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Source

The provisions of this Chapter 64 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354, unless otherwise noted.

Cross References

This chapter cited in 52 Pa. Code § 1.21 (relating to appearance); 52 Pa. Code § 3.112 (relating to
action on informal complaints); 52 Pa. Code § 55.115 (relating to coordination with other regula-
tions); 52 Pa. Code § 63.205 (relating to porting telephone numbers); and 52 Pa. Code § 64.201
(relating to reporting requirements).

Subchapter A. PRELIMINARY PROVISIONS

Sec.
64.1. Statement of purpose and policy.
64.2. Definitions.

§ 64.1. Statement of purpose and policy.
The purpose of this chapter is to establish and enforce uniform, fair and equi-

table residential telecommunications service standards governing account pay-
ment and billing, credit and deposit practices, suspension, termination and cus-
tomer complaint procedures. The purpose of this chapter is to assure adequate
provision of residential telecommunications service; to restrict unreasonable sus-
pension or termination of or refusal to provide service; and to provide functional
alternatives to suspension, termination or refusal to provide service. Every privi-
lege conferred or duty required by this chapter imposes an obligation of good
faith, honesty and fair dealing in its performance and enforcement. This chapter
will be liberally construed to fulfill its purpose and policy and to ensure justice
for all concerned.

Authority

The provisions of this § 64.1 amended under 66 Pa.C.S. § 3019(b)(2) and (3).
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Source

The provisions of this § 64.1 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding
text appears at serial page (350857).

§ 64.2. Definitions.
The following words and terms, when used in this chapter, have the following

meanings, unless the context clearly indicates otherwise:
Applicant—A person who applies for residential telecommunications service,

other than a transfer of service from one dwelling to another within the service
area of the LEC or a reinstatement of service following a discontinuation or
suspension.

Basic service—The transmission of messages or communications by a tele-
phone device between points within a local calling area as established in the
tariff of a LEC, including installation service, providing and restoring access
lines, touch tone service and handling of unpaid checks as addressed in § 64.11
(relating to method of payment). The term includes charges for 911 service,
telecommunications relay service and subscriber line service, but does not
include premises visits for installation of new service.

Billing period—A period of at least 26 days and not more than 35 days,
except in the following circumstances:

(i) An initial bill for a new customer may be less than 26 days or
greater than 35 days. The initial bill may never exceed 60 days.

(ii) A final bill due to discontinuance or termination may be less than
26 days or greater than 35 days but may not exceed 42 days. A bill may be
rendered after the final bill for an additional toll, lost equipment or other
similar charge.

(iii) Bills for less than 26 days or more than 35 days will be permitted
if they result from a rebilling initiated by the company or by a customer dis-
pute to correct a billing problem.
Bundled service package—

(i) A package of services, which includes noncompetitive or protected
and competitive services, including services of an affiliate, in combinations
and at a single rate or charge that is offered and billed on one bill by a com-
petitive telecommunications carrier or a local exchange telecommunications
company.

(ii) The term does not include a local exchange telecommunications
company or competitive telecommunications carrier tariff filing that involves
simultaneous changes in rates and charges for noncompetitive services in a
revenue neutral manner.
CTC—Competitive telecommunications carrier—An entity that provides

telecommunications services subject to the jurisdiction of the Commission and
in competition with a local exchange telecommunications company.
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Commercial service—Telecommunications service to a location other than a
dwelling, except that service to a dwelling used for both residential and com-
mercial purposes shall be considered commercial service if concurrent residen-
tial service is provided.

Competitive wire center—A wire center or other geographic area that is
defined and served by a local exchange telecommunications company where all
of its protected, retail nonprotected and retail noncompetitive telecommunica-
tions services have been declared or determined to be competitive by the Com-
mission under 66 Pa.C.S. § 3016 (relating to competitive services).

Cramming—The submission or inclusion of unauthorized, misleading or
deceptive charges for products or services on an end-user customer’s local
telephone bill.

Customer—An applicant in whose name a residential service account is
billed.

Delinquent account—Charges for telecommunications service which have
not been paid in full by the due date stated on the bill or otherwise agreed
upon. The contested portion of an account may not be deemed delinquent if,
before the due date, payment arrangements with the LEC have been entered
into by the customer, a timely filed notice of dispute is pending before the LEC
or an informal or formal complaint is timely filed with and is pending before
the Commission.

Discontinuation of service—The temporary or permanent cessation of ser-
vice upon the request of a customer.

Dispute—A grievance of an applicant, customer or customer’s designee
about a utility’s application of one or more provisions covered by this chapter,
including credit determinations, deposit requirements, the accuracy of amounts
billed or the proper party to be charged, which remains unresolved after the
initial contact or utility follow-up response when the applicant, customer or
customer’s designee consents to the utility reviewing pertinent records or other
information and calling back. The term does not include a disagreement arising
from matters outside the scope of this chapter, or failure to negotiate a mutu-
ally satisfactory payment agreement regarding undisputed amounts, or a dis-
agreement over billing data provided to the local exchange carrier by an inter-
exchange carrier.

Dwelling—A house, apartment or other location where a person resides.
Emergency—An unforeseen combination of circumstances requiring tempo-

rary discontinuation of service either to effect repairs or maintenance or to
eliminate an imminent threat to life, health, safety or property.

Interexchange carrier—A carrier which provides interexchange services to
the public under 66 Pa.C.S. § 3018 (relating to interexchange telecommunica-
tions carriers).

LEC—Local Exchange Carrier—A jurisdictional telecommunications public
utility which provides basic service either exclusively or in addition to toll ser-
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vice. A local exchange carrier can be either a local exchange telecommunica-
tions company or a competitive telecommunications carrier.

LETC—Local exchange telecommunications company—A telecommunica-
tions service provider as defined in 66 Pa.C.S. § 3012 (relating to definitions).

Nonbasic service—A service or a product other than telecommunications
service which is either offered or billed for by a LEC. The term includes the
sale or lease of customer premises equipment, inside wiring maintenance plans,
repair services, premises visits for service installation, nonrecurring charges for
nonbasic services, restoral charges for nonbasic services, custom calling ser-
vices, audiotex services, pay-per-call services and international information or
entertainment services.

Noncompetitive wire center—A wire center or other geographic area that is
defined and served by a local exchange telecommunications company where
the jurisdictional telecommunications public utility offers protected, retail non-
protected and noncompetitive telecommunications services as defined by 66
Pa.C.S. § 3012.

Occupant—A person who resides at a location to which residential service is
supplied.

Payment agreement—A mutually satisfactory agreement between the cus-
tomer and the LEC whereby a customer who admits liability for billed service
is permitted to pay the unpaid balance of the account in one or more payments
over a reasonable period.

Physician—An individual permitted under the statutes of the Commonwealth
to engage in the practice of medicine and surgery or in the practice of osteopa-
thy or osteopathic surgery.

Residential service—Telecommunications service supplied to a dwelling,
including service provided to a location used for both residential and commer-
cial purposes if no concurrent commercial service is provided. The term does
not include telecommunications service provided to a hotel or motel.

Service provider—Facilities-based interexchange carrier, interexchange
reseller or information service provider initiating the service or charges to end-
user customers.

Slamming—The unauthorized changing of a customer’s telecommunications
provider, whether for local exchange service, intraLATA toll or interLATA toll.

Suspension of service—A temporary cessation of service without the consent
of the customer.

Telecommunications company—A public utility which provides telecommu-
nications service subject to Commission jurisdiction.

Telecommunications service—The transmission of messages or communica-
tions by telephone. The term includes basic service and toll service.

Termination of service—Permanent cessation of service after a suspension
without the consent of the customer.
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Toll service—The transmission of messages or communications by telephone
between points which are not both within a local calling area as established in
the tariff of a LEC. The term includes service that is either billed by or pro-
vided by a LEC, toll restoral charges and presubscription interexchange carrier
change charges.

Authority

The provisions of this § 64.2 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301—1325, 1501—1511 and 3019(b)(2) and (3).

Source

The provisions of this § 64.2 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effective July 18, 1998, 28 Pa.B. 3394;
amended February 2, 2001, effective February 3, 2001, 31 Pa.B. 641; amended June 25, 2010, effec-
tive June 26, 2010, 40 Pa.B. 3499; amended August 12, 2022, effective August 13, 2022, 52 Pa.B.
5049. Immediately preceding text appears at serial pages (350858) to (350860).

Cross References

This section cited in 52 Pa. Code § 55.115 (relating to coordination with other regulations); 52
Pa. Code § 64.24 (relating to provision of bundled service packages); and 52 Pa. Code § 64.73
(relating to notice when dispute pending).

Subchapter B. PAYMENT AND BILLING STANDARDS

Sec.
64.11. Method of payment.
64.12. Due date for payment.
64.13. Billing frequency.
64.14. Billing information.
64.15. [Reserved].
64.16. Accrual of late payment charges.
64.17. Partial payments for current bills.
64.18. Application of partial payments between past and current bills.
64.19. Rebilling.
64.20. Transfer of account.
64.21. [Reserved].
64.22. [Reserved].
64.23. Standardizing LEC responses to customer contacts alleging unauthorized

charges added to the customer’s bill (cramming) and unauthorized changes to
the customer’s long distance carrier (slamming).

