services and facilities. The rate, toll,
or charge, or any joint rate made, exacted, demanded, or collected by any public utility for ...
any telephone or telegraph message conveyed or for any service rendered or to be rendered in

connection therewith, shall be reasonable and just, and every unjust or unreasonable charge for



the service is prohibited and declared unlawful”. Thus, traditional wireline carriers will still be
subject to the same general consumer protections applicable to all other businesses that operate
in Rhode Island if the billing and collection rules at issue are eliminated or curtailed.

At a minimum, the Commission should find that its billing and collection rules are not
applicable to wireline carriers serving fewer than 5,000 residential access lines. Such carriers
have very little market power, and no ability to preclude customers from switching to another
carrier in the event consumers do not like a carrier’s service or customer care. There is simply
no legitimate regulatory purpose served by imposing the same regulatory obligations on Rhode
Island’s smallest carriers as are imposed on Verizon.

Thus, AT&T recommends that the Commission eliminate its unnecessary and
discriminatory billing and collection rules and, instead, allow the robustly competitive market to
function to protect consumers, subject to the generally applicable consumer protections rules
imposed on all businesses operating in the state. If, however, the Commission finds it needs to
preserve its residential collection rules, at least for now, it should adopt the edits AT&T
recommends in the attached “redline” of the existing rules (Attachment A). The modifications
AT&T recommend relate primarily to the rules on Deposits (Part IT), Payment Requirements
(Part III), Discontinuance (Parts V, IX and X) and Payment Plans (Part VI), and represent, in
AT&T’s view, the minimum changes necessary to keep the Commission’s rules relevant to the
current competitive telecommunications environment.

For example, the changes AT&T recommends would permit traditional wireline carriers
to suspend and terminate customers who fail to pay their bundled package bills in full, provided
the customer is given prior notice of the consequence of nonpayment. As the Commission is

aware, the telecommunications industry as a whole is moving toward the bundling of services,



giving consumers local service, long distance, video and data on one bill. These bundled
offerings are highly competitive, but while the alternative providers are free to offer bundled
services without payment plans and to disconnect customers who fail to pay the entire bill,
traditional wireline carriers are subject to outdated rules forcing them to provide multiple
notices and elongated payment plans. In many instances, the only result is that the customer
falls farther behind in payments, and the carrier’s uncollectible expense increases. While
AT&T does not necessarily object to rules that help preserve connectivity for voice-only
consumers who may need some assistance, those rules should not be extended to preserve a
customer’s video, data, or other bundled arrangement when the customer fails to pay for them.
The purpose of the rules is to help ensure that consumers have voice service in the event of an
emergency, not to ensure they can watch American Idol without paying their video bill. The
amendments AT&T recommends would put wireline carriers on equal footing with what other
providers are permitted to do, and would ensure that the regulatory obligations are consistent
across carriers.
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AT&T respectfully requests that the Commission exclude from the Rules all traditional
wireline carriers. In the alternative, if the Commission determines that it needs to retain rules for
wireline carriers, it should find that such rules extend only to carriers serving more than 5,000

lines and adopt the changes reflected in the redlined version of the Rules found at Attachment A.
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STATE OF RHODE ISLAND AND PROVIDENCE PLANTATIONS
PUBLIC UTILITIES COMMISSION

NEW ENGLAND TELEPHONE COLLECTIONS PROCEDURES
Date of Public Notice: June 1, 1992

Date of Public Hearing: June 11, 1992

Effective Date: November 2, 1992
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PROPOSED COLLECTION PROCEDURES FOR RHODE ISLAND

PART I - GENERAL

1.1 Applicability

These procedures apply only to residential services provided by the New England
Telephone Company and are subject to the jurisdiction of the Rhode Island Public
Utilities Commission and the Division of Public Utilities and Carriers.

1.2 Definitions

(a) COMPANY: The New England Telephone Company.

(b) CUSTOMER: Any purchaser of or applicant for telephone service supplied
by the Company for residential purposes.

(c) DELINQUENT ACCOUNT: An account for residential telephone service
which remains unpaid for at least 30 calendar days after receipt of the bill.

(d) DISCONTINUANCE OF SERVICE: Temporary disconnection of telephone
service initiated by the Company, and not requested by the customer.

(e) DIVISION: The Division of Public Utilities and Carriers of the State of
Rhode Island.

