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The Pennsylvania Public Utility Commission ("PaPUC" or "Pennsylvania Commission”)
submits the following initial comments on the Federal Communications Commission's (*“FCC"
or "Commission®) Notice of Proposed Rulemaking ("NPRM"). The NPRM presents initiatives
aimed at increasing connection and reconnection to, and reducing disconnection from, the public
switched telecommunications network, The Commigsion’s NPRM is timely as part of ity overall
comprehensive evaluation of federal universal service initiatives, We strongly support FCC
policies which will serve to compliment Statc universal sexrvice programs. Wc rocognize that
Federal programs play a crucial role in achieving universal service goals in Pennsylvania and
clsewhere. |

The PaPUC appreciates this opportunity to share its experience with the Commission on
its various State initiatives designed to obtain maximum subscribership levels in the
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Commonweaith. 1t has always been a longstanding policy of the PaPUC to afford access (o the
local network the highest degree of protection. Accordingly, the PaPUC’s policies have in the
first instance been designed to protect access to the local network where at all poasibie.
Technological advances, multiple balance billing, a very dedicated staff in our Bureau of
Consumer Services, and a strong commitment to universal service by our local exchange
carriers, have been significant factors in furthering our ability to keep Pennsylvania subscribers
connected to the neiwork, Al the sare lime, we have attempted 10 balance Lhis important policy
goal with the legitimate concerns of Pennsylvania carriers regarding uncollectibles and prompt
payment for services rendered. We appreciate the Commission’s recognition of the effectiveness
of our various policies in this regard, in particular, our prohibition against basic service
disconnection for nonpayment ot toll and nonbasic service charges. Recently, in addition (o
approving a Lifeline Plan for Bell Atlantic-Penasylvania ("Bell Atlantic"), our Commission is
undertaking a comprehensive review of our universal service policies {o increase their overall
effcctivencss and to cstablish the optimal mix of policies to achieve universal service in
Penngylvania.

Becanse of the importance of universal service programs at both the Federal and State
levels and the fact that we share mutual and common goals in this area, the PaPUC supports a
cooperative Federal-State approach to universal service policies in the future. We also believe
that carriers themselves have to be committed to maintaining customer connectivity to the public
switched network, and that as a whole, carricrs in Pennsylvania share our commitment in this
regard. As discussed in more detail below, the approach we advocate would comsist of a

continuation of the various FCC support mechanisms, recommendations by the FCC: rather than
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mandates t0 States and carriers on the policies discussed in this NPRM, with the opportunity for
more direct FCC input into individual State plans which may be required as part of the FCC’s
proposal in Docket 80-282 to permit State administration of Federal USE funds.

We believe that the current policy of the FCC to, in general, defer to State requirements
governing disconnection, toll restriction and deposits has worked well and should continue, as
evidenced by recent subscribership data in Pennsylvania. The ability to ensure maximum
connectivity to the network and to emergency services coincides with the States’ police power
responsibilities, and therefare, is best left to determination by the State. Furthermore, given
States’ proximity to local markets, and the demographical and geographical differences between
States, we believe that we are in the hest position to structure the optimal mix of policies that
will be most effective in reaching the various classes of nonsubscribers within our respective
jurisdictions. Additionally, it is not clear that FCC policies could be instituted without
significant preemption of some State policics, a measure we oppose.

This is not to say that we would not welcome the FCC's imsight, assistmce and
conclusions regarding the information gencrated as a resuit of this proceeding to further our
various State programs designed to attain "universal service”. IFf, as a result of this proceeding,
the FCC determines that certain of the initiatives contained therein would be effective in
incroasing penctration levels, the FCC should encourage or recommend that all States adopt
those policies. Faced with empirical evidence as to the benefits of the various initiatives,
PaPUC belicves that most States will choose to adopt the proposals and inorease subscribership
levels within their respective jurisdictions, Most States have participated in Federal Lifeline and

Link Up programs despite the fact that participation is voluntary.
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Further, as already indicated, the FCC may have an o_pponnnity to provide very direct
and critical input into a State’s overall universal service policies in the futur? through State plans
to administer Federal USF funds. It would be more appropriate for the FCC to address its
proposals to individual States through this procedure, rather than through the use of nationwide
mandates, which may be effective in some jurigdictions, but not others.