64.24. Provision of bundled service packages.

§ 64.11. Method of payment.
Payment may be made in any reasonable manner including payment by per-

sonal check, unless the customer within the past year has tendered a check which
has been returned unpaid to the LEC by a financial institution for a reason for
which the customer is at fault. When a tendered personal check is returned unpaid
to the LEC by a financial institution for a reason for which the customer is at
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fault, the LEC may treat such unpaid check as a payment never made by the cus-
tomer and, if it does so, shall not be obligated to halt suspension or termination
action based on its receipt of this check from the customer. The LEC may impose
a charge for a returned check as long as the charge is set forth in the LEC’s
approved tariff, Product Guide or similar document. Notwithstanding the forego-
ing provisions, the LEC may not proceed with suspension or termination of ser-
vice based on a disputed billed amount if the customer stops payment on a check
due to a good faith billing dispute.

Authority

The provisions of this § 64.11 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301—1325, 1501—1511 and 3019(b)(2) and (3).

Source

The provisions of this § 64.11 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effective July 18, 1998, 28 Pa.B. 3394;
amended August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text
appears at serial page (350861).

Cross References

This section cited in 52 Pa. Code § 64.2 (relating to definitions).

§ 64.12. Due date for payment.
The due date for payment of a monthly bill, whether it be a paper bill or an

electronic bill generated instead of a paper bill, shall be at least 20 days from the
date of mailing or, in the case of an electronic bill, from the date of transmission
by the LEC to the customer.

(1) Extension of due date to next business day. If the last day for payment
falls on a Saturday, Sunday or bank holiday or another day when the offices of
the LEC which regularly receive payments are not open to the general public,
the due date shall be extended to the next business day.

(2) Date of payment by mail. For a remittance by mail, one of the follow-
ing applies:

(i) Payment shall be deemed to have been made on the date of the
postmark.

(ii) The LEC may not impose a late payment charge unless payment is
received more than 5 days after the due date.

(iii) The LEC may not mail or deliver notice of suspension until at least
5 days after the stated due date.
(3) Date of payment made in person or electronically. The effective date

of payment to a branch office or authorized payment agent is the date of actual
payment at that location. The effective date of the payment made electronically
to the utility is the date the customer made the electronic payment.
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(4) Multiple notifications. When a LEC advises a customer by multiple
notices or contacts and they contain different due dates, the date on or before
which payment is due shall be the latest date contained in the notices listed in
this section.

Authority

The provisions of this § 64.12 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 1301—
1325, 1501—1511 and 3019(b)(2) and (3).

Source

The provisions of this § 64.12 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; amended August 12, 2022, effective August 13, 2022, 52 Pa.B.
5049. Immediately preceding text appears at serial pages (350861) to (350862).

§ 64.13. Billing frequency.
A LEC shall render either a paper bill or an electronic bill once every billing

period to customers in accordance with the LEC’s tariff, product guide or similar
document.

Authority

The provisions of this § 64.13 amended under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.13 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended August 12, 2022,
effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial page (350862).

§ 64.14. Billing information.
(a) Every bill rendered must clearly state the following information:

(1) The date of the bill.
(2) The due date on or before which payment shall be received to avoid an

account being considered delinquent.
(3) The beginning and ending dates of the billing period for service,

excluding toll usage and equipment.
(4) The amount due for basic service, nonbasic service, and taxes and

applicable surcharges, during the current billing period.
(5) An itemized statement of toll charges listing the date, time, destination,

duration and rate period for each toll call unless the customer subscribes to an
unlimited toll service plan or toll service is included as part of the customer’s
bundled service package.

(6) The amounts for security deposits owed by or credited to existing cus-
tomers. This amount shall be separately stated on each bill if a security deposit
remains unpaid.

(7) The total amount of payments and other credits made to the account
during the current billing period.
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(8) The amount of late payment charges.
(9) The total amount due.
(10) A statement directing the customer to register a question or complaint

about the bill prior to the due date, with the address and telephone number
where the customer may direct questions or complaints.

(11) A statement that a rate schedule, an explanation of how to verify the
accuracy of a bill, and an explanation of the various charges, if applicable, can
be obtained by contacting the business office of the LEC.
(b) [Reserved].
(c) [Reserved].
(d) [Reserved].

Authority

The provisions of this § 64.14 amended under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.14 adopted November 30, 1984, effective January 1, 1985, 15 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended June 25, 2010, effec-
tive June 26, 2010, 40 Pa.B. 3499; amended August 12, 2022, effective August 13, 2022, 52 Pa.B.
5049. Immediately preceding text appears at serial pages (350862) to (350863).

Cross References

This section cited in 52 Pa. Code § 64.24 (relating to provision of bundled service packages); and
52 Pa. Code § 69.251 (relating to plain language—statement of policy).

§ 64.15. [Reserved].

Authority

The provisions of this § 64.15 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.15 adopted November 30, 1984, effective January 1, 1985, 15 Pa.B.
4354; deleted August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text
appears at serial page (350863).

§ 64.16. Accrual of late payment charges.
(a) A LEC is prohibited from levying or assessing a late payment charge on

an overdue bill in an amount which exceeds 1.25% per month on the full unpaid
and overdue balance of the bill. These charges are to be calculated only on the
overdue portions of the bill. The rate, when annualized, may not exceed 15% per
annum—computed by the simple interest method—and may not include previ-
ously accrued late payment charges. A late payment charge may not be assessed
against an outstanding security deposit.

(b) An additional charge, fixed fee or penalty designed to recover the cost of
a subsequent rebilling may not be charged.
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Source

The provisions of this § 64.16 adopted November 30, 1984, effective January 1, 1985, 15 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial pages (169497) to (169498).

Cross References

This section cited in 52 Pa. Code § 64.19 (relating to rebilling); and 52 Pa. Code § 64.171 (relat-
ing to duties of parties: undisputed portion of bills; interest on overpayment).

§ 64.17. Partial payments for current bills.
(a) Payments received by an LEC which are insufficient to pay the total

amount due for the current bill, when there is no past due balance, shall first be
applied to basic service.

(b) This section does not apply when the customer supplies instructions
specifying how a partial payment should be applied.

Authority

The provisions of this § 64.17 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301 and 1501.

Source

The provisions of this § 64.17 adopted November 30, 1984, effective January 1, 1985, 15 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effec-
tive July 18, 1998, 28 Pa.B. 3394; amended June 25, 2010, effective June 26, 2010, 40 Pa.B. 3499.
Immediately preceding text appears at serial pages (246493) to (246494).

Cross References

This section cited in 52 Pa. Code § 64.24 (relating to provision of bundled service packages).

§ 64.18. Application of partial payments between past and current bills.
In the absence of instructions from a customer, or a disputed bill or a payment

arrangement, payments received by the LEC which are insufficient to pay a bal-
ance due for both past and current bills shall first be applied to the balance due
for past due basic service, then to other past due charges, including late payment
charges.

Source

The provisions of this § 64.18 adopted November 30, 1984, effective January 1, 1985, 15 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended June 25, 2010, effec-
tive June 26, 2010, 40 Pa.B. 3499. Immediately preceding text appears at serial page (246494).

Cross References

This section cited in 52 Pa. Code § 64.24 (relating to provision of bundled service packages).

§ 64.19. Rebilling.
(a) Underbilling. A LEC may issue a make-up bill for unbilled services

resulting from a billing error accrued within 4 years of the date of the bill under
the following conditions:
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(1) The LEC shall provide the ratepayer with a written explanation of the
reason for the make-up bill and a statement that the customer may spread the
payments over a period, as described in paragraph (2).

(2) The payment period may, at the option of the customer, be at least as
long as the period during which the excess amount accrued or at least as long
as necessary so that the total amount billed in 1 month is not greater than the
average amount billed for 1 month plus 50%, whichever period is greater. A
late payment charge may not be assessed on unbilled service when payments
are made as described in this paragraph.
(b) Overbilling. When an overbilling occurs, the LEC shall credit the custom-

er’s account in the amount of the overbilling, including applicable taxes, for up
to 4 years before discovery of the overbilling, unless the customer requests reim-
bursement in one lump sum. A charge, in the amount stated in § 64.16 (relating
to accrual of late payment charges), shall be paid on the overbilled amount where
at least 30 days have elapsed between payment of the overbilled amount and the
credit or refund thereof.

(c) Rebilling. The LEC shall notify the Commission of rebilling affecting
more than 10% of its residential customers within 90 days of the rebilling.

Authority

The provisions of this § 64.19 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 1301—
1325 and 1501—1511.

Source

The provisions of this § 64.19 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887. Immediately preceding text appears at serial pages (169498) to
(169499) and (140291).

§ 64.20. Transfer of account.
(a) In the event of termination or discontinuance of service within the last 4

years, the LEC may transfer an outstanding amount due to a new or existing resi-
dential service account of the same customer.

(b) In the event of discontinuance of service, the LEC may continue pending
termination procedures at a new or existing residential service account of the
same customer.

(c) In the event of a termination of service, the LEC may transfer to the
account of a third party guarantor an amount not to exceed the limit of the guar-
antee.

Source

The provisions of this § 64.20 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140291).
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§ 64.21. [Reserved].

Authority

The provisions of this § 64.21 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301 and 1501.

Source

The provisions of this § 64.21 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effec-
tive July 18, 1998, 28 Pa.B. 3394; reserved June 25, 2010, effective June 26, 2010, 40 Pa.B. 3499.
Immediately preceding text appears at serial page (324555).

§ 64.22. [Reserved].

Authority

The provisions of this § 64.22 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 1301—
1325 and 1501—1511; deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.22 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; amended December 15, 2006, effective December 16, 2006, 36
Pa.B. 7558; deleted August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preced-
ing text appears at serial page (350866).

§ 64.23. Standardizing LEC responses to customer contacts alleging unau-
thorized charges added to the customer’s bill (cramming) and
unauthorized changes to the customer’s long distance carrier
(slamming).