(f) FINAL BILL: A final statement rendered when service has been removed or
service is changed to a new customer who does not assume outstanding charges.
(g) NEW SERVICE: Residential service provided to a person who, at the time of
application for the service, is not a person in whose name residential service is
currently being provided.

(h) NOTICE OF DISCONTINUANCE: Written notice of the Company's
intention to discontinue telephone service for nonpayment of a delinquent bill of
more than $50.00. This notice must be issued no less than 15 calendar days prior
to the scheduled discontinuance date.

(1) PAYMENT OF BILL: Receipt at the Company's business office or

authorized payment agency of cash or money order or check which is

subsequently honored.
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() RECEIPT OF BILL OR NOTICE: The receipt date is presumed to be 3
calendar days after the mailing date; or if the bill or notice is delivered rather than
mailed, the receipt date is the date of delivery.

(k) REMOVAL: Permanent disconnection of telephone service initiated by the
Company and not requested by the customer.

(1) VERIFICATION CALL: A call to the customer, or to a responsible adult
member of the immediate family, living at the premises where service is provided,
to establish that the notice of discontinuance was received and is understood, and
to attempt to make mutually satisfactory payment arrangements in order to avoid
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discontinuance of service.
1.3 Customer Rights
The Company shall print in a conspicuous place in the introductory pages of all
residential telephone directories furnished by the Company a description of all
residential customer rights and responsibilities under these Procedures.
PART II - DEPOSITS
2.1 The Company may request a deposit from a customer applying for new service
enly if the customer has an outstanding bill from previous telephone service billed by the
Company and it is not in dispute. was previously disconnected for nonpayment or had a
history of poor pavment with the company. or if otherwise unable to meet satisfactory
credit requirements of the company. which mayv based upon information returned from a
credit reporting agency. In addition, the Company will also require payment of
the outstanding bill_if applicable. The Company may refuse to provide new service until
the deposit
and the outstanding bill have been paid, or mutually satisfactory arrangements have been
made for payment of the outstanding bill.
2.2 The Company may request a deposit from a customer when the customer's service
has been discontinued for nonpayment of a delinquent bill, or if notices of discontinuance
have been sent in three of the previous six months. The Company may refuse to restore
the service until the deposit and the delinquent bill have been paid, or mutually
satisfactory arrangements have been made for payment of the delinquent bill.
2.3 The amount of the deposit shall be sufficient to provide security to cover two_twelfths
of the estimated charges for the ensuing twelve months. Estimated-charges-for
gm%&%ﬂﬂ%—%ﬁe&m—mﬂmaw of chat ges of 2ty

saiy— | he interest paid on deposits
shall ht‘ based upon the treasury rate as of December 1 of each year for the following
veur, atthe rate of twehve

percent-annually shall be payable en-all-depesits—Interest shall be credited annually to the

customer's account or pa1d w1th the return of the deposﬂ whichever occurs first.

2.5 The deposit plus accrued interest will be refunded promptly to the customer upon
satisfactory payment of bills for a period of sixtwelve consecutive months, or if service |

is

terminated, whichever occurs first. Payment shall be considered satisfactory if no more
than two notices of discontinuance have been mailed in the preceding sixtwelve-month |
period.

2.6 If any deposit becomes inadequate-or-excessive, based on the customer's average

usage for the sixtwelve preceding months, a request for an additional deposit er-a-refund
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ameount-ir-excess-will be made.
2.7 When a deposit is required, the Company must inform the customer of the reason
for the requirement, how-the-ameunt-was-determined.-and efthe customer's right to
appeal the deposit requirement to the Company and to the Division, pursuant to Part VII
of these Procedures.

PART III - PAYMENT REQUIREMENTS

3.1 The Company may require a customer applying for service to make an advance
payment equal to the

total of the service charges and other applicable nonrecurring charges when credit
requirements of the company are not satisfactorily met. Ad-the-request-ofa

bereached:
3.2 The Company shall allow each customer at least 3015 calendar days from receipt of
the bill for payment in full.

3.3 The Company will-may use advance toll notification to bring to the attention of the
customer uncharacteristically high toll usage.

The company may require an advance payment of the excessive toll usage prior to the
next regular billing date.

(d) If mutually satisfactory arrangements are not made, the Company will notify

the customer that toll service will be interrupted in five calendar days from the

receipt of notice and will inform the customer about his right to appeal to the

Division.

