Exhibit A

PROCEDURES FOR CHANGING TELECOMMUNICATIONS SERVICE PROVIDERS

Section 1. Verification of Ordersfor Telecommunications Service.

No telecommunications service provider, whether operating as an interexchange carrier (1XC),
aloca exchange carrier (LEC), or aresdler of ether interexchange or loca exchange service, shall
submit to an LEC, or implement by itsdlf, a primary interexchange carrier (PIC) or LEC change order
unless and until the order has first been confirmed in accordance with the following procedures:

(@ The prospective IXC or LEC has obtained the customer’ s written authorization in aform
that meets the requirements of Section 2 of these procedures; or

(b) The prospective IXC or LEC has obtained the customer’ s éectronic authorization, placed
from the telephone number(s) on which the PIC or LEC isto be changed, to submit the order that
confirms the information described in Section 2(e) of these procedures to confirm the authorization.
IXCsor LECs decting to confirm sales dectronicdly shal establish one or more toll-free telephone
numbers exclusively for that purpose. Cdlsto the number(s) will connect a customer to avoice
response unit, or smilar mechanism, that records the required information regarding the PIC or LEC
change, including automaticaly recording the originating automatic number identification; or

(c) An appropriatdy quaified independent third party has obtained the customer’s ora
authorization to submit the PIC or LEC change order that confirms and includes gppropriate verification
data (e.g., the customer’s date of birth or socid security number). The independent third party must (1)
not be owned, managed, controlled, or directed by the prospective IXC or LEC, or by the marketing
agent for the progpective IXC or LEC; (2) must not have any financid incentive to confirm the PIC or
LEC change order for the prospective IXC or LEC, or for the marketing agent of the prospective IXC
or LEC; and (3) must operate in alocation physically separate from the prospective IXC or LEC, or
from the marketing agent for the prospective IXC or LEC. The content of the verification must include
clear and conspicuous confirmation that the customer has authorized a PIC or LEC change; or

(d) A three-way cdll, initiated by a customer’s progpective service provider, has been
undertaken by the LEC, the customer, and that prospective service provider, in which the customer
affirmatively states a desire to change intrastate service providers. A separate affirmation must be
specificaly expressed for each type of service for which the customer seeks to change providers. In
the course of the three-way cdll:

@ Neither service provider shdl disclose confidentid or proprietary information;

2 The current service provider shdl not attempt to persuade the customer not to
switch service providers; and

3 The current service provider shdl not be allowed to market other telecom-
munications services to the customer.



Section 2. Letter of Agency Form and Content.

(@ AnIXC or LEC shdl obtain any necessary written authorization from a subscriber for a
PIC or LEC change by using a letter of agency (LOA) as specified in this section. Any LOA that does
not conform with this section isinvaid.

(b) The LOA shdl be a separate document (or an easily separable document) containing only
the authorizing language described in Section 2(e) of these procedures and whose sole purposeisto
authorize an IXC or LEC to initiate a PIC or LEC change. The LOA must be sgned and dated by the
subscriber to the telephone linex(s) requesting the PIC or LEC change.

(¢) The LOA ghdl not be combined with inducements of any kind on the same document.

(d) Notwithstanding paragraphs (b) and (c) of this Section, the LOA may be combined with
checks that contain only the required letter of agency language prescribed in Section 2(€) of these
procedures and the necessary information to make the check a negotiable insrument. The LOA check
shdl not contain any promotiona language or materid. The LOA check shdl contain, in eesly
readable, bold-face type on the front of the check, a notice that the consumer is authorizing aPIC or
LEC change by sgning the check. The LOA language aso shdl be placed near the sgnature line on

the back of the check.