(a) Cramming. Upon contact from a customer alleging that cramming has
occurred on the bill rendered to the customer by the LEC, the LEC shall do the
following:

(1) Identify the charges, and clarify that the customer’s complaint is that
the customer did not authorize the charges or order or use the services or prod-
ucts associated with the charges.

(2) Inform the customer that the charges will be removed from the LEC
bill and that basic local service cannot be disconnected for failure to pay cram-
ming charges.

(3) Inform the customer that the LEC will instruct the billing agent or ser-
vice provider, or both, to take the steps necessary to prevent further billing of
those charges or types of charges to the customer’s account.

(4) Inform the customer that removal of the charges from the LEC bill
does not guarantee that the service provider or its billing agent will not use
other collection remedies, including direct billing of the removed charges or
use of a collection agency.

(5) Provide notice of a customer’s right to pursue a complaint. To custom-
ers who indicate a desire to receive complaint disclosure information, the LEC
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shall provide information about how to pursue the complaint against the service
provider or billing agent by contacting the Bureau of Consumer Protection,
(800) 441-2555, of the Pennsylvania Office of Attorney General, the Federal
Communications Commission (FCC), and the Federal Trade Commission.

(6) Maintain for a minimum of 3 years records of all customer complaints
of cramming in order to monitor adherence to the terms of the billing contract
the LEC has with the service provider or billing agent, or both, relating to can-
cellation of the contract for excessive cramming complaints.
(b) Slamming. Upon contact from a customer alleging that slamming has

occurred on one or both of the past two bills rendered to the customer by the
LEC, regardless of dates of charges, the LEC shall do the following:

(1) Identify the name of the alleged unauthorized service provider, isolate
the charge, and clarify that the customer’s complaint is that the customer did
not authorize the switch to that particular service provider.

(2) Offer to restore the customer’s account, at no charge, to the service
provider the customer had received service from prior to the unauthorized
switch, and inform the customer of the option to request that a safeguard be
placed on the customer’s account to prevent the LEC from processing a service
provider request for a switch without the LEC obtaining express consent from
the customer, consistent with FCC rules or procedures for lifting preferred car-
rier freezes.

(3) Inform the customer that the isolated charges will be removed from the
LEC bill.

(4) Inform the customer that the LEC will instruct the service provider or
billing agent, or both, to take the steps necessary to prevent further billing to
the customer’s account.

(5) Inform the customer that removal of the charges from the LEC bill
does not guarantee that the service provider or its billing agent will not use
other collection remedies, including direct billing of the charges or use of a
collection agency.

(6) Provide notice of a customer’s right to pursue a complaint against the
service provider or billing agent and, to customers who indicate a desire to
receive complaint disclosure information, information about how to pursue a
complaint against the service provider or billing agent, or both, by contacting
the FCC, the Commission or the Bureau of Consumer Protection, (800) 441-
2555, of the Office of Attorney General.

(7) Maintain for a minimum of 3 years records of all customer allegations
of slamming.

Authority

The provisions of this § 64.23 issued under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—506,
1301 and 1501.
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Source

The provisions of this § 64.23 adopted February 2, 2001, effective February 3, 2001, 31 Pa.B. 641;
amended December 15, 2006, effective December 16, 2006, 36 Pa.B. 7558. Immediately preceding
text appears at serial pages (296548) and (310305) to (310306).

Cross References

This section cited in 52 Pa. Code § 63.309 (relating to acquiring LSP provisions and obligations).

§ 64.24. Provision of bundled service packages.
(a) Right to offer bundled services. Nothing in this chapter prohibits an LEC

from offering bundled service packages, as defined in § 64.2 (relating to defini-
tions), at a single price selected by the LEC.

(b) Exemption from certain regulations. An LEC that offers a single-rate
bundled service package shall be exempt from certain sections of this chapter
regarding payment and billing standards. The sections subject to exemption for
bundled service packages are:

(1) Section 64.14(a)(4) and (5) (relating to billing information).
(2) Section 64.17 (relating to partial payments for current bills).
(3) Section 64.18 (relating to application of partial payments between past

and current bills).
(4) Section 64.63(1) and (2) (relating to unauthorized suspension of ser-

vice).
(c) Consumer protection requirements. A LEC that is legally obligated to

offer any ‘‘protected service’’ under Chapter 30, 66 Pa.C.S. §§ 3011—3019, to
certain residential customers shall comply with the following requirements when
offering any bundled services package that includes basic service to these cus-
tomers:

(1) Conversion to basic service. A residential customer’s failure to pay the
single-rate bundled service package price may not result in immediate suspen-
sion or termination of basic service to the residential customer.

(i) When an LEC determines that a bundled service package shall be
terminated for nonpayment, the account shall be converted to a basic service
account subject to future suspension and termination in accordance with this
chapter if the customer fails to make timely payments.

(ii) For an LEC which tracks the basic service portion of a bundled ser-
vice package, when a customer fails to make payment sufficient to pay the
basic service charges in the package, the LEC may suspend and terminate
basic service for nonpayment in accordance with this chapter.
(2) Disclosure statement. An LEC shall send a disclosure statement to new

bundled service package customers that:
(i) Notifies the customer of the LEC’s billing practices that shall be

implemented in the event of the customer’s failure to pay the bundled ser-
vice package charge in full.
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(ii) Notifies the customer that failure to pay the bundled service pack-
age charge may not result in immediate suspension of basic service.

Authority

The provisions of this § 64.24 amended under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.24 adopted June 25, 2010, effective June 26, 2010, 40 Pa.B. 3499;
amended August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text
appears at serial pages (350868) to (350869).

Subchapter C. CREDIT AND DEPOSIT STANDARDS POLICY

Sec.
64.31. LEC credit and deposit policies.
64.32. [Reserved].
64.33. [Reserved].
64.34. [Reserved].
64.35. [Reserved].
64.36. [Reserved].
64.37. [Reserved].
64.38. [Reserved].
64.39. [Reserved].
64.40. [Reserved].
64.41. [Reserved].

Cross References

This subchapter cited in 52 Pa. Code § 64.181 (relating to restoration of service after suspension).

§ 64.31. LEC credit and deposit policies.
A LEC shall describe its credit and deposit standards, which must be reason-

able under 66 Pa.C.S. § 1501 (relating to character of service and facilities), in
a tariff, product guide or similar document.

Authority

The provisions of this § 64.31 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301 and 1501; amended under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.31 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effec-
tive July 18, 1998, 28 Pa.B. 3394; amended August 12, 2022, effective August 13, 2022, 52 Pa.B.
5049. Immediately preceding text appears at serial pages (350869) and (339447).

§ 64.32. [Reserved].

Authority

The provisions of this § 64.32 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 1301—
1325 and 1501—1511; deleted under 66 Pa.C.S. § 3019(b)(2) and (3).
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Source

The provisions of this § 64.32 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049.
Immediately preceding text appears at serial pages (339447) to (339448).

§ 64.33. [Reserved].

Authority

The provisions of this § 64.33 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.33 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effec-
tive August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial page (339448).

§ 64.34. [Reserved].

Authority

The provisions of this § 64.34 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301, 1501; deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.34 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effec-
tive July 18, 1998, 28 Pa.B. 3394; deleted August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049.
Immediately preceding text appears at serial page (339449).

§ 64.35. [Reserved].

Authority

The provisions of this § 64.35 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.35 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effec-
tive August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial pages (339449) to
(339450).

§ 64.36. [Reserved].

Authority

The provisions of this § 64.36 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 1301—
1325 and 1501—1511; deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.36 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049.
Immediately preceding text appears at serial pages (339450) and (324559).
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§ 64.37. [Reserved].

Authority

The provisions of this § 64.37 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.37 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effec-
tive August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial page (324559).

§ 64.38. [Reserved].

Authority

The provisions of this § 64.38 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.38 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; deleted August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text
appears at serial page (324559).

Cross References

This section cited in 52 Pa. Code § 64.39 (relating to periodic review).

§ 64.39. [Reserved].

Authority

The provisions of this § 64.39 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.39 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effec-
tive August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial page (324560).

§ 64.40. [Reserved].

Authority

The provisions of this § 64.40 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.40 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effec-
tive August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial page (324560).

§ 64.41. [Reserved].

Authority

The provisions of this § 64.41 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 1301—
1325 and 1501—1511; deleted under 66 Pa.C.S. § 3019(b)(2) and (3).
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Source

The provisions of this § 64.41 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; amended December 15, 2006, effective December 16, 2006, 36
Pa.B. 7558; deleted August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preced-
ing text appears at serial page (324560).

Subchapter D. [Reserved]

§ 64.51. [Reserved].

Authority

The provisions of this § 64.51 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.51 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effec-
tive August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial page (246503).

§ 64.52. [Reserved].

Authority

The provisions of this § 64.52 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.52 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effec-
tive August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial pages (246503) to
(246504).

§ 64.53. [Reserved].

Authority

The provisions of this § 64.53 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 1301—
1325 and 1501—1511; deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.53 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049.
Immediately preceding text appears at serial page (246504).
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Subchapter E. SUSPENSION OF SERVICE

GROUNDS FOR SUSPENSION

Sec.
64.61. Authorized suspension of service.
64.62. Days suspension or termination of service are prohibited.
64.63. Unauthorized suspension of service.

NOTICE PROCEDURES PRIOR TO SUSPENSION

64.71. General notice provisions.
64.72. Suspension notice information.
64.73. Notice when dispute pending.
64.74. Procedures upon customer contact before suspension.
64.75. Exception for suspension based on occurrences harmful to person or property.