3.4 In determining whether to impose the advance payment requirements under
Paragraph 3.1 or the advance toll notification requirements under Paragraph 3.3, or the
deposit requirements under Paragraphs 2.1 or 2.2, the Company shall not discriminate
against any customer on the basis of race, color, religion, national origin, sex, marital
status, occupation, or age (provided the customer has the capacity to contract), or because
all or part of the customer's income derives from any public assistance program.

3.5 Customers with outstanding final bills who are unable to pay the entire amount

prior to installation of new service wit-may be offered mutually agreeable payment
plans. the-Plans-detatled
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PART IV - NOTICE OF DISCONTINUANCE

4.1 Notice of Discontinuance shall not be issued until an account has become
delinquent and must be sent by first class mail or be hand-delivered at least 4310 calendar l
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days prior to the proposed discontinuance.

4.2 Notice of discontinuance shall not be issued if the entire amount of a delinquent
account is the subject of a pending dispute pursuant to Part VII of these Rules. The
Company may, however, issue a notice of discontinuance for nonpayment of that portion
of the delinquent account which is not the subject of a pending dispute pursuant to Parts
V and VII of these Rules.

4.3 Notice of Discontinuance shall contain the following information:

(a) the grounds upon which the proposed discontinuance is based;
7

(b) the Company's intention to discontinue service unless the Company receives
the amount due or makes mutually satisfactory payment arrangements with the
customer;

(c) the date on which service will be discontinued, unless the customer takes
appropriate action;

(d) the length of time (10 calendar days) that service will be discontinued prior to
effecting removal;

() the restoral charges due if payment in full or satisfactory payment
arrangements are made during the discontinuance period;

(g) the address and telephone number of the business office responsible for any
inquiries about the bill or notice, and-a-statement-that-intrastate-toll-callsto-that

otfice mav be made colect:

(h) the customer's right to delay discontinuance if unable to pay the bill and if a
seriously ill person (certified so by a medical doctor) is-ea-resides at the premises, erf
some-otherpersonal-emergeneyFequiring continued-telephone service-exists:
ﬁﬁ%mmmmwmmﬁpmmmm
Miw—el-éeﬂ%} Hr e :

H*efew

() a statement that disputes may be referred to the Division at a designated

telephone number but that no appeal should be made to the Division without first
attempting to resolve the matter with the Company.

4.4 The Company shall include the following legend printed on the face of all bills

and notices of discontinuance in Spanish, Portuguese or any other language determined
by the Company or the Division to be the primary language of a substantial number of
customers of the Company.

THIS BILL (NOTICE) IS IMPORTANT.

TRANSLATE IMMEDIATELY.
8

PART V - DISCONTINUANCE/REMOVAL PROCEDURES

5.1 Verification

The Company shall not dmcon’tmue a customer's serv 1ce wnthout first attempting to
contact the customer-e+-a-res ¢ . The Company
shall make its best effort to complete a venﬁcatlon call to remlnd the customer of the
pending dmuutmuanu and ef-the-options-avaiablethe amount which must be paid to
avoid it. H-a-verifies bt
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5.2 Discontinuénce and Removal of Service
(a) Service may be discontinued for one or more of the following reasons:
(1) nonpayment of a undisputed delinquent bill 6£$30.00-er-mere;

(2) nonpayment ofa dep051t

Wﬂ&—a&-&ﬁmed&n—#aﬂ—kﬂ—aa&%

(4) if the Division orders it;

(5) misrepresentation of identity for the purpose of obtaining telephone service;
(6) violation of Tariff Regulations on file with the Division.

(b) Service may be removed for the following reasons:

(1) the customer abandons the premises;

(2) the Division orders it;

(3) violation of Tariff Regulations on file with the Division;

(4) as stated in 5.5 of these procedures.

(c) Service may not be discontinued or removed:

(1) without the notice provided for by these Procedures;
9
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(3) if an emergency exists, as specified in Part VIII of these Rules;
(4) for a deposit or a bill or a portion of a bill under dispute, in accordance with
Part VII of these Rules;
(5) if a customer has arranged, and is abiding by, a deferred-payment agreement,
_in-aceordance-with-1 artVi-ofthes
(6) if no payment arrangements have been made and discontinuance of service
does not occur within +6-30 calendar days following the proposed discontinuance
date;
(7) ifa customer falls to pay for MWW

: a different class of service at the

o

same-or-a different locatlon;
(8) if a customer fails to pay for service provided in the name of another
Customer unless the change in name was to avoid payment of a final bill;

o St

5.3 Time Restnctlons Appllcable to Dlscontlnuance of Serv1ce
(a) Service shall not be discontinued on a day, era-d ee Bchy
when the services of the Company are not available to the general pubhc for the purpose
of restoring discontinued service.

