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Chapter PSC 165 

STANDARDS FOR TELEPHONE SERVICE 

PSC 165.01 
PSC 165.02 
PSC 165.031 
PSC 165.032 

PSC 165;033 
PSC 165.034 

PSC 165.04 
PSC 165.041 
PSC 165.042 
PSC 165,043 

PSC 165.05 
PSC 165.051 
PSC 165.052 

General 
Definitions 
Retention of records 
Schedules to be filed with 
the commission 
Exchange area boundaries 
Utility accidents and inter
ruptions 
Meter reading records 
Meter reading interval 
Billing recording equipment 
Information available to 
customers 
Customer billing 
Deposits 
Disconnection and refusal 
of service 

PSC 165.0525 Deferred payment agree-
ment 

PSC 165.053 Customer complaints 
PSC 165.0535 Dispute procedures 
PSC 165.054 Held applications 
PSC 165.055 Directories 
PSC 165.06 Construction 
PSC 165.061 Maintenance of plant and 

equipment 
PSC 165.062 Line fills 
PSC 165.063 Central office equipment 
PSC 165.064 Local switching service 

PSC 165.065 
PSC 165.066 

PSC 165.067 

PSC 165.07 
PSC 165.071 

PSC 165.072 
PSC 165.073 
PSC 165.074 
PSC 165.075 
PSC 165.076 
PSC 165.077 
PSC 165.078 
PSC 165.08 
PSC 165.081 
PSC 165.082 
PSC 165.083 
PSC 165.084 
PSC 165.085 
PSC 165.086 
PSC 165.087 

PSC 165.088 

PSC 165.089 
PSC 165.09 
PSC 165.091 

Emergency operation 
Protection of utility facili
ties 
Interference with public 
service structures 
Provision for testing 
Meter and recording equip
ment test facilities 
Accuracy requirements 
Initial test 
As-found tests 
Routine tests 
Request tests 
Referee tests 
Test records 
Adequacy of service 
Basic utility obligations 
Traffic and operator rules 
Answering time objectives 
Dial service objectives 
Inter-office trunks 
Transmission requirements 
Minimum transmission 
objectives 
Public and mobile tele
phone service 
Interruptions of service 
Protective measures 
Safety program 

History: Chapter PSC 165 as it existed on October 31, 1968 was repealed and a new 
chapter PSC 165 was created effective November 1, 1968. 

PSC 165.01 General. (1) Chapter PSC 165 of the public service 
commission's departmental rules is part of the Wisconsin Administra
tive Code and constitutes a general order of the public service 
commission, the issuance of which is authorized by sections 227.014, 
196.02, 196.06, 196.10, 196.12, 196.15, 196.16, 196.17, 196.19, Wis. 
Stats. 

(2) The rules making up chapter PSC 165 are designed to 
effectuate and implement sections 196.02, 196.03, 196.06, 196.10, 
196.12, 196.15, 196.16, 196.17, 196.19, 196.21, 196.22, 196.60, 196.62, 
196.625, 196. 72 and parts of other sections of the Wisconsin statutes. 

(3) The requirements of chapter PSC 165 shall be observed by all 
telephone public utilities except insofar as an exemption may be made 
by the commission as hereinafter mentioned. Nothing herein shall 
preclude special and individual consideration being given to 
exceptional or unusual situations and upon due investigation of the 
facts and circumstances therein involved, the adoption of require
ments as to individual utilities or services which shall be lesser, 
greater, other, or different than those provided in these rules and 
regulations. 

( 4) The manner of enforcing the rules in chapter PSC 165 is 
prescribed in section 196.66, Wis. Stats., and such other means as 
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provided in statutory sections administered by the public service 
commission. 

(5) In case of emergency, where public interest requires immediate 
action without waiting for compliance with the specific terms of these 
rules, the rules shall not prevent immediate corrective action by the 
utility, which action, however, shall be subject to review by the public 
service commission. 

History: Cr. Register, October, 1968, No. 154, eff. 11-1-68. 

PSC 165.02 Definitions. In the interpretation of these rules, the 
following definitions shall be used: 

(1) "AVERAGE BUSY SEASON-BUSY HOUR TRAFFIC"-The average 
traffic volume for the busy season, busy hour. 

(2) "BASE RATE AREA"-The area in which urban main station 
service is furnished without mileage charges. 

(3) "Busy HOUR"-The clock hour of the average day of the busy 
season during which the greatest volume of traffic is handled in the 
central office. 

(4) "Busy SEASON"-That period of the year during which the 
greatest volume of traffic is handled in the central office. 

