
S T A T E   O F   M I C H I G A N 
 

BEFORE THE MICHIGAN PUBLIC SERVICE COMMISSION 
 

* * * * * 
 

In the matter, on the Commission’s own motion, ) 
to promulgate rules governing the quality of   ) Case No. U-13013 
telecommunication services. ) 
                                                                                         ) 
 
 
 At the March 31, 2003 meeting of the Michigan Public Service Commission in Lansing, 

Michigan. 

 
PRESENT: Hon. David A. Svanda, Commissioner 

Hon. Robert B. Nelson, Commissioner 

 
 ORDER ADOPTING RULES ON TELECOMMUNICATION SERVICES 

 
 On February 20, 2003, the Commission approved rules governing the quality of 

telecommunication services, and submitted the rules to the Legislative Service Bureau and the 

Office of Regulatory Reform for their approval, which was granted on March 6 and March 7, 

2003, respectively.  The rules were filed with the Joint Committee on Administrative Rules on 

March 7, 2003. 

 
 The Commission FINDS that: 

 a. Jurisdiction is pursuant to 1991 PA 179, as amended, MCL 484.2101 et seq.; 1969 PA 306, 

as amended, MCL 24.201 et seq.; and the Commission’s Rules of Practice and Procedure, as 

amended, 1992 AACS, R 460.17101 et seq. 
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 b. The requirements of the Administrative Procedures Act of 1969, MCL 24.201 et seq., have 

been satisfied, and the rules governing the quality of telecommunication services should be 

adopted. 

 
 THEREFORE, IT IS ORDERED that the rules governing the quality of telecommunication 

services, attached to this order as Exhibit A, are adopted. 

 
 The Commission reserves jurisdiction and may issue further orders as necessary. 

 
 Any party desiring to appeal this order must do so in the appropriate court within 30 days after 

issuance and notice of this order, pursuant to MCL 462.26. 

MICHIGAN  PUBLIC  SERVICE  COMMISSION 
 
 
 

/s/ David A. Svanda      
     ( S E A L)                                              Commissioner 
 
 
 

/s/ Robert B. Nelson      
                                                                          Commissioner 
 
By its action of March 31, 2003. 
 
 
 
/s/ Dorothy Wideman    
Its Executive Secretary  
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(2) A provider shall arrange to have a representative available at 
all times to accept calls from providers and users of 9-1-I and 
emergency services to report trouble with its telecommunication 
services to those providers. 

(3) A provider shall make a full and prompt investigation of all 
repair requests and shall render reasonable assistance to the customer 
to identify a cause for the outage that may be corrected by the 
customer. 

(4) A provider shall maintain an accurate record of repair requests 
by telephone number or circuit number, as appropriate. The record 
shall include all of the following information: 

(a) The customer or service affected. 
(b) The time, date, and nature of the repair request. 
(c) The action taken to clear the repair request or satisfy the 

complaint. 
Cd) The date and time the repair was completed or the request was 

otherwise closed. 
(5) A provider shall not attempt to market new services to a 

customer calling to report a repair request, unless such services would 
assist in resolving the problem. 

(6) If access to a customer's premises is necessary to complete the 
repair and the customer is not available, then a tag shall be left on 
the customer's door indicating the date, an explanation of the repair 
problem necessitating entry into the customer's premises, and the 
technician's name and signature. 

R 484.454 Emergency repairs. 
Rule 54. (1) A provider shall attempt to clear all emergency out- 

of-service trouble within 4 hours after being reported to or found by 
the provider, except in any of the following situations: 

(a) The safety of the provider's personnel would be at risk. 
(b) Access to the customer's premises is required but not 

available. 
(c) The repair is necessitated by an unavoidable occurrence 

affecting a large number of customers. 
(d) The repair is technically infeasible to accomplish. 
(2) A provider shall expedite a repair for a customer who has a 

medical emergency. Unless it has a specific, identifiable reason to 
doubt a customer's claim, a provider shall accept the customer's 
statement there is a medical condition requiring expedited restoration 
of service. 
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R 484.455 Out-of-service repairs. 
Rule 55. (1) A provider shall arrange to clear all out-of-service 

trouble of a nonemergency nature within the following time frames, 
unless the customer agrees to alternative arrangements: 

(a) Out-of-service trouble shall be cleared within a monthly average 
of 36 hours after being reported to or found by the provider. 

(b) The same repeat out-of-service trouble reported or found within 
30 days of a prior repair shall be repaired the same or next business 
day after being reported to or found by the provider and identified as 
a repeat trouble. 

(2) For the second and third days of an out-of-service incident, a 
provider shall give a residential or small business customer a credit 
equal to l/30 of the customer's monthly charge for basic local exchange 
service for each day or portion of each day, commencing when the out- 
of-service trouble is reported to or found by the provider, until 
service is restored. After the third day, a provider shall give the 
customer a credit of $10.00 per day for the fourth and succeeding days 
until service is restored. 

(3) For the same repeat trouble within 30 days of the first 
occurrence, a provider shall give a residential or small business 
customer a credit of $10.00 for each day or portion of each day, 
commencing when the repeat trouble is reported to or found by the 
provider, until service is restored. 

R 484.456 Other repairs. 
Rule 56. A provider shall arrange to clear trouble that does not 

involve an emergency or out-of-service condition within a monthly 
average of 36 hours after being reported to or found by the provider 

R 484.457 Repair appointments and commitments. 
Rule 57. (1) For all repair requests requiring a customer to be 

present, a provider shall give a residential or small business customer 
a 4-hour time period within which the repair will commence. Otherwise, 
the commitments will specify a 24.hour period. 