(b) Service may be discontinued only between 8:00 a.m. and 35:00 p.m. on the

discontinuance date; Mmmwﬂm%ﬁw
Mﬁmed—a{—a—éa%e% vered,

5.4 Restoral of Service
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(a) Service will be restored during business hours of the day on which payment is
received or arrangements made, or not later than the first working day thereafter.

(b) If notified of a serious illnessan-emergeney-exists, service will be restored the same
day the Company is

ﬂeﬂﬁed-eﬁuehemefgeﬁewecenes certification_of such illness..

(c) The restoral charge will be billed in the billing period following the restoral.

5.5 Removal of Service

The Company may remove service 10 calendar days after the date of discontinuance, if
the bill has not been paid in full, or if a customer has not made and subsequently honored

a de#eﬁeépayment anangementas&leﬂaed—m—?&ﬂ#l—.md—pre%ng—ﬂaem&—ae

PART VI - BEFERREDB-PAYMENT PLANS
6.1 If a customer cannot pay a delinquent account in full, the Company wil-may attempt
to negotiate a mutually satisfactory deferred-payment plan.

exchange servives at-tariff rates-and-charges-and-reapply-for-the-Company's-Calling Card.
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PART VII - DISPUTES

7.1 If any matter relating to a bill or deposit is disputed by the customer, a thorough
investigation shall be made by the Company. The results of the investigation shall be
given to the customer and every reasonable effort will be made to resolve the complaint.
7.2 Informal Review By The Division of Public Utilities and Carriers

(a) In the event of a dispute between the Company and the customer which

cannot be adjusted with mutual satisfaction after an initial consultation with an
employee of the Consumer Section of the Division, the customer or the Company

may request a review by the Public Utilities

Administrator or his designee who shall investigate the complaint, afford each

party to the dispute a reasonable opportunity to be-heardprovide supporting facts and/or
documentation, and communicate his

findings to the parties. During the pendency of such review the Company shall not
discontinue service to the customer due to the circumstances out of which the

dispute arose. The customer or the Company may request a review of the

disputed issue at any time and the request may be made in any reasonable manner
including telephoning the Division of Public Utilities and Carriers.

(b) Requests for informal review regarding disputes about the amount or

payments of bills must be made within the notice period as defined in Part IV,
Paragraph 4.1 of these regulations, or, in the case of any other dispute, within ten
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(10) days after the public utility action or decision which is disputed.

7.3 Informal Review Procedure

(a) An informal review shall consist of a factual investigation into the dispute by a
reviewing officer designated by the Public Utilities Administrator. Each party to the
dispute shall be afforded a reasonable opportunity to be-heardprovide supporting facts
and/or documentation. Upon completion of the

review the reviewing officer shall render a written decision and order.

(b) Where a disputed issue involves an outstanding bill for previous telephone service or
a delinquent account and the reviewing officer finds that the debt is owed or that the
account is delinquent and the customer does not have and cannot obtain funds to pay the
debt or delinquent account in full on demand, the customer and company will attempt to
negotiate a mutually satisfactory payment plan Fe%ﬂ%ﬂ—&i—b}%h&l—l—mﬂﬁdﬁ%e—thc
pesiie b cotebbres ot s de et rod 1 Hisef
Par-tor Pan\Vs

(c) The informal review shall be completed promptly in all cases where the customer is

without service.
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7.4 Decision of Reviewing Officer

(a) A written notice of decision and order after informal review shall be sent to the
parties and their counsel.

(b) A notice of decision and order must contain the following information, as
appropriate.

- A statement of the decision and order and a statement of the material facts underlying
that decision and order,

- The date of proposed termination, if known and applicable,

- A statement of the right of any party to an evidentiary hearing before the Public
Utilities Administrator or designee of the Public Utilities Administrator prior to
termination, if applicable, or promptly if services have been terminated, should the
reviewing officer's decision be disputed,

- A statement which specifies the procedure for initiating an evidentiary hearing as set
forth in Paragraph 7.5.

