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CERTIFICATE 

STATE OF WISCONSIN ) 
) ss. 

PUBLIC SERVICE COMMISSION) 

TO ALL WHm.1 THESE PRESENTS SHALL COME, GREETINGS: 

I, Lewis T. Mittness, Executive Secretary of the 

Public Service Commission of Wisconsin, and custodian of 

the official records of said Commission, do certify that 

the annexed rules relating to Information to be Made Available 

to Telephone Customers were duly approved and adopted by 

this Commission on February .;2 , 1978. 

I further certify that this copy of the rules has been 

compared by me with the original on file in this Commission 

and that the same is a true copy thereof, and of the whole 

of such rules. 

IN TESTIMONY ~VHEREOF, I have 

hereunto set my hand and affixed 

the official seal of the Commission 

at the Hill Farms State Office 

Building in the City of Madison 

this day of February, 1978. 

~
.,. ",: "-'7 •. 

:/~~~:~'C: 'e L'" '~T7-}~·l';;;:~c'-17Z:~~\=4.'_/ 
, Z 

Lewis T. Mittness 
Executive Secretary 

PUBLIC SERVICE COMMISSION OF WISCONSIN 



BEFORE THE 

COI,\PIIRW WITIt liND CIRTIFIID OY MU 
TO DE A FULL, TRUE, AND COARECT COPY 
OF THE ORIGINAl ON FILE IN MY OFFlCE. 

FEB 02 1976 

~r.hz~ 
PUBLIC SERVICE COH11ISSION OF WISCONsn Execulive Secretary 

to be 
Customer 

Public Sorvlee Commllolon of Wisconsln 
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ORDER OF THE PUBLIC SERVICE COW-USSION 
OF WISCONSIN ADOPTING RULES 

On February 14, 1977 a petition was filedwith the 

eommission by David L. Bennett and five others pursuant to 

s. 227.015, \'lis. Stats., for an amendment of s. PSC 165.043, 

Wis. Adm. Code. Pursuant to ss. 196.02, 196.37 and 227.014, 

wis. Stats., the eommission direeted an investigation and public 

hearing to eonsider creation of ru1es as proposed. FOllowing notice 

issued on Apr!l 12, 1977, hearings were he1d at Mihlaukee on 

May 11, 1977 and in Madison on May 12, 1977 before Examiner 

James G. Lawrenee. 

Appearanees are shown in appendix A. No testimony was 

taken at the May 11, 1977 Milwaukee hearing. 

Diseussion 

Peti tioners, te1ephone uti1i ty eustomers in ~Viseonsin, 

proposed that the eommission add the f0110tdng rules to s. PSC 

165.043, Wis. Adm. Code, whieh is entitled "Information Avai1able 

to Customers": 

165.043 

(4) All residential eustomers, upon applying for 
new te1ephone service, shall as a minimum be informed 
by the utility as herein deseribed: 

(a) Customers shal1 be informed of all instal­
lation charges. 

(b) Customers shall be informed of the various type s 
of limited and unlimited eall serviees offered and 
the basie monthly service rates for such serviees, 
based on the least expensive telephone model 
available. 

(e) The information described in pars. (a) and (h) 
shal1 appear on any written telephone service 
app1ieations used and shall be given verbally for 
all ora1 reqtiests for telephone service. 



(d) Rate information for additional service 
features offered ahall be provided upon cUBtomcr 
request., 

,(S) No customer shall be provided with any service 
features in addition to the basic monthly service 
requested without being inforrned of the intent of the 
telephone company to do so and any additional charges 
for such service features. 

Public utilities in Wisconsin are required by statute 

(s. 196.19) to file rates and rules with the Public Service commis-

sion. These filings are public documents and are available for 

customers to review; the statute further requires that utilities 

make rate schedules accessible to the public. Additionally, 

telephone utilities are subject to s. PSC 165.043(1), wis. Adm. 

Code, which reads: 

There shall be kept on file in every business office 
of the utility where customer payments are received 
copies of the rate schedules applicable in such 
locality. Copies of these rules and such rules of 
the utility as are applicable shall be kept on file 
in every general and local office of the utility. 
Reasonable notice shall be given customers as to 
where the foregoing information is available to 
them. 

Petitioners contend that the information as discussed 

above is not adequate to insure that customers will have ac-

curate and sufficient rate information to help them make an 

informed choice of telephone service options. Petitioners 

further contend that rate information provided at the time of 

a customerts service request may be incomplete to the extent that 

installation charges are not quoted or that quoted charges include 

service features which are optional and carry monthly rates in 

addition to the rate for basic local service alone. Petitioners 

desire rule amendments so customers are not burdened in their 

attempts to receive rate information and to insure that complete 

information is available to customers when services are being ordered. 