As a result of our success with selective disconnection, we believe that the FCC should
encourage other States to adopt a similar policy. Since selective disconnection policies are not
possible without multiple balance billing. the FCC should also encourage carriers to use multiple
balance billing and/or recommend to States that they require multiple balance billing. The need
for multiple balance billing is discussed in detnil in Section II(A)(2) of these Comments.

WeﬂwmﬂMiMﬁm which are designed to more accurately measure overall
subscribership levels. (para. 42-45). We believe that Census data, while important, could be
augmented with information collected at the State level, by commissions and/or carriers. We
agree that any measurements in the futurc should consider the subscribership lovels of local
service substitutes such as wireless services and subscribership w the Internet. We will submit
more detailed comments on this igsue in our reply comments.

Finally, the NPRM recognizes that absent effective education of targeted persons, even
the most meritorious of programs will fail. Inadequate notice of the various federal and State
programs can, in our opinion, itself act as one of the most impenetrable barriers to network
connectivity. At the same time it is perhaps one of the most easily rectified or penetrable
barriers. Our policies in Pennsylvanmia have attempted io promote effective education of

consumers on telecommunications issues whenever possible. In the final Section of our
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Commeants, we discuss the Pennsylvania Telecommunications Bducation Fund, which we believe

has bevn of consideruble benefit in reaching and educating Pennsylvanians on various

telecommunications issues, as a possible prototype for other States and the FCC. We also
discuss our plain language guidelines which provide guidance to utilities when communicating

with their customers.

The FCC seeks comment on adopting on a nationwide basis a rule similar to
Penngylvania’s which would prohibit any common carrier from interrupting or disconnecting a
tclcphonc subscriber’s primary local cxchange service for failure to pay interstate long-distance
charges. (para. 30). In support of a federally mandated prohibition on local service
disconnection, the Commission points out at para. 27 that *[sltudics show that disconnection
from the public switvhed network is the primary reason bouseholds do not subscribe to telephonc
sexvice; and the most common reason for disconnection is insbility or failure to pay for long-
distance usage.”

As indicated by the Commission, the PaPUC has prohibited disconanection of local service
for nonpayment of long-distance charges since 1985. (para. 11). Duc to advances in switching
technology, technical barriers no longer exist which prevent selective blocking of long distance
calls, or the provision of local, but not interstate long-'diuame services.

Our experience to-date and empirical evidence collected from carriers appears to support
the Commission’s conclusion that one explanation for households lacking telephone service is

5

09-27-95 02:54FM

PO06 #37



SENT BY: 9-27-95 ; 2:45PM LAN BUREAU- 82028982213:# 7/21

R=94%

that some households formerly subscribed to telephone service, have since become disconnected
because of unpaid toll bills. In its most recent residential account report for the period 1/1/94
through 12/31/94, Bell Atlantic reported performing, on average, 48,812 toll denials per month.
However, of these 48,812 toll denials, only 12,825 subscribers experienced basic service
suspensions. These figures demonstrate that the PaPUC’s policy prohibiting basic service
disconnection allows a significant number of residential customers to retain basic service even
though they lose their toll service. Clearly, absent this prohibilion many more households in
Pennsylvania would be facing loss of basic service for nonpayment of toll charges.
Nonetheless, the PaPUC does not support a federally mandated selective disconnection
policy for several reasons. First. we believe that a State’s ahility to determine network
accesxibility and access to emergency servnees is intricately tied up with the State’s police power
responsibilities and should not he subject to national, uniform mandates. Second, we oppose
FCC preemption in this area because of the significant State interests. In this regard, it is
unclear what technological changes would he required to permit a selective disconnection policy
to be applied with respect to interstate toll services only and whether differing Federal and State
policies could he accommaodated or would be reasanable. Third, one of the reasons this policy
has been 30 successful in Pennsylvania is due to the very strong commitment to this principle
by the Commission’s Bureau of Consumer Services and our local exchange carriers. The
Commission’s Bureau of Consumer Services spends considerable time assisting customers with
payment arrangements and enforcing the PaPUC’s policies. Without the availability and
commitment of a very dedicated Staff, nationwide mandates will be ineffective. Pennsyivania