NOTICE PROCEDURES AFTER DISPUTE FILED

64.81. Limited notice upon noncompliance with report or order.

EMERGENCY PROVISIONS

64.101. General provision.
64.102. Postponement of suspension pending receipt of certificate.
64.103. Medical certification.
64.104. Length of postponement; renewals.
64.105. Restoration of service.
64.106. Duty of customer to pay bills.
64.107. Suspension upon expiration of medical certification.
64.108. Right of LEC to petition the Commission.
64.109. Suspension prior to expiration of medical certfication.

THIRD-PARTY NOTIFICATION

64.111. Third-party notification.

GROUNDS FOR SUSPENSION

§ 64.61. Authorized suspension of service.
Telecommunications service to a dwelling may be suspended for any of the

following reasons:
(1) Nonpayment of an undisputed delinquent account or the undisputed

portion of an account where a dispute exists as to part but not all of an amount
billed by the LEC.

(2) Failure to post a deposit, provide a guarantee or establish credit.
(3) Unreasonable refusal to permit access to service connections, equip-

ment and other property of the LEC for maintenance or repair.
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(4) The use of service so as to interfere with or impair the use of service
rendered to other customers.

(5) Failure to comply with the material terms of a payment agreement.
(6) Fraud or material misrepresentation of identity to obtain telecommuni-

cations service.
(7) Violation of tariff provisions on file with the Commission so as to

threaten the safety of a person or the integrity of the service delivery system of
the LEC.

(8) Unpaid indebtedness for telecommunications service previously fur-
nished by the LEC in the name of the customer within 4 years of the date the
bill is rendered.

(9) Abusive, illegal or fraudulent activity.

Authority

The provisions of this § 64.61 amended under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.61 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended August 12, 2022,
effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial page (246505).

§ 64.62. Days suspension or termination of service are prohibited.
Except for emergency situations, suspension or termination of service for non-

payment of charges may not commence on any of the following:
(1) Saturday or Sunday.
(2) A bank holiday.
(3) A holiday observed by the LEC. A holiday observed by the LEC means

a day when the business office of the company is closed.

Source

The provisions of this § 64.62 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140303).

§ 64.63. Unauthorized suspension of service.
Unless expressly and specifically authorized by the Commission, basic service

may not be suspended and a suspension notice may not be sent for any of the
following reasons:

(1) Nonpayment for nonbasic services.
(2) Nonpayment of delinquent fees for toll service where the LEC is tech-

nically capable of terminating toll service without also terminating basic ser-
vice.

(3) Nonpayment for commercial service received at the same or different
location.

(4) Nonpayment of delinquent charges based on previously unbilled tele-
phone service resulting from LEC billing error if these charges exceed the oth-
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erwise normal, average bill by 50%. This paragraph may not prohibit suspen-
sion when the LEC reviews the charges with the customer and offers to enter
into a payment agreement which, at the option of the customer, may extend at
least as long as necessary to ensure that the bill in one billing period will not
be greater than the normal, average bill for the period plus 50%.

(5) Noncompliance with the payment agreement before the date set for
payment in the payment agreement.

(6) Nonpayment of charges for telephone service furnished more than 4
years before the date the bill is rendered.

(7) Nonpayment for residential service already furnished in the name of
persons other than the customer unless a court, district justice, or administra-
tive agency has determined that the customer is legally obligated to pay for the
service previously furnished. This paragraph may not affect the creditor’s rights
and remedies of the LEC otherwise permitted by law.

(8) Nonpayment of a delinquent account which accrued within the two
most recent billing periods and which amounts to a total arrearage of less than
$20 unless the arrearage represents the balance of a broken payment agreement.

(9) Evidence that full payment of all delinquent accounts has been made.
(10) Certification in accordance with §§ 64.101—64.103 (relating to gen-

eral provision; postponement of suspension pending receipt of certificate; and
medical certification).

Source

The provisions of this § 64.63 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial pages (140303) to (140304).

Cross References

This section cited in 52 Pa. Code § 64.24 (relating to provision of bundled service packages).

NOTICE PROCEDURES PRIOR TO SUSPENSION

§ 64.71. General notice provisions.
The LEC shall mail or deliver written notice to the customer at least 7 days

before the date of proposed suspension regardless of the grounds upon which
suspension is sought, with the exception of the following: Failure to comply with
the material terms of a payment agreement for toll or nonbasic service, or both.
In these cases, the LEC shall comply with § 64.81 (relating to limited notice
upon noncompliance with report or order). In lieu of mailing or otherwise physi-
cally delivering written notice of suspension, the LEC may transmit the notice
electronically, so long as the LEC obtains the prior written consent of the cus-
tomer to receive suspension notices electronically.
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Authority

The provisions of this § 64.71 amended the Public Utility Code, 66 Pa.C.S. §§ 501, 504—506,
1301—1325 and 1501—1511; amended under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.71 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effective July 18, 1998, 28 Pa.B. 3394;
amended August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text
appears at serial page (350871).

Cross References

This section cited in 52 Pa. Code § 64.109 (relating to suspension prior to expiration of medical
certification).

§ 64.72. Suspension notice information.
A notice of suspension must clearly and fully include the following informa-

tion, when applicable, in conspicuous print:
(1) The reason for the proposed suspension.
(2) A statement of amounts past due, and of a required deposit. The sus-

pension notice must identify the amount past due for basic service which the
customer shall pay to avoid the suspension of basic service.

(3) A statement that a specific reconnection fee will be required to have
service restored after it has been suspended if the reconnection fee is a part of
the approved tariff of the LEC.

(4) The date on or after which service will be suspended unless one of the
following occurs:

(i) Payment in full is received.
(ii) The grounds for suspension are otherwise eliminated.
(iii) A payment agreement is entered into.
(iv) A dispute is filed with the LEC.

(5) A statement that the customer should immediately contact the LEC to
attempt to resolve the matter, including the mailing address and telephone
number where questions may be filed and payment agreements entered into
with the LEC.

(6) A medical emergency notice substantially in compliance with the form
as set forth in Appendix A (relating to Medical Emergency Notice).

Source

The provisions of this § 64.72 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended June 25, 2010, effec-
tive June 26, 2010, 40 Pa.B. 3499. Immediately preceding text appears at serial pages (246507) to
(246508).

Cross Reference

This section cited in 52 Pa. Code § 64.109 (relating to suspension prior to expiration of medical
certification).
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§ 64.73. Notice when dispute pending.
(a) A LEC shall not mail or deliver a notice of suspension if a notice of dis-

pute, as defined in § 64.2 (relating to definitions), has been filed and is unre-
solved and if the subject matter of the dispute forms the grounds for the proposed
suspension.

(b) A notice mailed or delivered contrary to the requirements of this section
shall be void.

Authority

The provisions of this § 64.73 amended under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.73 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended August 12, 2022,
effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial page (350872).

Cross Reference

This section cited in 52 Pa. Code § 64.109 (relating to suspension prior to expiration of medical
certification).

§ 64.74. Procedures upon customer contact before suspension.
(a) If, at a time after the issuance of the suspension notice and before the

suspension of service, a customer contacts the LEC concerning the proposed sus-
pension, an authorized LEC employee shall fully explain, when applicable, the
following:

(1) The reasons for the proposed suspension.
(2) The available methods of avoiding a suspension including:

(i) Tendering the past due amount as specified on the suspension notice
or otherwise eliminating the grounds for suspension.

(ii) Entering a payment agreement.
(iii) The right of the customer to file a dispute with the telecommunica-

tions company and, thereafter, an informal complaint with the Commission.
(3) The procedures for resolving disputes relating to charges on the notice

and the procedures for filing informal complaints to request payment terms on
the basic service portion of the account, including the address and the tele-
phone number of the nearest regional Commission office.

(4) The duty of the customer to pay a portion of a bill not honestly dis-
puted.

(5) [Reserved].
(6) The medical emergency procedures.
(7) That upon failure to timely appeal from or comply with a telecommu-

nications company report, as defined in § 64.142 (relating to contents of writ-
ten summary by the LEC), an informal complaint report, or an order from a
formal complaint—the LEC is not required to give further written notice before
suspension.
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(b) The LEC, through its employees, shall exercise good faith and fair judg-
ment in attempting to enter into a reasonable payment agreement regarding undis-
puted amounts or to otherwise equitably resolve the matter. Factors to be taken
into account when attempting to make a reasonable payment agreement include,
but are not limited to, the size of the unpaid balance, the payment history of the
customer and the length of time over which the bill accumulated. When the cus-
tomer breaches a payment agreement for toll or nonbasic service, or both, the
LEC may suspend the toll or nonbasic, or both, service after complying with
§ 64.81 (relating to limited notice upon noncompliance with report or order). At
the time a payment agreement is entered into, the LEC shall explain to the cus-
tomer the consequences of breaching the payment agreement, including the pos-
sible suspension of toll or nonbasic service, or both, without further written
notice. The LEC may not suspend service for an undisputed delinquent bill under
either of the following circumstances:

(1) While it is negotiating a payment agreement with the customer.
(2) Within 24 hours after negotiating fails, except where toll usage

increases by $25 or more after the initial customer or customer designee con-
tact.

Authority

The provisions of this § 64.74 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301, 1501 and 3019(b)(2) and (3).

Source

The provisions of this § 64.74 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effec-
tive July 18, 1998, 28 Pa.B. 3394; amended June 25, 2010, effective June 26, 2010, 40 Pa.B. 3499;
amended August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049; corrected October 7, 2022,
effective October 8, 2022, 52 Pa.B. 6360. Immediately preceding text appears at serial pages (410870)
to (410871).

Cross Reference

This section cited in 52 Pa. Code § 64.109 (relating to suspension prior to expiration of medical
certification).