The commission staff (staff), Wisconsin Telephone Company 

(WTC), and General Telephone Company of Wisconsin (GTC) presented 
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testimany relative to the petition; each proposed modiricatlons 

to the petitioners' rules. 

GTC testiried that the intent of the proposed rules 

appeared consistent with company pOlicy. Althour,h GTC rer,retted 

that the commi~sion would find such rules necessary, itdid not 

oppose their promulgation. 

WTC indicated that its policy is to adequatelY inform 

customers of available service. Accordingly, WTC did not oppose 

the apparent purpose of the petitioners' rules. 

The cornrnission staff also testified in r;eneral support 

of the stated intent of the rule revisions that adequate information 

be provided to customers to enable knowledgeable service choices. 

Staff cited problems which occur when customers are not fully informed-­

for instance, the need for subsequent service changes which result 

in added costs to both the customer and the utility. 

The testimony of all parties in this proceeding has 

yielded a uniform conclusion: that a customer should have sufficient 

information at the time of a service request to avoid receipt of 

services which are unwanted or vlhich are charged for at a rate 

level of which the customer is unaware. To enable customers to make 

reasonab1e decisions relative to their service needs, it is necessary 

that adequate information be available when services are being 

considered and ordered. 

Modifications to the petitioners' rules were proposed 

for various c1arification and administrative purposes. 

Proposed section (4) reads: "All residential customers, 

upon app1ying for new te1ephone service, sha11 as a minimum be informed 

by the uti1ity as herein described:" This section was acceptab1e to 

all parties; however, the commission has altered this ru1e slir;htlY for 

c1arification. The section adoptea wi11 read: "All applicants, upon 

app1ying for new residential telephone service, shall as a minimum be 
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infOl:-med by the utility as herein deseribed:" 

Sectian (4) (a), as proposed--"eustomers shall be informed 

of all installatian eharges"--was modified for language elarifieation 

by staff, WTC and GTC. The primary modification is a change of 

Ainstallation" to "non-reeurring;" the latter terrn is less restrietive 

to types of potential service \'lOrk performed on customer orders. 

The staff's proposed language will be adopted as follows: "Customers 

shall be informed of all non-reeurring charges applieable to serviees 

ordered. " 

Sectian (4) (b) has generated the most eontroversy relative 

to language and substance. As drafted by petitioners this sectian 

reads: 

"Customers shall be inforrned of the variaus types of 
limited and unlimited eall serviees offered and the 
basic monthly service rates for such services, based 
on the least expensive telephone model available." 

Staff, GTC and WTC all submitted proposed revisions 

to the petitioners' language. These proposals on customer inforrna-

tion are as follows: 

Staff: 

Customers shall be inforrned of the various types of 
basic serviees that are available, including single 
party, multiparty, flat rate and measured rate serviees 
where available; and of the rates whieh apply to eaeh 
such service, exelusive of any additional, optional 
service features. 

General Telephone Company: 

Customers shall be informed of the variaus types of limited 
and unlimited basic service offered and the monthly rates 
for such services, based on the use of a standard (non­
premium) instrument. 

\11seonsin Telephone Company - Alternate 1 

Customers shall be informed that variaus types of limited 
and unlimited basic serviees are available; the company 
shall inforrn the customers of the monthly rate for the 
basic service reeommended or ordered and, upon inquiry, 
the monthly rates for any other basic services, without 
inclusion of rates for additional service features. 
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Wisconsin Telephane Company - Alternate 2 

Customers shall be informed that various types of limited 
and unlimited basic services are available1 the Company 
shall inform customers of the lowest fixed monthly rate 
for service and if a limited service the call allmtance 
and charge for each additional message associated with 
such service~ the basic servicereconunended or ordered 
and, upon inquiry, the monthly rates for any other basic 
services, without inclusian of rates for additional 
service features. 

One matter of concern which developed at the hearing was 

the d~finition of basic service. For the most part, in today's 

industry, basic service is rotary dial service as opposed to touch-

tone type service~ however, this is not universally the case. Basic 

service as used by all parties in this case and as us ed in the rule 

adopted is dependenton the individual utility situation and is defined 

as service provided without additional rate or charge beyond the basic 

rate for local exchange service. 

The primary issue of controversy on section (4) (b) concerns 

the amount of information provided to customers. Petitioners argue 

for these rule revisions to insure that customers have adequate rate 

information when ordering service, but further stress their desire to 

prohibit utilities from quoting, as a basic rate, a charge which 

includes additional optional service features. 

The staff has proposed its rule revision so that customers 

ean have sufficient rate informatian to make a knowledgeable choice 

of service. The staff's rule would require a statement of all basic 

services and their corresponding rates. The advantage to this rule 

is that the customer is provided with complete data on service availabil-

ity. 

