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Consumer Protection RUles Under the TELECOMMUNICATIONS consumer bill of rights

· Rule 1 - Carrier Disclosure: Every carrier with revenue over $10 million annually must publish on the Internet its current California tariffs as well as its rates, terms, and conditions of each non-tariffed offering subject to the Commission’s jurisdiction.

· Rule 2 – Marketing Practices:  All written solicitations by carriers or their agents provided to consumers or subscribers must be unambiguous, legible, and in the equivalent of 10-point type or larger.
· Rule 3 - Service Initiation:  Carriers may initiate service upon request (in any form) from a consumer or subscriber and must provide consumers initiating service with all the information needed to make timely and informed choices about service.

· Rule 4 - Prepaid Calling Cards and Services:  Any advertisement of the price, rate, or unit value in connection with the sale of prepaid calling services must include a disclosure of any geographic limitation to the advertised price, rate, or unit value, as well as a disclosure of any additional surcharges, call setup charges, or fees applicable to the advertised price, rate, or unit value.  Each carrier must establish and maintain a toll-free customer service telephone number with a live operator to answer incoming calls 24-hours a day, seven days a week, through which consumers may lodge relevant complaints and obtain information.  

· Rule 5 - Deposits to Establish or Re-establish Service:  A carrier may require a deposit to establish or re-establish service only if an applicant for service is unable to demonstrate acceptable credit to the satisfaction of the carrier.  A carrier may not require a deposit for services provided by another carrier, or refuse to accept a deposit in lieu of demonstrating satisfactory credit.
· A deposit to establish or re-establish basic service may not exceed twice the estimated monthly bill for recurring and usage charges for basic service.  A carrier may require an additional deposit for services it provides other than basic service. Deposits must earn not less than 5 percent simple annual interest on the monthly unused balance.

· Carriers must refund deposit amounts associated with basic service, with interest, after one continuous year of timely payments for basic service, and not later than 30 days after basic service is discontinued.  Carriers must refund deposits associated with other services not later than 120 days after service is discontinued.
· Rule 6 – Billing:  Telephone bills must be clearly organized and may only contain charges for consumer-authorized products and services.  The name of the service provider associated with each charge must be clearly identified on the bill.  Where charges for two or more carriers appear on the same telephone bill, the charges must be separated by service provider.  Telephone bills must clearly identify any change in service provider.  Charges contained on telephone bills must be accompanied by clear, concise, non-misleading, plain language descriptions of the services for which the charges were imposed.  All government-mandated taxes and fees required to be collected from subscribers  must be listed in a separate section of the telephone bill titled “Taxes,” and all such charges must be separately itemized.

· Rule 7 - Late-Payment Penalties, Backbilling, and Prorating:  The payment-due date on a subscriber’s bill may not be less than 22 days after the date the bill was mailed.  A bill must not include any previously unbilled charge for intrastate service furnished prior to three months immediately preceding the date of the bill, four months in the case of wireless roamer charges.  Any complaint by a subscriber against a carrier for refunds must be filed with the Commission within three years following the charge.  

· Rule 8 - Tariff Changes, Contract Changes, Transfers, Withdrawals and Notices:  A carrier must notify all affected subscribers at least 25 days in advance of every proposed change in its subscribers’ tariffed services that may result in higher rates or more restrictive terms or conditions.  No material change in any of the rates, terms or conditions of service specified in a written contract will be enforceable unless the change is also set forth in writing and signed by the subscriber.  

· Rule 9 - Service Termination:  Carriers must provide written notice to subscribers not less than seven days prior to terminating service for nonpayment of overdue bills.  Basic exchange service may not be disconnected on any day carrier service representatives are not available to assist subscribers.  
· Rule 10 - Reserved for future consumer protection rule.

· Rule 11 - Billing Disputes:  When a subscriber questions a charge, the carrier must investigate it and inform the subscriber of its conclusions within 30 days.  A carrier may not disconnect service to a subscriber for nonpayment if the subscriber has submitted a claim to the PUC for informal review, deposited the disputed amount with the Commission, and either paid the undisputed amount to the carrier or deposited it with the Commission.
· Rule 12 – Privacy:  Consumers have the right to exercise control over the collection, use, and disclosure of personal information that carriers may collect or develop and carriers are prevented from using confidential consumer information in ways that are anti-competitive.

· Rule 13 – PUC Consumer Affairs Branch Requests for Information:  Every carrier must designate one or more representatives to be available during regular business hours to accept Consumer Affairs Branch inquiries and requests for information on behalf of subscribers.  
· Rule 14 - Employee Identification:  Company employees must show photo identification cards when they ask for permission to enter the premises of a subscriber or applicant for service.
· Rule 15 - Emergency 911 Service:  All carriers, including cellular carriers, must provide access to 911 emergency service, regardless of whether an account has been established.  No carrier may terminate access to 911 emergency service for non-payment of any delinquent account.  
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