(e Ataminimum, the LOA must be printed in atype of sufficient Size and readability to be
clearly legible, and must contain clear and unambiguous language that confirms:

@
@)
3
(4)

Q)

The subscriber’ s billing name and address and each telephone number to be
covered by the PIC or LEC change order;

The decision to change the customer’ s preferred service provider from the
current IXC or LEC to the prospective IXC or LEC;

That the subscriber designates the prospective IXC or LEC to act asthe
subscriber’ s agent for the PIC or LEC change;

That the subscriber understands that only one telecommuni cations service
provider may be designated as the subscriber’ sinterLATA PIC for any one
telephone number. To the extent that the law dlows the selection of additiona
preferred service providers (eg., for locd, intraLATA, or internationa caling),
the LOA must contain separate statements regarding each of those choices.
Any carrier designated as the customer’s PIC or LEC must be the carrier
directly setting the rates for the subscriber. One service provider can be a
subscriber’ sinterLATA PIC, the subscriber’sintraLATA PIC, and the sub-
scriber’slocal service provider; and

That the subscriber understands that any PIC or LEC sdlection the subscriber
makes may involve a charge to the subscriber for changing the subscriber’ sPIC
or LEC.



(f) Lettersof agency shall not suggest or require that a subscriber take some action in order to
retain the subscriber’s current IXC or LEC.

(g) If any portion of an LOA istrandated into another language, then al portions of the LOA
must be trandated into that language. Every LOA must be trandated into the same language as any
promotiona materids, ora descriptions, or ingtructions provided with the LOA.

Section 2.1 Changesin Subscriber Carrier Selections.

(@ Thefollowing provisons, requirements, and exceptions apply to telecommunications
service providers that submit or execute PIC or LEC change orders on the behdf of customers located
in Michigan, and shall gpply equdly to stuations in which the change orders arise from in-bound or out-
bound sdes cdls where the execution of the change order would result in the provison of serviceto
those customers by the recipient of the in-bound call, an &filiate of the recipient, or acarrier for which
the recipient serves as an agent or marketer.

@ No submitting carrier shal submit a change order on the behalf of a subscriber
prior to obtaining: (A) authorization from the subscriber, and (B) verification of
that authorization in accordance with the procedures prescribed in Section 1 of
these procedures. For a submitting carrier, compliance with the verification
procedures prescribed in these procedures shal be defined as compliance with,
at aminimum, subsections (&) and (b) of this Section, as well aswith Section 1.
The submitting carrier shal maintain and preserve records of verification of
subscriber authorization for a minimum period of two years after obtaining such
veification.

2 An executing carrier shdl not verify the submission of achange in asubscriber’s
PIC or LEC service provider upon receipt of achange order from a submitting
carrier. For an executing carrier, compliance with these procedures shal be
defined, at a minimum, as prompt execution, without any unreasonable delay, of
change orders that have been verified by a submitting carrier, aswell as
adherence to the subscriber notification provisons set forth in Section 8 of
these procedures.

3 Commercia mobile radio services (CMRS) providers shdl be excluded from
the verification requirements of these procedures as long asthey are not
required to provide equal accessto common carriers for the provision of
telephone toll services, in accordance with 47 USC §332(c)(8).

(b) Where atddecommunications service provider is selling more than one type of
telecommunications service (e.g., locad exchange, intraL ATA/intrastate toll, interLATA/interstate toll,
and internationd tall), that service provider must obtain separate authorization from the subscriber for
each sarvice sold, dthough the authorizations may be made within the same solicitation. Each
authorization must be verified separately from any other authorizations obtained in the same solicitation.
Each authorization must be verified in accordance with the verification procedures prescribed in these
procedures.



(c) Definitions. For the purposes of these procedures, the following definitions are applicable:

@

@)

3

(4)

Q)

Submitting carrier: asubmitting carrier is generdly any tdlecommunications
service provider that: (A) requests on the behalf of a subscriber that the
subscriber’ s telecommunications carrier be changed, and (B) seeks to provide
retail servicesto the end user subscriber. A carrier may betreated asa
submitting carrier, however, if it is responsble for any unreasonable carrier
change requests, including fraudulent authorizations.