WTC has opposed the full information requirement contained in 

the other rule proposals; its alternate proposals call rather for a 

disclosure ,that a variety of services exist and the quotation of rates 

for all such serviees upon request. The eoncern of WTC is that, with 

the variety of services it provides, a full quotation of rates may 

confuse or irritate custorners and in faet not lead to a mare informed 

choice. 
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The purpose of these rules is to make a eustomer 

aware that, when appropriate, there are different ehoieell 

of service and that different rates apply for these services. 

Ideally, complete information on all available services would 

enable this purpose to be best fulfilled; however, the re are 

practical limits. To most companies, in faet all except WTC, 

complete rate information poses no burden; many telephone cornpanies 

offer only l-party flat-rate service. Such is not the case for 

WTC. nor may it be the case in the future for other utilities. 

More information is not necessarily better information. Informing 

customers that the re are various services or that a ran~e of rates 

applies to those services will enhance customer awareneSS of the 

existen6e of ehoiees and may lead to eustomer inquiry if added 

information is required. Accordingly, the fOllowing rule shall be 

adopted as section (4)(b) in lieu of all previous proposals: 

Applieants shall be informed of the number of basie 
services that are available and given a descrlption 
of the general service types. The telephone utillty 
shall inform the customer of the range of monthly 
rates which applies to these services and, if either 
the high-rat ed or low-rated service is a measured 
(limited) service, of the call allowanee and charge 
for additional usage associated with such service. 
The monthly rates which are quoted for basic serviees 
shall be without inclusion of rates for any additional, 
optional service features. 

The petitioners' proposed section (4)(c) concerns the 

manner in whieh information is provided to customers. The proposed 

rule required that, when a written applieation was made for service, 

rate information would be provided to the eustomer in ,~riting. The 

staff proposed a mOdification of this rule to elarify that written 

rate information is not required on the application form itself. In 

comments filed to the Examiner's Proposed Decision of November 7, 1977, 

Mr. RObert S. Wilson suggested a mOdification of this rule to insure 

that written information on rates eould be ohtained upon customer 

request. Such a modification is reasonable and is incorporated in 

the fOllowing rule: 
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"Information descpihed in paragraphs (a) and (h) 
sllall bc provlded in wpitin~ when written telepllone 
service applications are used or when requested hy 
customers for other, non-written, requests for telephone 
sepvice." 

Section (4) (d) as proposed reads: "Rate information for 

additional service features offered shall be provided upon customer 

request." WTC and staff maintained this language but GTC proposed 

that it be eliminated. GTC cited fears that interpretation could 

be given to that language which would prohibit utilities from 

providing additional rate information lf not requested. Petitioners 

stated that such result was not the intent of theirproposal, and lt 

is not the meaning that either the staff or the commission attachs 

to this rule. Seetion (4) as aaopted includes the language " ••• shall, 

as a mlnimum. be informed • • ." The language of (Jj) (d) as 

proposed by petitioners will be adopted for purposes of speeifying 

utility requirements, not of restricting any reasonable sales efforts. 

Petitioners proposed a section (5) to read: "No eustomers 

shall be provided with any service features in addition to the basic 

monthlY service requested without being informed of the intent of 

the telephone company to do so and additional charges for such 

service features." The purpose of this seetion appears to highlight 

the utilities' obligations to provide only those serviees about which 

the eustomer has been fully informed. Staff, WTC and GTC all proposed 

language modification for elarification and eonsistency of this 

section. The staff's reeonwended language as modified will be adopted 

as follows: 

"No residential customer shall be provided with any 
service feature in addition to th~ basie monthly service 
requested without first havinG been informed of the . 
additional rates and charges for such service features." 

Mr. Wilson's comments as discussed above, were the only 

eomments reeeived on the Proposed Deeision of the Hearing Examiner. 
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Findings of Fact 

THE COMMISSION FINDS: 

1. Present statutory requirements and Wisconsin 

Administrative Co de provisions are not adequate to guarantee that 

telephone utility customers are provided with adequate and accurate 

rate information when applying for service. 

2. To enable reasonable and knm'l1edgeable customer 

choice of telephone service, customers should be aware that various 

services are available and should be informed of the range of rates 

for basic services. 

3. Rate information given to customers relative to basic 

telephone services should be exclusive of charges for any optional 

or additional service features. 

4. Basic service as us ed in the rules adopted by this 

order is deterrnined by specific utility circumstances and is 

considered to be the standard offering exclusive of features 

which carry an additional rate. 

5. Nothing in the rules promulgated by this order is 

restrictive of reasonable telephone utility efforts to sell addi­

tional service features. 

6. The rules adopted by this order are reasonable and 

just and are in the public interest. 