local exchange carriers have alao demonstrated a commitment to work with our Commisgion in
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furthering our subscribership objectives which is very importent. Fourth, a State’s proximity
to local markets, and the demographical and gcographical differences between States, put States
inthcbestpoﬂdoxllto structure the optimal mix of policies o achieve universal service. The
reasons for nonsubscribership vary beiween States, making a nationwide mandate unsuitable.
Finally, we believe that the best approach may be for the Commission to address its concerns
with specific State universal service policies in the State plans submitted as part of the FCC’s
proposal to permit State administration of USF funds in the future, Option 3 of the
Commission’s High Cost Fund NPRM.

In summary, we oppose implementation of nationwide disconnection policies, an area
which we believe is best Jeft to State determination. However, because of our success with
selective disconnection in Peansylvania, we believe that the +CC should strongly encourage ail
States to adopt a similar policy.

Z.

Technological advances, including multiple balance billing, have been a significant factor
in furthering our ability to keep Pennsylvania subscribers connected to the network. Without
multiple balance billing, it would be impossible to segregate basic service charges from toll and
nonbasic charges, which underlies Pennsylvania’s seleetive disconnection policy.

Consequently, if onc of the FCC’s objectives is to encourage implementation of a
nationwide selective disconnection policy, it can facilitate this objective by encouraging carricrs
to adopt and States to mandate multiple balance billing, a computerized method of separating a

customer’s total amount due into separate baskets. These baskets might include local service,
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intral L ATA toll service, interl. A1'A toll service, and optional services, Alternatively, the baskets
could distinguish between regulated and non-regulated servioes.

'I'he implementation of muitiple balance billing is basically a software change in a utility
computer program to track usage and services. Multiple balance billing is usually accompanied
by a requirement that a utility track customer payments according to these same baskets and
prescribe how a partial payment is allocated to these baskets. The ability to track these different
customer baskets is vital to the utility’s ability to prevent disconnection for nonpayment of one
or more baskets of services. Without multiple balance billing a utility cannot scparate out any
particular non-regulated or non-basic service from the amount overdue that appears on a
customer’s notice of disconnection for nonpayment of hasic service. If a utility has multiple
balance billing, it has the ability to alter its credit and collection approach and policies for the
different market baskets. This functionality allows a commission to structure different standards
and customer protections for services that range from core to competitive.

Under the PaPTIC's multiple balance billing policy, local exchange carriers must apply
all payments received from customers in a manner intended to decrease basic service arrearages
in order to prevent basic service suspensions or terminations. Pursuant to this policy, local
exchange carriers must apply payments to arrearages in the following service categories
according to the following priority: a) basic service arrearages, (b) toll arrearages, and (c)
nonbasic arrearages. By requiring that any payment received first be applied to basic service
arrearages, the PaPUC is able lo ensure (hat gitualiong where basic service is threatened as a
result of toll usage are kept to a minimum.

Regional or nationwide operating companies should be encouraged to implement multiple
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balance billing in all States in which they do business since administrative and implementation
costs are higher when major billing systems vary by State.

In summary, support for multiplc balance bilting at the national level would promote the
FCC’s goal of selective disconnection and may at the same time reduce overall LEC expenses
in implementing such a policy at the State level.

B. Call Contrel Services

The FCC finds Pennsylvania’s high subscribership rates to be persuasive evidence "that
voluntary toll restriction may be cascntial to maintaining and promoting subscribership to the
telephone network.” (para. 17).