§ 64.75. Exception for suspension based on occurrences harmful to person
or property.

Notwithstanding another provision of this chapter, when a suspension is based
on an occurrence which endangers the safety of a person or appears likely to
prove physically harmful to the service delivery system of the LEC, the telephone
company need give no written notice before suspension if the LEC honestly and
reasonably believes the grounds do exist. At the time of suspension, the LEC
shall mail a notice of suspension to the customer’s billing address.
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Source

The provisions of this § 64.75 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial pages (140306) to (140307).

NOTICE PROCEDURES AFTER DISPUTE FILED

§ 64.81. Limited notice upon noncompliance with report or order.
Upon the customer’s failure to timely appeal from or comply with a LEC report

as defined in § 64.142 (relating to contents of the LEC report), an informal com-
plaint report, an order from a formal complaint, or a payment agreement negoti-
ated for toll or nonbasic service, or both, the original grounds for suspension shall
be revived and the LEC may not be required to give further written notice before
suspension if the telephone company makes a reasonable attempt to contact the
customer personally at least 24 hours before suspension.

Source

The provisions of this § 64.81 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effec-
tive July 18, 1998, 28 Pa.B. 3394. Immediately preceding text appears at serial page (205960).

Cross Reference

This section cited in 52 Pa. Code § 64.71 (relating to general notice provisions).

EMERGENCY PROVISIONS

§ 64.101. General provision.
No LEC may suspend or refuse to restore service to a dwelling when an occu-

pant in the dwelling is certified by a physician to be seriously ill or affected with
a medical condition which will be aggravated by a complete cessation of service
except where access to emergency services by telephone is retained.

Source

The provisions of this § 64.101 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140307).

Cross References

This section cited in 52 Pa. Code § 64.63 (relating to unauthorized suspension of service).

§ 64.102. Postponement of suspension pending receipt of certificate.
If, before suspension of service, a LEC employe is informed that an occupant

is seriously ill or is affected with a medical condition, that the occupant will be
endangered by a cessation of service, and that a medical certification will be pro-
cured, suspension may not occur for at least 3 days. Service may be suspended if
no certification is produced within the 3-day period.
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Source

The provisions of this § 64.102 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140308).

Cross References

This section cited in 52 Pa. Code § 64.63 (relating to unauthorized suspension of service); and 52
Pa. Code § 64.104 (relating to length of postponement; renewals).

§ 64.103. Medical certification.
Certifications initially may be written or oral, subject to the right of the LEC

to verify the certification by calling the physician or to require written confirma-
tion within 7 days. All certifications, whether written or oral, shall include all of
the following information.

(1) The name, address and telephone number of the customer in whose
name the account is registered.

(2) The name and address of the afflicted person and the afflicted person’s
relationship to the customer.

(3) The nature and anticipated length of the affliction.
(4) The name, office address and telephone number of the certifying phy-

sician.
(5) The specific reason why access to telecommunications service must be

maintained.

Authority

The provisions of this § 64.103 amended under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.103 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended August 12, 2022,
effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial pages
(246511) to (246512).

Cross References

This section cited in 52 Pa. Code § 64.63 (relating to unauthorized suspension of service); and 52
Pa. Code § 64.104 (relating to length of postponement; renewals).

§ 64.104. Length of postponement; renewals.
Service may not be suspended for the period specified in the medical certifica-

tion; however, the maximum length of the certification shall be 30 days.
(1) Time not specified. If no time is specified or if the time is not readily

ascertainable, service may not be suspended for at least 30 days.
(2) Renewals. An initial certification may be renewed for an additional

period of up to 30 days in the same manner provided in §§ 64.102 and 64.103
(relating to postponement of suspension pending receipt of certificate; and
medical certification) and this section. A postponement shall not extend beyond
70 days from the date of the initial certification.
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Source

The provisions of this § 64.104 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354.

§ 64.105. Restoration of service.
When service is required to be restored due to emergency medical certification,

the LEC shall make a diligent effort to have service restored on the date of the
medical certification. Service shall be restored before the end of the next work-
ing day. Each LEC shall have employes available or on call to restore service in
emergencies.

Source

The provisions of this § 64.105 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (153563).

§ 64.106. Duty of customer to pay bills.
Whenever service is restored or suspension postponed under the medical emer-

gency procedures, the customer shall:
(1) Make timely payment for all service provided by the LEC after the date

on which service is restored or suspension postponed.
(2) Restrict toll usage to an amount no greater than $25 in a billing period

while the medical certification is in effect.

Source

The provisions of this § 64.106 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (153563).

§ 64.107. Suspension upon expiration of medical certification.
When the certification has expired, the original grounds for suspension shall be

revived and the LEC may suspend service without additional written notice, if
notice previously has been mailed or delivered, if the customer has failed to make
or to maintain an agreement on payment arrangements, and if the LEC makes a
reasonable attempt to contact the customer at least 24 hours before suspension.

Source

The provisions of this § 64.107 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial pages (153563) to (153564).

Notes of Decisions

Proper Suspension of Service

Telephone company properly compiled with provisions dealing with nontermination of telephone
service during period of certified medical emergency and did not have duty to arrange for an extended
payment plan for customer after expiration of medical emergency. Mest v. Pennsylvania Public Utility
Commission, 574 A.2d 737 (Pa. Cmwlth. 1990).

52 § 64.105 PUBLIC UTILITY COMMISSION Pt. I

64-26
(410874) No. 576 Nov. 22 Copyright � 2022 Commonwealth of Pennsylvania



§ 64.108. Right of LEC to petition the Commission.
(a) To completely suspend service before the expiration of the medical certi-

fication, except when allowed under § 64.109 (relating to suspension prior to
expiration of medical certification), an LEC may petition the Commission for
waiver from the medical certification procedures to contest the validity of a cer-
tification.

(b) A LEC shall continue to provide access to emergency telephone services
while a final Commission adjudication on the petition is pending.

(c) Upon the filing of a petition for waiver of medical certification, Commis-
sion staff will review the facts and issue an informal written decision.

(d) A party to the proceeding may, within 20 days of the informal decision,
and not thereafter except for good cause shown, appeal by filing with the Secre-
tary of the Commission a letter stating the basis for appeal. An appeal from the
informal decision will be assigned to the Office of Administrative Law Judge for
hearing and decision.

Authority

The provisions of this § 64.108 amended under the Public Utility Code, 66 Pa.C.S. §§ 331, 501,
504—506, 1301 and 1501.

Source

The provisions of this § 64.108 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended January 19, 1990, effective January 20, 1990, 20 Pa.B. 278; amended July 21, 1995,
effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effective July 18, 1998, 28 Pa.B.
3394. Immediately preceding text appears at serial page (205963).

§ 64.109. Suspension prior to expiration of medical certification.
A telephone company may suspend service prior to the expiration of the medi-

cal certification when the customer fails to make timely payments for service
provided by the LEC after the date on which service is restored or suspension
postponed. The company must follow notice procedures prior to suspension
according to § 64.71—64.74.

Authority

The provisions of this § 64.109 issued under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301 and 1501.

Source

The provisions of this § 64.109 adopted July 17, 1998, effective July 18, 1998, 28 Pa.B. 3394.

Cross References

This section cited in 52 Pa. Code § 64.108 (relating to right of LEC to petition the Commission).
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THIRD-PARTY NOTIFICATION

§ 64.111. Third-party notification.
Each LEC shall permit its customers to designate a consenting individual or

agency which is to be sent, by the LEC, a duplicate copy of all suspension and
termination notices issued by the LEC. When contact with a third party is made,
the LEC shall advise the third party of the pending action and the efforts which
must be taken to avoid termination. Each LEC shall institute and maintain a pro-
gram:

(1) To allow customers to designate third parties to receive copies of a
customer’s or customers’ groups’ notices of suspension or termination.

(2) To advise customers at least annually of the availability of a third-party
notification program and to encourage its use.

Source

The provisions of this § 64.111 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial pages (153564) to (153565).

Subchapter F. TERMINATION OF SERVICE

GROUNDS FOR TERMINATION

Sec.
64.121. Authorized termination of service.
64.122. Unauthorized termination of service when dispute pending.
64.123. Termination notice.

GROUNDS FOR TERMINATION

§ 64.121. Authorized termination of service.
When at least 10 days have passed since suspension of service, the company

may terminate service for failure to pay a reconnection fee and to remedy the
original grounds for suspension due to any of the following reasons:

(1) Failure to make satisfactory arrangements to pay arrearages.
(2) Failure to post a deposit, furnish a third-party guarantee or otherwise

establish credit.
(3) Failure to meet the requirements of a payment agreement.
(4) Failure to give adequate assurances that an unauthorized use or prac-

tice will cease.

Source

The provisions of this § 64.121 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354.

52 § 64.111 PUBLIC UTILITY COMMISSION Pt. I

64-28
(410876) No. 576 Nov. 22 Copyright � 2022 Commonwealth of Pennsylvania



§ 64.122. Unauthorized termination of service when dispute pending.

Unless expressly and specifically authorized by the Commission, service may
not be terminated if both of the following exist:

(1) A notice of dispute has been filed and is unresolved and if the subject
matter of the dispute forms the grounds for termination.

(2) The customer is making a good faith effort to pay or make payment
arrangements to pay all undisputed bills and undisputed portions of disputed
bills.

Source

The provisions of this § 64.122 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354.

§ 64.123. Termination notice.