7. The revision of Chapter PSC 165, \'11s. Adm. Code is 

elassified as a Category 3 Action under s. PSC 2.90(3), Nis. 

Adm. Code. It consequently does not require an environmental 

screening under s. 1.11, l'lis. Stats., and the Revised Guidelines 

for the Implementation of the Wisconsin Environmental Policy Act 

issued by Executive Order No. 26, February 1976. 

Conclusion of Law 

THE Cm1MISSION CONCLUDES: 

That it has authority pursuant to provisions of Chapters 
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196 and 227, Wis. Stats., to adopt the followirig rules as additions 

to s. PSC 165.043. Wis. Adm. Code. 

Order AdoptinG Rules 

THE COI·UVIISSION THEREFORE ORDERS: 

1. That pursuant to authorlty vested in the Public 

Service Cornmission of Wisconsin by ss, 196.02 and 196037, and 

accordinG to the procedure set forth in s. 227;014, Wis. Stats., 

the Cornrnission hereby adopts rules as follows: Sections PSC 

165,043(4) and 165.043(5) of the Wisconsin Administrative Code 

are adoptea to read: 

165.043 

(4) All apPlieants, upon applying for new 
residential telephone service, shall as a rninimum, 
be inforrned by the utility as herein deseribed: 

165.043 

(a) Custorners shall be inforrned of all non­
reeurring charges applieable to serviees 
ordered. 

(b) Applieants shall be inforrned of the number 
of basic serviees that are available and given a 
description of the general service tYpes. The 
telephone utility shall inform the custorner of the 
range of rnonthly rates whieh applies to these 
serviees and, if either the high-rated or low­
rated service is ameasured (limited service) of 
the eall allowanee and chargG for additional 
usage associated with such service. The monthly 
rates whieh are quoted for basic services shall 
be without inelusion of rates for any additional, 
optional service features. 

(e) Information deseribed in paragraphs (a) . 
and (b) shall be provided in writing when written 
telephone service applications are used or when 
requested by eustomers for other, non-written, 
requests for telephone service. 

(d) Rate inforrnation for additional serviees 
shall be available upon request. 

(5) No residential eustomer shall be provided with 
any service feature in addition to the basic monthlY 
service requested, without first having been inforrned 
of the additional rates and charges for such service 
reatures. . 
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2. That a certified copy o.f this order be filed with 

the Secretary of State and Revisor of Statutes as provided in 

s. 227.023, His. Stats. 

3. That the rules adopted by this order shall become 

effective on the first day of the month following their publicution 

in this Wisconsin Administrative Code Register as provided by 

s. 227.026(1), wis. Stats. 

Dated at Madison, Wisconsin, JEBO 2 1978 
'. 

By the Cornmission. 

Lewis T. Mittness 
Executive Secretary 
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APPENDIX A 

Appearances 

IN SUPPOHT: 

DAVID J. BENNETT (May 12 only) 
112 North Orchard, Apt. 1 
Madison 53715 

H0\1ARD J. WICKER (May 12 only) 
244 \1est Gilman 
Hadison 53703 

MARGO DAUB (Hay 12 only) 
516 West \1ashington Avenue 
Madison 53703 

CHARLES F. STIERNAN (Hay 12 only) 
329 North Sherman Avenue 
Madison 53704 

RENEE D. BAKER (Hay 12 only) 
201 Langdon Street, Apt. 301 
Madison 53703 

TIM KINAST (May 12 only) 
505 Conklin Place 
Hadison 53703 

ROBERT S. WILSON (Hay 12 only) 
217 North Orchard Street, Apt. 12 
101adison 53715 

RICHARD A. HYDE (l·lay 12 only) 
738 East Dayton Street, Apt. 16 
Madison 53703 

AS INTEREST MAY APPEAR: 

WISCONSIN TELEPIlONE COMPANY (Hay 11 and 12) 
by 

Kenneth E. Millard, Attorney 
722 North Broadway 
Milwaukee 53202 

GENERAL TELEPIlONE COMPANY OF \HSCONSIN (Hay 12 only) 
by 

Donald W. Busse 
Revenues & Regulatory Rclations Manager 
100 Communications Drive 
Sun Prairie 53590 

OF THE COHMISSION STAFF: 

Victor W. Hayer (l>Iay 12 only) 
Gary A. Evenson (May 11 and 12) 
Wayne Barndt (May 11 and 12) 

Utility Rates Division 



'. 
-,. 

Thomas W. Irwin (May 12 only) 
William J. Green (May 12 only) 

Engineering Division 

Steven Levine (May 12 only) 
Assistant Chief Counse1 

Karen Franke1 (May 11 and 12) 
Coordinator - Consumer Services 
Public Affairs and Pub1ications 