Under Chapter 64 of thc Pennsylvania Public Ulility Cude, cumpmuiics must give
customers the option of discontinuing toll or nonbasic service, Consequently, carriers in
Pennsylvania must make some form of voluntay Wil restriction availuble W their customers.

We agree with the FCC that customers may desire serviocs that catablish a pre-set
monthly dollar limit ou long-distance service, per-minute use limirations or voluntary time-of-day
reatrictions, (para. 20). We further agree that customers may also be interested in using debit
cards or pessonal access codes to limit use w certrin individuals with access to specific
telephones. (para. 20). We will be interested in reviewing the comments of carriers on the cost
und feasibility of these various alternatives.

We also agrec with the Commission that in order for voluntary toll restriction services
to be “cffectively available”, they must be priced in a fashion which makes it affordable for the
average residential customer. (para. 16). As the Commission notes, Bell Atlantic offers the

9
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service free of charge in Pennsylvania, il a cusiomer selects this service when initiating
telephone service or if, after toll service is suspended for nonpayment, a customer pays all
outstanding charges and requests the service. (para. 16).

While we believe that the Commission's underlying premise that these services may
increase subacribership levels may be correct, the PaPUC has no statistics at the present time
to support this conclusion. Nonetheless, while we believe this policy may contribute to keeping
some customers connected to the network in Pennsylvania, we do not believe that the offering
or availability of voluntary toll restriction devices should be subjcct to Commission or
nationwide mandate. An in Pennsyivania, these policies ar¢ more appropriately decided at the
State level pursuant to State law and regulations. If statistics from jurisdictions such as
Penngylvania, gathered by the Commission as a result of . this proceeding, support this
conclusion, the Commission should "encourage” States to require and carriers to offer voluatary
toll restriction services to subscribers within their respective jurisdictions,

There is, however an immediate step that the RCC counld take which wonld encourage

‘customers to take advantage of existing carricr voluntary toll restriction offerings. The FCC

should examine whether continued application of the federal subscriber line charge ("SLC") is
appropriate for customers who have voluntarily elected to have their access to the toll network
restricted.  Since this charge is assessed to euenﬁaily recover the non-traffic sensitive costs
associated with access to the toll network, customers which no longer have access to the toll
network should no longer have to pay this charge. We believe that a policy to waive (he federal
SLC in this instance would work to increase connectivity to the network by encouraging more

inability to pay customers to take advantage of voluntary toll restriction.

10
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Finally, our experience indicatcs that voluntary toll restriction services are frequently
misunderstood by consumers. Last year, the PaPUC received numerous complaints from Rell
Atlantic cusiomers who were confused about voluntary toll restriction. Specifically, customers
were unaware that they could still incur toll charges while they were toll restricted. Voluntary
toll restriction only blocks direct dial 14 interLATA and intral ATA calls. Customers were not
aware that third party calls, calling card calls and collect calls conld he placed on their restricted
fine. In response to the PaPUC's concerns, Bell Adantic's business office staff now gives
customers the following information about voluntary toll restriction and ity limitations.

L. With voluntary toll restriction, calling cards can be canceled or retained. If the
customer decides to keep the calling card, any toll calls billad to the calling card from the
restricted line will be billed at the operalor handled rate. The operator assistance rate is higher
than the normal calling card charge. The aperator assistance charge is applicable because the
customer cannot use the calling card without operator assistance when calling from a toll
restricted line.

2. Collect and third number calls billed to the restricted line can be allowed or prevented
at the customer's request. Third number billing and collect call can be blocked through the
majority of long distance carriers.

3. The company does not block 800 numbers, even though some carricrs are using 800
numbers to initiate pay-per-call billing. Since the company does not block the 800 calls, toll
calls billed through an 800 service may appear on the bill. In eddition, carricrs may provide
Jocal access numbers that are not blocked.