Immediately after service is suspended, a termination notice which conforms
substantially to the suspension notice and which indicates how the customer may
arrange to have service restored shall be mailed to the customer’s billing address.
In lieu of mailing written notice of termination, the LEC may transmit the notice
electronically, so long as the LEC obtains the prior written consent of the cus-
tomer to receive termination notices electronically. The termination notice must
include:

(1) The amount past due for basic service which the customer shall pay to
avoid the termination of basic service.

(2) A medical emergency restoration notice substantially in the form set
forth in Appendix B (relating to Medical Emergency Restoration Notice).

(3) A statement that service will be terminated on or after a specified date
and a clear explanation that the customer shall request service as a new appli-
cant, subject to additional charges, if termination occurs.

Authority

The provisions of this § 64.123 amended under the Public Utility Code, 66 Pa.C.S. §§ 501,
1301—1325, 1501—1511 and 3019(b)(2) and (3).

Source

The provisions of this § 64.123 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended June 25, 2010, effec-
tive June 26, 2010, 40 Pa.B. 3499; amended August 12, 2022, effective August 13, 2022, 52 Pa.B.
5049. Immediately preceding text appears at serial pages (350875) to (350876).
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Subchapter G. DISPUTES; INFORMAL AND FORMAL COMPLAINTS

GENERAL PROVISIONS

Sec.
64.131. Dispute procedures.
64.132. Time for registering dispute.
64.133. Termination stayed.
64.134. Effect of failure to timely register a termination dispute.

TELEPHONE COMPANY DISPUTE PROCEDURES

64.141. General rule.
64.142. Contents of written summary by the LEC.

INFORMAL COMPLAINT PROCEDURES

64.151. Time for filing.
64.152. Informal complaint filing procedures.
64.153. Commission informal complaint procedures.
64.154. Bureau of Consumer Services.

FORMAL COMPLAINTS

64.161. General rule.
64.162. Time for filing.
64.163. Formal complaint procedures.

PAYMENT OF BILLS PENDING RESOLUTION OF
DISPUTES AND COMPLAINTS

64.171. Duties of parties: undisputed portion of bills; interest on overpayment.

Cross References

This subchapter cited in 52 Pa. Code § 55.115 (relating to coordination with other regulations).

GENERAL PROVISIONS

§ 64.131. Dispute procedures.
A dispute shall proceed in accordance with this subchapter before an informal

complaint can be filed.

Source

The provisions of this § 64.131 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354.

Cross References

This section cited in 52 Pa. Code § 64.153 (relating to Commission informal complaint proce-
dures).
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§ 64.132. Time for registering dispute.
To be timely registered a dispute must be brought to the attention of the LEC

orally or in writing by the customer or the customer’s designee before actual sus-
pension or termination of service.

Source

The provisions of this § 64.132 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140313).

Cross References

This section cited in 52 Pa. Code § 64.153 (relating to Commission informal complaint proce-
dures).

§ 64.133. Termination stayed.
Except as otherwise provided in this chapter, when a dispute is properly regis-

tered in accordance with this subchapter, suspension or termination based on dis-
puted portions of the bill is prohibited until resolution of the dispute. However,
the disputing party shall pay, or enter into a reasonable payment agreement for
all undisputed portions of the bill. If the disputing party does not do so, the LEC
may suspend or terminate service based on the nonpayment, if the suspension or
termination is otherwise permitted under this chapter.

Authority

The provisions of this § 64.133 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301 and 1501.

Source

The provisions of this § 64.133 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 17, 1998, effective July 18, 1998, 28 Pa.B. 3394. Immediately preceding text
appears at serial page (220838).

Cross References

This section cited in 52 Pa. Code § 64.153 (relating to Commission informal complaint proce-
dures).

§ 64.134. Effect of failure to timely register a termination dispute.
Failure to timely register a dispute, except for good cause, shall constitute a

waiver of applicable rights to retain service without complying with the termina-
tion notice, suspension notice or LEC written summary, and may constitute a
waiver of rights to file an informal complaint under this chapter.

Source

The provisions of this § 64.134 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140313).
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TELEPHONE COMPANY DISPUTE PROCEDURES

§ 64.141. General rule.

If, at any time before suspension or termination of service, a customer registers
a dispute, the LEC shall do the following:

(1) Not issue a suspension or termination notice based on the disputed
subject matter.

(2) Investigate the matter using resonable methods which may include tele-
phone contacts and personal contacts with the customer.

(3) In a manner clear to the customer, set aside the disputed charges pend-
ing resolution of the dispute and demand payment of undisputed charges only.

(4) Provide the customer with the information necessary to arrive at an
informed judgment, including, but not limited to, relevant portions of tariffs
and statements of account.

(5) Within 30 days of the registration of the dispute, review findings with
the customer in a manner which outlines clearly the results of the investigation
and which indicates what action will be necessary for the customer to continue
service. The findings shall be summarized in a report as follows, and the LEC
shall inform the customer that a copy of the report is available upon request:

(i) If the complainant is not satisfied with the dispute resolution, the
LEC report shall be in writing and conform to § 64.142 (relating to contents
of the LEC report). In these instances, the written report shall be sent to the
complaining party if requested, or if deemed necessary by the LEC. The
written report shall also be sent to the Commission upon request.

(ii) If, however, the complaining party is satisfied with the orally con-
veyed dispute resolution, the written LEC report may be limited to the infor-
mation required by § 64.142(1) and (2), and, if applicable, § 64.142(7).

(iii) If the complaining party expresses satisfaction but requests a writ-
ten report, the report shall conform with § 64.142 in its entirety.

Authority

The provisions of this § 64.141 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301 and 1501.

Source

The provisions of this § 64.141 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effec-
tive July 18, 1998, 28 Pa.B. 3394. Immediately preceding text appears at serial page (205967).

Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures); and 52 Pa. Code
§ 64.153 (relating to Commission informal complaint procedures).
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§ 64.142. Contents of written summary by the LEC.

The LEC report shall include the following:
(1) A statement of the claim or dispute and a copy thereof if the claim or

dispute was made in writing.
(2) The position of the LEC and the results of investigation.
(3) An itemized statement of the account, specifying amounts credited or

due as a result of the disputed subject matter.
(4) A statement that service will not be suspended pending completion of

the dispute process, including both informal and formal complaints, so long as
the customer:

(i) Pays all nondisputed amounts.
(ii) Files an informal complaint with the Commission within 10 days of

the date on which the LEC mailed the written summary to the customer.
(5) The address and telephone number of the LEC office where payment

can be made or information obtained.
(6) A complete explanation of procedures for filing an informal complaint

with the Commission (see § 64.152 (relating to informal complaint filing pro-
cedures)). If a written report is not requested by the complaining party or
deemed necessary by the LEC, the LEC must provide the information in
§ 64.152(a)(1)—(3) and (6). In addition, the LEC should provide the telephone
number and address of the office of the Commission where the informal com-
plaint may be filed.

(7) The date on or after which the account will be delinquent unless a pay-
ment agreement is entered into or an informal complaint is filed with the Com-
mission. The date may not be earlier than the original due date of the bill or 10
days after the mailing or personal delivery of the written summary, whichever
is later.

Authority

The provisions of this § 64.142 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301 and 1501.

Source

The provisions of this § 64.142 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effec-
tive July 18, 1998, 28 Pa.B. 3394. Immediately preceding text appears at serial pages (205967) to
(205968).

Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures); 52 Pa. Code § 64.74
(relating to procedures upon customer contact before suspension); 52 Pa. Code § 64.81 (relating to
limited notice upon noncompliance with report or order); 52 Pa. Code § 64.141 (relating to general
rule); and 52 Pa. Code § 64.153 (relating to Commission informal complaint procedures).
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INFORMAL COMPLAINT PROCEDURES

§ 64.151. Time for filing.

Within 10 days of the notification or mailing of a LEC written summary and
not thereafter, except for failure to receive notice or other good cause, an infor-
mal complaint shall be filed by the customer or customer designee with the
Commission.

Source

The provisions of this § 64.151 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140315).

Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures); and 52 Pa. Code
§ 64.153 (relating to Commission informal complaint procedures).

§ 64.152. Informal complaint filing procedures.

(a) An informal complaint may be filed orally or in writing and shall include
the following information:

(1) The name of the customer.
(2) The address of the customer and, if different, the address at which ser-

vice is provided.
(3) The telephone number of the account.
(4) The telephone number at which the customer can be reached during the

day and evening.
(5) The name of the LEC.
(6) A brief statement of the dispute.
(7) Whether the dispute formerly has been the subject of a LEC investiga-

tion and written summary.
(8) Whether the dispute formerly has been the subject of a Commission

informal or formal complaint.
(9) The date, if any, of the proposed suspension or termination.
(10) The relief sought.

(b) Subsection (a) supersedes § 3.111 (relating to form and content of infor-
mal complaints).

Source

The provisions of this § 64.152 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial pages (140315) to (140316).
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Cross References

This section cited in 52 Pa. Code § 3.111 (relating to form and content of informal complaints);
52 Pa. Code § 63.15 (relating to complaint procedures); 52 Pa. Code § 64.142 (relating to contents
of written summary by the LEC); and 52 Pa. Code § 64.153 (relating to Commission informal com-
plaint procedures).

§ 64.153. Commission informal complaint procedures.
(a) The timely filing of an informal complaint acts as a limited stay and the

LEC may not suspend or terminate service based on the complaining party’s non-
payment of any billed amount which is contested in the informal complaint until
the complaint is resolved. The LEC may not suspend or terminate service based
on the complaining party’s nonpayment of additional billed amounts that reflect
the same underlying problem, other than a claimed inability to pay, as the billed
amounts contested in the informal complaint. This limited stay does not prevent
the LEC from suspending or terminating service based on the complaining par-
ty’s nonpayment of other billed amounts, where the suspension or termination is
otherwise permitted under this chapter. this subsection shall be read in conjunc-
tion with §§ 64.141—64.152 and 64.154—64.171 when applicable to residential
utility service.