Executing carrier: an executing carrier is generadly any telecommunications
sarvice provider that putsinto effect arequest that a subscriber’ s telecommuni-
cations carrier be changed. A carrier may be treated as an executing carrier,
however, if it is respongible for any unreasonable ddays in the execution of
carrier changes or for the execution of unauthorized carrier changes, including
fraudulent authorizations

Authorized carrier: an authorized carrier is generdly any tdlecommunications
service provider that is currently providing authorized service to a subscriber or
that submits a change order, on behdf of that subscriber, in the subscriber’s
selection of aprovider of telecommunications service with the subscriber’s
authorization verified in accordance with these procedures.

Unauthorized carrier: an unauthorized carrier is generdly any
telecommunications service provider that submits a change order, on behdf of a
subscriber, in the subscriber’ s selection of aprovider of teecommunications
service but falls to obtain the subscriber’ s authorization verified in accordance
with these procedures.

Unauthorized change: an unauthorized change is achange in a subscriber’s
selection of a provider of telecommunications service that was made without
authorization verified in accordance with these procedures.

Section 3. Violation of PIC or LEC Change Verification Procedures.

(@ No tedlecommunications service provider shdl submit, or execute on its own behdf, a
change in a customer’ s selection of a service provider except in accordance with the verification
procedures prescribed in Section 505 of the Michigan Telecommunications Act (the Act),

MCL 484.2505; MSA 22.1469(505), and as further defined in these procedures or Commission
ordersissued pursuant to Section 505.

(b) Any individua, corporation, partnership, association, governmentd entity, or other lega
entity, including the Commission, having knowledge of aviolation of Section 3(a) of these procedures
may initiate an action againgt a telecommunications service provider for falure to adhere to the PIC or
LEC change verification procedures prescribed in Section 505 of the Act. Any such action will be
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treated as a complaint case under Section 203 of the Act, MCL 484.2203; MSA 22.1469(203), and
will be processed in accordance with the Administrative Procedures Act and the Commission’s Rules
of Practice and Procedure.

(c) If ahearing is necessary to resolve acomplaint filed pursuant to Section 3(b) of these
procedures and alleging a violation of Section 505 of the Act, the Commission shdl have 180 days
from the date the complaint wasfiled to issueitsfina order. However, if the principd parties of record
agree that the complexity of issuesinvolved requires additiond time, the Commisson may have up to
210 days from the date of the complaint’sfiling to issueitsfina order.

(d) If atelecommunications provider isfound by the Commisson to have violated the
verification requirements of Section 505 of the Act, the procedures set forth in Sections 1, 2, 2.1, or
3(a) above, or an order issued by the Commission under Section 505, the Commission shal order
remedies and penalties to protect and make whole end users and other persons who have suffered
damages as aresult of the violation, including, but not limited to, 1 or more of the following:

@ Order the person to pay afine for the first offense of not less than $10,000 nor
more than $20,000. For any subsequent offense, the Commission shall order
the person to pay afine of not less than $25,000 nor more than $40,000. If the
Commission finds that the second or any subsequent offenses were knowingly
made in violation of Section 505 of the Act, these procedures, or a
Commission order issued under Section 505, the Commission shal order the
person to pay afine of not more than $50,000. Each unauthorized or
unverified change in a customer’ s telecommunications service provider or
providers shall be a separate offense under this subsection.

2 Order an unauthorized service provider to refund to the customer any monies
received from the customer that are greater than what the customer would have
pad for taking the same service from its authorized provider.

3 Order an unauthorized service provider to reimburse the authorized provider in
an amount equd to the revenues that the authorized provider would have
received had it been alowed to provide service to the customer.

4 If the person islicensed under the Act, revoke the license if the
Commission finds a pattern of violations of Section 505 of the Act.

) I ssue cease and desist orders.