In summary, we do not believe that the FC:CC should mandate the offering of voluntary

11
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wil rustriction services on a natonwide basis. We believe (hat a nationwide mandate is
unnecessary and that where there is a demonstrated need, carriers will offer thesc services. We
ulw believe that State policies should control in this area. The FCC could increase the
effectiveness of State policies by waiving the federal SLC where the customer has elected to
have his or her access to the toll network resiricted. Finally, based upon our experience in
Pennsylvania we recommend that consumer education initiatives accompany the introduction of
volustary toll restriction services.
2. Commaction Charses and Deposits Should Be Sabiject to State Determination.
The Commission proposes to require carriers 0 adjust deposit requirements for low-
income subacribers that agree to accept voluntary toll restriction rervice. (para. 11). The
Commission further propoacs that the amount of deposit could be graduated to correlate with the
mo;lthly dollar amount of long-distance service authorized by the terms and conditions of the
account. (para. 11). Once again, we strongly believe that the FCC should continue to defer to
individual State policies governing connection chargex and deposits.
In Pennsylvania, deposits are governed by Chapter 64 of the Pennsylvania Public Utility
Code. The conditions for deposits are set forth in Section 64.36 of the Pennsylvania Public
Utility Code which provides in relevant part:
@) Applicants. The amount of cash deposit required from an applicant may not
exceed the estimated average 2-month bill for local exchange service plus the
average 2-month interexchange charges for existing residential customers in the
applicant’s exchange during the immediasely preceding (2-month period.
Deposits may be adjusted 10 maintain a lovel equal to the estimated average 2
month bill. No more than one half of the deposit amount may be required prior

to the providing of service by the utility with the balance of the deposit due no
less than 30 days from the initial deposit payment.

12
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(li) Existing customers. The amount of a cash deposit required from an existing
customer may not excecd thc customer’s average 2-month bill, including toll
charges, during the preceding 12-mounth period. Deposits may be adjusted to

maintain a level equal (o the average 2-month bill. The deposit shall be paid
within 20 duys of the request for deposit.

Pursuant to our own requirements on deposits, carriers wonld already be prohibited from
including toll charges if a customer elected to volumarily restrict his or her access to the toll
network, We believe that other States already have in place similar policies. We would oppose
preemption in this critical area which has for good reason traditionally been subject to State
determination and oversight. In summary, the ['CC should continue to defer to the States on
deposit policies, and should encourage rather than mandate specific changes if they are thought
to be in the public interest.

In this same Section, the Commission also discusses potential modifications to the Link-
Up program. The PaPUC supports changes which would increase the percentage of connection
costs covered by the Link-Up program. We do not, however, support linking the grcater
assistance levels to agrecmoents by subacribers to take long-distance blocking options. We do
not believe that this would act to increase the overall effectiveness of the program, but may on
the other hand, act as a disincentive tn nonsuhscrihers to take advantage of the program.

3. Lifeline Assistance

On August 3, 1995, the PaPUC approved a settiement agreement to establish Bell
Atlantic’s Lifeline Service Program and its Universal Telephone Assistance Program (*UTAP").
Previously, there was no Lifeline assistance program in any part of Pennsylvania to help low
income individuals and families maintain access (o telephone service. However, Bell Atlantic

i in the process of implementing 2 Lifeline assistance program in Penngylvania, which is
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significant because Bell Atlantic serves approximately 8U% of total subscribers in Pennsylvania.
Bell Atlantic’s program will give its eligible Link-Up customers a discount on basic local
exchange service so thicy may remain on the network.

Applicants who are below the poverty level may be eligible for Lifeline service and/or
financial assistance from the UTAP. Under the Lifeline program, participants will qualify for
a $2.50 monthly discount in dialtone access, an associated $2.50 offset on the common carrier
line charge, and a Link-Up America contribution of S0% of connection fees.