- A statement of the right to retain, and to be represented by, counsel or another person
of choice.

(c) Service may not be discontinued during the informal review procedure or for at least
ten (10) days after notice of decision is mailed.

7.5 Hearing

Any party aggrieved by the decision of a reviewing officer after informal review shall
have a right to an evidentiary hearing before a hearing officer designated by the Public
Utilities Administrator to conduct hearings under this section. The hearing officer
conducting the hearing shall not have been involved in the informal review or in any
other proceeding relating to the current dispute. A request for an evidentiary hearing
must be made within ten (10) days of receipt of a decision resulting from informal
review. Where a request is made within ten (10) days of receipt of a decision resulting
from informal review, any termination permitted by the decision and order of the
reviewing officer shall be suspended pending the decision and order of a hearing officer
under this section. A request for a hearing may be made in any reasonable manner as by
written notice or telephoned request directed to the Division or its personnel.
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Upon receipt of a request for an evidentiary hearing, the Public Utilities Administrator
shall:
14

- Schedule an evidentiary hearing to be held within fourteen (14) days.

- Notify all parties and their counsel of the hearing.

- Issue a written decision within 30 days from the completion of the evidentiary hearing
process.

7.6 Hearing Procedure

(a) As part of an evidentiary hearing, the parties shall have the following rights:

(1) the right to appear in person and to retain, and be represented by, counsel or
another person of their choice,

(2) the right to present evidence, both oral and documentary,

(3) the right to present both oral and written argument,

(4) the right to confront and cross-examine witnesses,

(5) the right to have witnesses and documents subpoenaed pursuant to Rhode

Island General Laws Section 39-1-13 and Section 39-1-15,

(6) the right to examine a list of all witnesses who will testify for the adverse

party and all documents, records, files, account data, and similar material which

may be relevant to the issues to be raised at the hearing at least ten (10) days prior

to a scheduled hearing, and

(7) the right to a record of the hearing proceedings.

7.7 Notice of Decision

(a) A written notice of decision after evidentiary hearing shall be sent to the parties and
their counsel. This notice shall be given by first class mail at least ten (10) days prior to
any termination permitted after evidentiary hearing.

(b) The notice of decision shall:

(1) set forth all findings of fact and law.

(2) set forth the decision and order which shall include any termination date,
15

(3) set forth the reasons for the decision and order,

(4) set forth the right to judicial review by any party aggrieved by the decision

and order.

7.8 Jurisdiction to Grant Exception

The Public Utilities Commission or Public Utilities Administrator retains the jurisdiction
to grant an exception to the provisions of these regulations to any party for good cause
shown.

7.9 Judicial Review

The decision and order after evidentiary hearing may be reviewed as set forth in Title 39
of the Rhode Island General Laws (as amended), and the State Administrative Procedures
Act, Title 42, Chapter 35 of the Rhode Island General Laws (as amended).

PART VIII - SERIOUS ILLNESS OR OTHER EMERGENCY

8.1 If the customer claims that there is a seriously ill person residing at the household
where service is furnished, and is unable to pay because of a demonstrated hardship, the
Company shall postpone discontinuance if continued access to the telephone is required
because of serious illness. If service has already been discontinued, it will be restored the
same day the Company is notified of such illness or other emergency. Such
postponement or restoral will be predicated on the receipt of certification of the illness by
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a registered physician. The certificate shall state the name and address of the seriously ill
person, the nature of the illness and the physician's office address and telephone number.
Certification of serious illness shall be sufficient if initially made by telephone. In such
event, the Company shall inform the certifying physician that a written certificate
provided by the Company, setting forth the information required, must be forwarded to
the Company within seven days. If the Company does not receive written certification of
the serious illness within seven days, it shall contact the customer erthe-certifying
physieian-prior to discontinuing service.

8.2 Certification will be valid for the duration of the illness or for 30 calendar days,
whichever is less, and is renewable only once-with-the-approval-of the-Division. I
8.3 The Company must honor a registered physician's certification of serious illness,

but may seek Division review of the validity of the certification pursuant to Part VII of

these regulations.
16

8.4 If at the expiration of the certification period, the customer has not paid the
delinquent bill or the deposit, or has not agreed to a-deferred-a payment arrangement, the I
Company may discontinue service. However, a written notice must be received five
calendar days before the discontinuance.
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10/13/92

Date James J. Malachowski, Chairman
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