(2) For appointments scheduled at least 48 hours in advance, a 
provider shall keep all repair commitments unless it contacts the 
customer not less than 24 hours in advance and reschedules the 
appointment or commitment. If unusual repairs are required or other 
factors preclude completing repairs promptly, then a provider shall 
make reasonable efforts to notify the customer. 

(3) If a provider misses a time commitment and subrule (2) of this 
rule does not apply, then the provider shall give the customer a credit 
of $25.00 for each missed commitment. 
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R 484.458 Installation commitments. 
Rule 58. (1) A provider shall install service for a residential or 

small business customer or applicant within a monthly average of 5 
business days of the installation request, or a monthly average of 10 
business days after a customer is released for a migration, unless a 
later date is requested or agreed to by the customer or applicant, the 
customer or applicant misses the appointment, or government permits or 
right-of-way access are required before installation. 

(2) For basic local exchange service, a provider shall release the 
loop facilities and telephone number serving its customer within a 
monthly average of 5 business days after a request is made by a 
customer or on behalf of a customer to change local service providers. 

(3) A provider shall keep records of all installations not completed 
by the commitment date. 

(4) If a provider does not complete an installation by the fifth 
day, tenth day for a migration, or commitment date, then the provider 
shall give the customer or applicant a credit of $10.00 for each day or 
portion of each day beyond the commitment date until service is 
installed and shall waive the installation fee, unless the customer or 
applicant misses the appointment. 

(5) A provider shall provide for the reclassification of service at 
the request of a customer not later than the date mutually agreed to 
between the provider and the customer. A provider shall report to the 
commission orders for reclassification of service being held more than 
60 days. 

R 484.459 Return calls. 
Rule 59. A provider shall return a call to a customer if the 

provider's representative tells the customer to expect a return phone 
call. 

R 484.460 Planned service interruptions. 
Rule 60. If a provider must interrupt service to work on lines or 

equipment, then it shall arrange to do the work in a manner that will 
cause minimal inconvenience to its customers. If the provider 
reasonably expects that service will be interrupted for more than 15 
minutes, then the provider shall attempt to notify each affected 
customer, including wholesale customers, in advance of the interrup- 
tion. The provider shall make emergency service available, as 
required, for the duration of the interruption. 
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PART 6. MONITORING 

R 484.461 Key measures of performance. 
Rule 61. (1) A provider shall compile information on all of the 

following performance measures: 
(a) Completing the investigation and contacting the customer within 

a monthly average of 10 days of the receipt of a complaint. 
(b) Restoring service in a monthly average of 36 hours of the 

receipt of a trouble report. 
(c) Answering calls to a business office in a monthly average of 120 

seconds. 
(d) Answering calls to a repair office in a monthly average of 25 

seconds. 
(e) Meeting new installation commitments within a monthly average of 

5 business days. 
(f) An average monthly rate of customer trouble reports of more than 

4%. 
(2) If a provider fails to meet any of the measures specified in 

subrule (1) of this rule for 2 consecutive months, then the provider 
shall file a performance measure report and a remedial plan with the 
commission. 

(3) The provider shall develop the format of the report in 
consultation with the commission staff. 

PART 7. WAIVERS AND EXCEPTIONS 

R 484.471 Waivers and exceptions. 
Rule 71. (1) A provider may petition for a permanent or temporary 

waiver or exception from these rules when specific circumstances beyond 
the control of the provider render compliance impossible or when 
compliance would be unduly economically burdensome or technologically 
infeasible. 

(2) A provider may request a temporary waiver in order to have 
sufficient time to implement procedures and systems to comply with 
these rules. 

(3) A provider may request a waiver or exception from some or all of 
these rules if it has obtained a competitive service classification 
from the commission pursuant to section 208 of the act. 

(4) A provider shall be exempt from the provisions of these rules 
related to directory assistance to the extent the commission determines 
that the service is competitive under section 207 of the act. 

(5) A provider is exempt from R 484.455, R 484.457, R 484.458, or 
R 484.459 under any of the following circumstances: 

(a) The problem is or was caused by the customer. 
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(b) The problem is or was attributable to an "act of God." The term 
"act of God" shall include events such as any of the following: 

(i) Flood. 
(ii) Lightning. 
(iii) Tornado. 
(iv) Earthquake. 
(v) Fire. 
(vi) Blizzard. 
(vii) Ice storm. 
(viii) Other unusual natural or man-made disasters. 

Cc) There is a work stoppage or other work action by the provider's 
(or underlying provider's) employees, beyond the control of the 
provider, that causes or caused a significant reduction in employee 
hours worked. 

Cd) The problem occurs or occurred during a major failure. A “major 
failure" is a single event or occurrence that is not the direct result 
of action taken by the provider and that generates out-of-service 
reports affecting 100 or more access lines. 

(6) The provider shall notify the commission, in writing, within 10 
business days of its intent to invoke the occurrence of an event 
described in subrule (5) of this rule. The notification to the 
commission shall include all of the following information: 

(a) Specific description of the event and general impact. 
(b) Date or dates of the event. 
(c) Location affected, such as exchanges or wire centers. 
(d) Estimated number of customers affected. 

The commission staff shall have 10 business days following the 
notification to advise the provider, in writing, if it disputes the 
validity of the invocation of an event described in subrule (5) of this 
rule and the reasons for such dispute. If the dispute cannot be 
resolved within 10 business days of the commission staff's advice, then 
the provider shall file an application with the commission within 10 
business days thereafter for resolution of the dispute. 