As to toll service, Lifeline subscribers are eligible to receive toll service. However, to
avoid toll suspeasions, Lifeline customers must not carry a toll arrearage that exceeds $20.
Under Bell’; present Lifeline toll plan, if customers have a toll balance higher than $20 and if
customers do not pay within five days of the due date, their toll service may be suspended,
however, in no case may hasic service be interrupted for exceeding the toll arrearage cap or for
nonpayment of toll, Lifeline customers may have toll service restored after they pay outstanding
arrearages and a toll service restoral charge. Eligible applicants who have basic service
arrearages may apply for assistance from the UTAP to pay off their basic bills so thcy would

be eligible for Lifeline service.

The Commission also seeks comment on low cost scrvices targeted to moct the needs of
those with low incomes or non-permanent living arrangements, such as prepaid long-distance
cards, voice mailboxes, personal identification numbers, or high-volume, low-cost central calling
facilities, PaPUC is aware that some State commissions arc alrcady consideting initiatives

similar to these in addreesing the needs of the low income or highly mobilc scgments of the
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population. 'We will be interested in reviewing the comments of parties on this issue, and would
seriously consider, any FCC recommendations to States 10 make low-cost services available to
persons with low incomes or non-permanent living arrangements.
Il Swhecribershin Rerxicrs and Measwements
Pennsgylvania’s above average subscribership rates cannot be attributed solely to the

policies discussed in the Commission’s NPRM. Rather, they must be attributed to a mix of
policies, both State and Federal. We have tound, as evidenced by our mgh subscribership rates,
that the most cffective mix has been a combiration of federal support programs with separate
State policies individualized to target the various pockets of nonsubscribers within our
jurisdiction. For instance, another barrier to subscribership which we have attempted to address
in Penngylvania is the inability of some very low income customers or the elderly on fixed
incomes to afford a recurring monthly local service rate which includes unlimited usage. To
address this potential barrier to subscribership, some carriers in Pennsylvania otfer restricted
local rexidential telephone service. With restricted local residential tclephonc service, the
customer is charged a minimum amount and an additional amount only if he or she exceeds an
established level of usage for the month. Bell Atlantic offers four different types of residential
telephone service in the Harrisburg area designed to meet the very different needs of both low-
volume and high-volume customers. These services and their monthly rates are as follows:

Local Calling--Charge per Call ......... $4.35 or $4.75 per month

Local Calling with Allowance ........... $6.95 or $7.35 per month

Unlimited Calling to Local Area ........ $11.35 or $11.75 per month

Hometown-Plus Usage Option ............. $10.25 (Mechanicsburg + Carlisle)
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$12.40 (Mechanicsburg + Any One Local
Calling Rxchange + Carlisle

We believe that plans such as these which provide reduced charges for low-volume users
on fixed incomes are especially important in reducing potential barriers to local service
subscribership based upon inshility to pay. |

The PaPUC agrees with the Commission that it should seek better and more accurate
measures to determine overall connectivity to the public switched network. Broader and perhaps
more accurate data could be obtained by the State commissions and carriers themselves,
including co-carriers in the local loop and wircless providers.

IV. Consuner Awaremess and Education luwes

PaPUC strongly supports Commission examination of measures to increase coasumer
awareness of various subacribership options aimed at increasing overall public switched network
penetration levels. We agtee that education is key and that lack of knowledge or misconceptions
may coatribute to non-subscription even where the availability of scrvices is not an issuc.

We also support the notion that coordinated efforts between carriers might io turn Jead
t0 an inoreasc in subscriborship as consumers benefit from lower overall local and long distance
rates. We believe it is key that compamies advertise as part of "normal marketing activities"
becaunc of the cost effective nature of "piggybacking” subscribership information with different
marketing strategies. Carriers should be encouraged to tie advertising of other services to
subscribership whenever feasible. I'or instance, carriers should be encouraged to include
information on the Commission’s Lifeline and Link-Up programs along with other advertisiog

or promotional materials.

16
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In some cases, LECs could make information avallable for co-autlwrship or distribution
through local petworks. Plus, LECs ofien buy regular advertising and are better ahle to make
use of free public service announcements  promote other isucs.