(5) "CALLs"-Customers' telephone messages attempted. 

(6) "CLASS OF SERVICE"-The various categories of services 
generally available to customers, such as business or reidence. // 

(7) "CENTRAL OFFICE"-A switching unit, in a telephone system 
which provides service to the general public, having the necessary 
equipment and operating arrangements for terminating and intercon
necting subscriber lines and trunks or trunks only. There may be 
more than one central office in a building. 

(8) "COMMISSION"-The public service commission of Wisconsin. 

(9) "CUSTOMER OR SUBSCRIBER"-Any person, firm, partnership, 
corporation, municipality, cooperative organization, governmental 
agency, etc., provided with telephone service by any telephone utility. 

(10) "CUSTOMER TROUBLE REPORT"-Any oral or written report from 
a subscriber or user of telephone service relating to a physical· defect 
or to difficulty or dissatisfaction with the operation of telephone 
facilities. 

(11) "ExcHANGE"-A unit established by a telephone utility for the 
administration of telephone service in a specified area which usually 
embraces a city, town, or village and its environs. It consists of one or 
more central offices together with associated plant used in furnishing 
communication service in that area. 

(12) "FARMER LINE"-See SERVICE LINE. 

(13) "GRADE OF SERVICE"-(a) The type of service furnished a 
customer with respect to the number of main telephones which may 
be connected to a central office line. (1-party, 2-party, 4-party, and 
multi-party.) 
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the utility to a roaming mobile unit which is a subscriber to another 
telephone utility's mobile service. 

History: Cr. Register, October, 1968, No. 154, eff. 11-1-68. 

PSC 165.089 Interruptions of service. (1) Each telephone utility 
shall make all reasonable efforts to prevent interruptions of service. 
When routine interruptions occur, the utility shall re-establish service 
as soon as possible consistent with the customer's needs. The 
minimum objective should be to clear 95% of all routine out-of
service troubles within 24 hours of the time such troubles are 
reported. 

(2) When major interruptions occur, the utility shall proceed 
promptly to re-establish service within a reasonable period of time 
consistent with the physical conditions encountered and available 
work forces. 

(3) Each telephone utility shall inform the commission as soon as 
possible, of any occurrence of an unusual nature which apparently will 
result in prolonged and serious interruption of service to a large 
number of customers. This supplements but does not preempt the 
requirements of Wis. Adm. Code chapter PSC 104. 

(4) Arrangements shall be made to receive customer trouble reports 
24 hours dajly and to clear trouble of an emergency nature at all 
hours, consistent with the bona fide needs of the customer and 
personal safety of utility personnel. 

(5) Repair service shall be available daily, including Sunday, to all 
customers in the case of a service interruption to any main station 
telephone. 

(6) Each telephone utility shall maintain an accurate record of 
trouble reports made by its customers. This record shall include 
appropriate identification of the customer or service affected, the 
time, date and nature of the report, the action taken to clear trouble 
or satisfy the complaint, the date and time of trouble clearance or 
other disposition and identification of the employe making final 
disposition. This record shall be available to the commission or its 
authorized representatives upon request at any time within the period 
prescribed for retention of such records. 

(7) It shall be the objective to so maintain service that the average 
rate of all customer trouble reports in an exchange is no greater than 
10 per 100 telephones per month. 

History: Cr. Register, October, 1968, No. 154, eff. 11-1-68. 

PSC 165.09 Protective measures. (1) Each utility shall exercise 
reasonable care to reduce the hazards to which its employes, its 
customers, and the general public may be subjected. 

(2) The utility shall give reasonable assistance to the commission in 
the investigation of the cause of accidents and the determination of 
suitable means of preventing accidents. 

(3) Each utility shall maintain a summary of all reportable 
accidents and interruptions arising from its operations as provided in 
chapter PSC 104. 

History: Cr. Register, October, 1968, No. 154, eff. 11-1-68., 
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PSC 165.091 Safety program. Each utility shall adopt and execute 
a safety program, fitted to the size and type of its operations. As a 
minimum, the safety program should: 

(1) Require employes to use suitable tools and equipment in order 
that they may perform their work in a safe manner. 

(2) Instruct employes in safe methods of performing their work. 

(3) Instruct employes who, in the course of their work are subject 
to the hazard of electrical shock, asphyxiation or drowning, in 
accepted methods of artificial respiration. 

History: Cr. Register, October, 196S, No. 154, eff. 11-1-6S. 

Register, November, 1975, No. 239 