(a.1) Upon the filing of an informal complaint related to a billing dispute that
complies with §§ 64.131—64.133, the Bureau of Consumer Services of the
Commission can seek to immediately and contemporaneously transfer the cus-
tomer to its LEC for resolution to address the complaint in the following manner:

(1) The transfer will occur with the customer’s explicit consent.
(2) The transfer will be made to a live operator or customer service repre-

sentative of the LEC.
(3) The LEC shall maintain a dedicated toll-free telephone number for the

automatic customer transfer process.
(4) In the event that the customer’s billing complaint cannot be resolved by

the LEC or the customer expresses dissatisfaction with the LEC’s attempt to
resolve the billing dispute, it will be referred back to the Bureau of Consumer
Services of the Commission for resolution in accordance with the provisions of
subsection (c).

(5) The Commission’s Bureau of Consumer Services and participating
LECs may establish automated electronic communication links, electronic data
interfaces, or appropriate web page access, for the exchange of information and
data in the automatic customer transfer. These links shall be used only by
authorized Commission and the LEC’S personnel shall safeguard the custom-
er’s personal data and billing information from public disclosure.
(b) If the customer declines to participate in the automatic transfer process

outlined in subsection (a.1), the informal complaint shall be docketed as ‘‘(com-
plainant) v. (company)’’ and the Commission’s Bureau of Consumer Services will
immediately notify the LEC, review the dispute and make a full and prompt
investigation of the billing complaint made to it by the customers, and, within a
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reasonable period of time, issue to the LEC and the complaining party an infor-
mal report with findings and a decision. The reports shall be in writing and a
summary will be sent to the parties if a party requests it or if the Commission’s
Bureau of Consumer Services finds that a summary is necessary.

(1) Review techniques. Review shall be by appropriate means, including
LEC written summaries prepared in accordance with § 64.142 (relating to
contents of written summary by the LEC), telephone calls, conferences, written
statements, research, inquiry and investigation. Procedures shall be designed to
ensure a fair and reasonable opportunity to present pertinent evidence and to
challenge evidence submitted by the other party to the dispute. Information and
documents requested by Commission staff as part of the review process shall
be provided by the LEC within 30 days of the request as records of complaints
shall be kept in accordance with § 64.192 (relating to record maintenance).

(2) Settlement. Before the issuance of its report, the Commission’s Bureau
of Consumer Services may negotiate with the parties in an attempt to settle the
matters in dispute. If the billing complaint is resolved, the Commission’s
Bureau of Consumer Services shall terminate its investigation of the issue.
(c) Commission staff resolution of informal complaints is binding upon the

parties unless formal proceedings are initiated under Chapter 5 (relating to for-
mal proceedings).

(d) Subsection (b) supersedes § 3.112 (relating to action on informal com-
plaints).

Authority

The provisions of this § 64.153 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301—1325, 1501—1511 and 3019(b)(2) and (3).

Source

The provisions of this § 64.153 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effective July 18, 1998, 28 Pa.B. 3394;
amended August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text
appears at serial page (246521).

Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures).

§ 64.154. Bureau of Consumer Services.
The Bureau of Consumer Services shall have primary jurisdiction over all

complaints arising under this chapter.

Source

The provisions of this § 64.154 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354.
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Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures); and 52 Pa. Code
§ 64.153 (relating to Commission informal complaint procedures).

FORMAL COMPLAINTS

§ 64.161. General rule.
(a) Except as otherwise provided in this chapter, formal complaint proceed-

ings shall proceed according to Chapters 3 and 5 (relating to special provisions;
and formal proceedings).

(b) The timely filing of a formal complaint acts as a limited stay and the LEC
may not suspend or terminate service based on the complaining party’s nonpay-
ment of any billed amount which is contested in the formal complaint until the
complaint is resolved. This limited stay does not prevent the LEC from suspend-
ing or terminating service based on the complaining party’s nonpayment of other
billed amounts, if the suspension or termination is otherwise permitted under this
chapter, and if the suspension or termination is preceded by the required notifi-
cation.

Authority

The provisions of this § 64.161 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301 and 1501.

Source

The provisions of this § 64.161 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effec-
tive July 18, 1998, 28 Pa.B. 3394. Immediately preceding text appears at serial page (225752).

Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures); and 52 Pa. Code
§ 64.153 (relating to Commission informal complaint procedures).

§ 64.162. Time for filing.
Within 10 days of notification or mailing of the informal complaint report, and

not thereafter except for good cause, an appeal from the report of the Consumer
Service Representative may be filed by means of a written intention to appeal.

Source

The provisions of this § 64.162 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354.

Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures); and 52 Pa. Code
§ 64.153 (relating to Commision informal complaint procedures).

Ch. 64 RESIDENTIAL TELECOMMUNICATIONS SERVICE 52 § 64.161

64-37
(410885) No. 576 Nov. 22



§ 64.163. Formal complaint procedures.
All appeals from informal complaint reports shall be heard de novo by the

Commission, a Commissioner, or an Administrative Law Judge.
(1) Filing and docketing. Appeals shall be filed and docketed as formal

Commission complaints, under § 5.22 and § 5.61 (relating to contents of for-
mal complaint; and answers to complaints and petitions).

(2) Captions. The parties to an appeal shall be stated in the caption as they
stood upon the record of the informal complaint proceeding.

(3) Hearings. Hearings conducted by an Administrative Law Judge shall be
held within 90 days after the filing of the complaint. The parties may incorpo-
rate portions of the conference report or informal complaint report upon which
they agree.

(4) Formal complaint report. The Administrative Law Judge assigned to
the formal complaint shall render a decision within 90 days after the record is
closed unless the Commission allows an extension.

(5) Exceptions. A party to a proceeding may file exceptions to the decision
of the Administrative Law Judge and appeal to the Commission from the rul-
ing on the exceptions, in the manner set forth at 66 Pa.C.S. § 332(h) (relating
to procedures in general). If no exceptions are filed or no appeal is taken, the
Administrative Law Judge’s decision or ruling will become final without fur-
ther Commission action, unless two or more of the Commissioners request
Commission review.

Source

The provisions of this § 64.163 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354.

Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures); and 52 Pa. Code
§ 64.153 (relating to Commission informal complaint procedures).

PAYMENT OF BILLS PENDING RESOLUTION OF
DISPUTES AND COMPLAINTS

§ 64.171. Duties of parties: undisputed portion of bills; interest on
overpayment.

Pending resolution of a dispute, including a termination dispute, the disputing
party shall be required to pay the undisputed portion of all bills, as described in
this section:

(1) Pending informal complaint. Pending the outcome of an informal com-
plaint, the disputing party shall be obligated to pay the portion of a bill which
is not honestly disputed. Amounts ultimately determined, by the parties or the
Commission, to have been validly due but not paid shall be paid with a late
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payment charge at the tariff rate filed under § 64.16 (relating to accrual of late
payment charges) except when late payment charges have been reduced or
eliminated by the parties or the Commission to facilitate payment by the dis-
puting party.

(2) Pending formal complaint. Before the hearing on a formal complaint or
before the issuance of a Commission order when no hearing is to be held in a
formal complaint proceeding, the customer shall be required to pay the amount
which the Consumer Services Representative determines is not reasonably dis-
puted.

(3) Overpayments reimbursed with interest. Amounts ultimately deter-
mined to have been overpaid by the disputing party shall be reimbursed with
interest at the tariff rate filed under § 64.16.

(4) Effect of offer of payment. An offer by a ratepayer to pay all or a por-
tion of a bill shall not be deemed a waiver of a right to reimbursement for all
amounts subsequently deemed by the parties or the Commission to have been
overpaid.

(5) Effect of acceptance of partial payment. The acceptance by a LEC of a
partial payment for a bill pending final outcome of a dispute shall not be
deemed an accord and satisfaction or waiver of the right of the utility to pay-
ment in full as subsequently agreed to by the parties or decided by the Com-
mission.

Source

The provisions of this § 64.171 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140319).

Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures); and 52 Pa. Code
§ 64.153 (relating to Commission informal complaint procedures).

Subchapter H. RESTORATION OF SERVICE

Sec.
64.181. Restoration of service after suspension.
64.182. [Reserved].

§ 64.181. Restoration of service after suspension.

If service has been suspended, the LEC shall reconnect service by the end of
the first full working day after the customer has complied with or provided
adequate assurance of compliance with an applicable provision of Subchapter C
(relating to credit and deposit standards policy) and one of the following:
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(1) Full payment of outstanding charges plus the reconnection fee listed in
the LEC’s lawful tariff, pricing guide or similar document. The payment may
not exceed the total of applicable rates and reconnection fees specified in the
LEC’s tariff, pricing guide or similar document. Payment of outstanding
charges and the reconnection fee may be spread out over a reasonable period.
Factors to be taken into account include the size of the unpaid balance, the
payment history of the ratepayer and the length of time over which the bill
accumulated.

(2) Payment of amounts currently due according to a payment agreement,
plus a reconnection fee, which may be a part of the settlement or payment
agreement.

(3) Payment of an amount deemed appropriate by Commission staff upon
its review of an informal complaint.

(4) Adequate assurances that unauthorized use or practice will cease, plus
full payment of the reconnection fee of the LEC, which reconnection fee may
be subject to a payment agreement.

Authority

The provisions of this § 64.181 amended under the Public Utility Code, 66 Pa.C.S. §§ 501,
1301—1325, 1501—1511 and 3019(b)(2) and (3).