However, since large companies iike Bell Atlantic have drastically cut back on their
outreach and education staff in favor of staff muiti-tasking on a volurteer basis, il is shortsighted
to rely solely on LEC resources to promole subscribership and other telecommunications
education issues. Also with the advent of co-carriers into the local loop, education sioutd be
broad based and inclusive. All carriers should be encouraged to court those without phone
service along with other customers. _

We have also found that at times. while not warranted, there may be a credibility
problem with company information by consumers. ‘Ihe PaPUC’s education staff includes a
writer, an outreach specialiat and a coordinator. Newsletters, action alerts, a world wide web
page on the internet to convey consumer education information, an 800 number with a tip linc,
consumer brochures and handbooks and other publications are all sources for program
information and can be used to encourage subscribership. The PaPUC recently established a
PUC Electronic Bulletin Board which can be used to access utility financial data. orders,
motions, statements, press releases, consumcr information and other files which might also be
used to educatc subscribers on various federal and State subscribership programs. Link-Up
America and Lifeline should be standard inclusions for any outreach efforts in the
telecommunications area.

Further, thc PaPUC often encourages company compliance with advertising requirements
through its orders outlining what companies should do to educate consumers on a particular
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issue. Appropriate advertsing can be tied to 4 companies’ application approval. Additionally,
PaPUC orders oftentimes include language for company compliance with plain language review
by the consumer education division before a company application or request is granted. In
addition, companies may be required to work with the PaPUC’s education staff to develop
outreach plans on a given issue in addition 10 approving advertisements.

As the Commission noted in its NPRM, the PaPUC has a separate nonprofit
'Telecommunications kducation Fund specifically established to educate Pennsylvania consumer
about telecommunications issues. The Board of Directors of the Fund consist of representatives
from the PaPUC, Office of Consumer Advocate, Hell Atlantic and two consumer representatives.
The Fund is in its fifth year of giving grants to educate consumers on telecommunications issues.
The Fund selects nonprofit organizations through a request for proposal process. ‘I'he Hoard of
Directors sets the parameters for the types of education and organizations they arc most
interested in funding, |

Fioally, it is important that any advertising follow three basic principles in order to be
effective. First, all information should be presented in "plain language®. The PaPUC passed
plain language guidelines to provide guidance to the utilitiex when communicating with their
customers. In Pennsylvania, functional illiteracy is thought to be at least 24% of the adult
population over age 18. An earlier survey of Pennsylvania adults puts the aumber at 29.8%.
Second, advertising should address the obstacles to phone service more than the benefits of
phone mervice. Consumers nesd lo know it is not overly burdensome to apply for help.
Consumers should be told of their rights and how they can protect their local service if faced

with termination of service. Third, it is important that any advertising be straightforward. Our
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oxperience indicules that consumers are oftcntimes skeptical of free offers and deep discounts.
Thus, it may be necessary to be straightforward with the motive, such as offering discounts
increascs sales like any busincss.

In summary, we believe increased educational efforts may be very cffective in raising
overall subscribership levels. Bduculional ¢[forts should be a joint cffort among carriers with
guidance from and participation by Commissions.

V. Conclnsion

The Pennsylvania Public Utility Commission commends the Commission for initiating
this NPRM (o examine means to increase subscribership to the public switched tclcphone
network. Rather than mandate State implementation of the various initiatives discussed in the
NPRMﬂlePaPUCrecommendsthatUQCommissionwuﬁnuctodafcrm State policics as it has
done in the past. However, the FCC should strongly encourage both States and carricrs to
implement those policies found by the Commission 0 be meritorious afler revicwing the

evidence in the record.
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Duted: Septeraber 27, 1995,
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Respectfully submiued,

e S

Veronica A. Smith
Deputy Chief Counsel

Jobn F. Povilaitis
Chief Coungel

Attomeys for the Penngylvania
Public Utility Commission

P.O. Box 3268

Harrisburg, Pcnnsylvania

(717) '7187-3639
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