Source

The provisions of this § 64.181 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042; amended July 21, 1995, effec-
tive July 22, 1995, 25 Pa.B. 2887; amended August 12, 2022, effective August 13, 2022, 52 Pa.B.
5049. Immediately preceding text appears at serial pages (246524) and (246475).

Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures).

§ 64.182. [Reserved].

Authority

The provisions of this § 64.182 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.182 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; deleted August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text
appears at serial page (266475).

Subchapter I. PUBLIC INFORMATION; RECORD MAINTENANCE

Sec.
64.191. Public information.
64.192. Record maintenance.
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§ 64.191. Public information.
(a) LEC service representatives shall provide applicants who apply for resi-

dential telecommunications service in person with a concise, easy-to-understand
printed price list showing all available service and equipment options. The price
of the least expensive single-party telecommunications service option shall be
clearly and conspicuously displayed on the list.

(b) If an applicant applies for service by telephone, the LEC service represen-
tative shall:

(1) Explain and give the price of the least expensive type of single-party
telecommunications service.

(2) Determine whether the applicant wants information about services for
customers with disabilities.
(c) The LEC service representative may complete the remainder of the appli-

cation in the manner the LEC determines best responds to the applicant’s ques-
tions and needs. Applicants shall be informed of the following information dur-
ing the application process:

(1) The date service will be installed.
(2) Available blocking options, for example, 900, 976, collect call, Caller

ID.
(3) Directory listing options.

(d) The LEC service representative shall inform applicants when services
discussed are optional and shall include the price with the description of each
optional service.

(e) The LEC service representative shall inform each applicant that they will
be sent a confirmation letter, which will include:

(1) An itemization of the services ordered.
(2) The price of each service ordered.
(3) Identification of the services that are optional.
(4) Information instructing the applicant that a more thorough explanation

and price list of services of interest to residential customers, and instructions
on how to obtain the information, may be found in the telephone directory,
when applicable.
(f) In addition to the notice requirements set forth in this chapter, each LEC

shall prepare a summary of the rights and responsibilities of the LEC and its cus-
tomers under this chapter. This written information shall be subject to Commis-
sion review and approval and shall be reproduced by the LEC, displayed promi-
nently, available at LEC locations open to the general public, printed in each
telephone directory, and made available to each new customer and shall be avail-
able thereafter only upon request. The written information shall indicate con-
spicuously that it is being provided in accordance with this chapter and shall
contain information including, but not limited to, the following:

(1) Billing procedures.
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(2) Methods of customer verification of billing accuracy.
(3) Payment requirements and procedures.
(4) Security deposit and guarantee requirements.
(5) Procedures for suspension, termination and reconnection of service.
(6) Dispute, informal complaint and formal complaint procedures.
(7) Third-party notification procedures.
(8) Telephone numbers and addresses of the LEC and of the nearest

Regional Office of the Commission where further inquiries may be made.
(9) Definitions of terms or abbreviations used by the telecommunications

company on its bills.
(g) [Reserved].

Authority

The provisions of this § 64.191 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504—
506, 1301, 1501 and 3019(b)(2) and (3).

Source

The provisions of this § 64.191 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended July 17, 1998, effec-
tive July 18, 1998, 28 Pa.B. 3394; corrected April 21, 2000, effective July 18, 1998, 30 Pa.B. 2028;
amended August 12, 2022, effective August 13, 2022, 52 Pa.B. 5049. Immediately preceding text
appears at serial pages (266476) to (266477).

Cross References

This section cited in 52 Pa. Code § 63.21 (relating to directories).

§ 64.192. Record maintenance.
Each LEC shall preserve all written or recorded disputes and complaints for 4

years from the date of the written or recorded dispute or complaint. It shall also
keep the records within this Commonwealth at an office located in the territory
served by them, and shall make the records available for examination by the
Commission or its staff. Information to be maintained shall include the follow-
ing:

(1) The payment performance of the disputing and complaining customers.
(2) The number of suspensions, terminations and reconnections for each of

the disputing and complaining customers.
(3) Communications to or from the disputing and complaining customers

regarding matters which may be broadly construed to fall within the purview
of this chapter.

Source

The provisions of this § 64.192 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140322).

Cross References

This section cited in 52 Pa. Code § 63.15 (relating to complaint procedures); 52 Pa. Code
§ 63.221 (relating to customer complaint procedures); and 52 Pa. Code § 64.153 (relating to Com-
mission informal complaint proecedures).
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Subchapter J. ANNUAL LEC REPORTING REQUIREMENTS

Sec.
64.201. Reporting requirements.
64.202. Petition for waiver.

§ 64.201. Reporting requirements.
(a) Annual report. Within 90 days after the end of each calendar year, each

LEC with residential accounts shall file with the Commission an annual report
containing residential account information as listed in subsection (b) for the pre-
vious calendar year.

(b) Elements of periodic reporting. The following must be included in peri-
odic reporting as required under this section:

(1) The average number of residential accounts per month.
(2) The average residential customer bill per month for basic service.
(3) The average number of overdue residential accounts per month.
(4) The average overdue residential customer bill per month for basic ser-

vice.
(5) The average number of residential basic service suspension notices sent

per month.
(6) The average number of residential basic service suspensions per month.
(7) The average number of residential basic service terminations per

month.
(8) LEC gross revenue from all residential accounts for basic service.
(9) LEC gross write-offs of uncollectible residential accounts for basic ser-

vice.
(10) LEC net write-offs of uncollectible residential accounts for basic ser-

vice.
(11) The total number of Chapter 64 disputes handled.

Authority
The provisions of this § 64.201 amended under the Public Utility Code, 66 Pa.C.S. §§ 501, 504,

1501, 1504 and 3019(b)(2) and (3).

Source
The provisions of this § 64.201 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.

4354; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; amended December 15, 2006,
effective December 16, 2006, 36 Pa.B. 7558; amended August 12, 2022, effective August 13, 2022,
52 Pa.B. 5049. Immediately preceding text appears at serial pages (324561) to (324562).

§ 64.202. Petition for waiver.
If unreasonable hardship to an LEC would result from compliance with this

subchapter, the LEC may petition for waiver.

Authority
The provisions of this § 64.202 issued under the Public Utility Code, 66 Pa.C.S. §§ 501, 504,

1501 and 1504.

Source
The provisions of this § 64.202 adopted July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887.
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Subchapter K. GENERAL PROVISIONS

Sec.
64.211. [Reserved].
64.212. Applications for modification or exception.
64.213. Repealers.

§ 64.211. [Reserved].

Authority

The provisions of this § 64.211 deleted under 66 Pa.C.S. § 3019(b)(2) and (3).

Source

The provisions of this § 64.211 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4345; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887; deleted August 12, 2022, effec-
tive August 13, 2022, 52 Pa.B. 5049. Immediately preceding text appears at serial page (339451).

§ 64.212. Applications for modification or exception.

(a) If unreasonable hardship to a customer or to a LEC results from compli-
ance with this chapter, application may be made to the Commission for modifi-
cation of the section or for temporary exemption from its requirements. The
adoption of this chapter by the Commission will in no way preclude the Com-
mission from altering or amending this chapter under applicable statutory proce-
dures, nor will the adoption of this chapter preclude the Commission from grant-
ing exemptions in exceptional cases.

(b) A customer, customer designee or LEC that files an application under this
section shall provide notice to persons who may be affected by the modification
or waiver. Notice may be made by a bill insert or in another reasonable manner.

Source

The provisions of this § 64.212 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4345; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140324).

§ 64.213. Repealers.

A tariff provision inconsistent with this chapter will be deemed inoperative and
superseded by this chapter.

Source

The provisions of this § 64.213 adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4345.
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APPENDIX A

MEDICAL EMERGENCY NOTICE

If you, or anyone presently and normally living in your home is SERIOUSLY
ILL, WE WILL NOT CUT OFF YOUR TELEPHONE SERVICE for up to 30
days during such illness provided you:

(a) Have a physician certify by phone or in writing that such an illness exists
and that the person will be endangered if your telephone service is stopped.

(b) Make some equitable arrangement to pay the LEC your past due and cur-
rent bills for service.

(c) Contact us by calling the following number
(LEC) Phone Number:
(LEC) Address

Source

The provisions of this Appendix A adopted November 30, 1984, effective January 1, 1985, 14 Pa.B.
4345; amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text
appears at serial page (140324).

Cross References

This appendix cited in 52 Pa. Code § 64.72 (relating to suspension notice information).

Ch. 64 RESIDENTIAL TELECOMMUNICATIONS SERVICE 52

64-45
(410893) No. 576 Nov. 22



APPENDIX B
MEDICAL EMERGENCY RESTORATION NOTICE

If you or anyone presently and normally living in your home is seriously ill,
we will restore your telephone service for up to 30 days during the illness if you:

(a) Have a physician certify by phone or in writing that the illness exists and
that the person will be endangered if your telephone service is stopped.

(b) Make some equitable arrangement to pay the LEC your past due and cur-
rent bills for service.

(c) Contact us by calling the following number:
(LEC) Phone Number.
(LEC) Address.

Authority

The provisions of this Appendix B issued under the Public Utility Code, 66 Pa.C.S. §§ 501,
1301—1325 and 1501—1511.

Source

The provisions of this Appendix B adopted July 14, 1989, effective July 15, 1989, 19 Pa.B. 3042;
amended July 21, 1995, effective July 22, 1995, 25 Pa.B. 2887. Immediately preceding text appears
at serial page (140325).

Cross References

This appendix cited in 52 Pa. Code § 64.123 (relating to termination notice).

[Next page is 65-1.]
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