(e) Although dl other remedies and pendties may be ordered whether or not aviolation is
intentional, the fines authorized in Section 506(2)(a) of the Act, MCL 484.2506(2)(a);
MSA 22.1469(2)(a), and restated in Section 3(d)(1) of these procedures, may not be imposed if the
telecommunications provider that committed the violation shows that it has otherwise fully complied
with Section 505 of the Act and further persuades the Commission that the violation was an
unintentional and bona fide error that occurred despite the provider’s maintenance of procedures
reasonably adopted to avoid the error. Examples of a bonafide error include clerica, caculation,
computer mafunction, programming, or printing errors. An error in lega judgement with respect to a
person’ s obligation under Section 505 of the Act is not abonafide error.
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(f) The tdlecommunications provider that committed the violation bears the burden of proving
that the violation was an unintentiond and bona fide error.

(9) If the Commission finds that a party’s complaint or defense filed under Section 505 of the
Act isfrivolous, the Commission shdl tax costs, including reasonable attorney fees, againg the
nonprevailing party and its attorneys, and in favor of the prevailing party.

Section 4. PIC or LEC Protection Programs.

(& AnLEC shdl offer, and a customer may request enrollment in, aPIC or LEC protection
program under which the LEC cannot execute a PIC or LEC change order submitted by or on behalf
of the customer until the LEC receives adequate proof that the customer authorized that change or the
customer suspendsits PIC or LEC protection.

(b) Adequate proof of a customer’s authorization to change the cussomer’s PIC or LEC
despite the customer’ s enrollment in a PIC or LEC protection program shal be defined as receipt by
the executing LEC of proof of verification of the change order by way of either an LOA or athree-way
cdl initiated by the customer’ s prospective service provider (and undertaken by the executing LEC, the
customer, and the prospective service provider), including an acknowledge-ment that the customer is
waiving hisor her PIC or LEC protection, if it isin effect.

(¢) PIC or LEC protection programs, including dl solicitations for membership in those
programs, must clearly distinguish among telecommunications services (eg., loca exchange,
intraLATA/intragtate toll, interLATA/interstate toll, and internationd toll) that are subject to PIC or
LEC protection. A separate request shall be made, and separately verified authorization received by
the executing LEC, for each type of telecommunications service to which a customer seeks to apply
PIC or LEC protection.

(d) AnLEC sPIC or LEC protection program shdl be available under the same terms and
conditions to dl customers, including those taking service from atdecommunications service provider
other than that LEC.

(e) Salicitation and imposition of PIC or LEC protection programs.
@ All carrier-provided solicitation and other materids regarding PIC or LEC
protection programs must include:

0] An explanation, in clear and neutrd language, of what aPIC or
LEC protection program is and what services may be subject
to protection,

(i) A description of the specific procedures necessary to lift a
customer’s PIC or LEC protection, and an explanation that the
subscriber will be unable to make a change in carrier selection
unless he or she elther suspends the protection or has the
customer’s prospective service provider supply the executing
LEC with adequate proof of authority for the change, as
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@)

3

(ii)

defined in Section 4(b), above; and
An explanation of any charges associated with the PIC or LEC
protection program.

No LEC shdl implement PIC or LEC protection unless the subscriber’s
request to impose that protection has first been confirmed in accordance with
one of the following procedures.

0]

(i)

(ii)

The LEC has obtained the subscriber’ s written and signed
authorization in aform that meets the requirements of Section
4(e)(3) of these procedures; or

The LEC has obtained the subscriber’ s dectronic authorization,
placed from the telephone number(s) on which the PIC or LEC
protection is to be imposed, to impose that protection. The
electronic authorization should confirm gppropriate verification
data (e.g., the subscriber’ s date of birth or socid security
number) and the information required in Section 4(e)(3)(ii)(1)-
(4) of these procedures. Telecommunications carriers eecting
to confirm PIC or LEC protection orders dectronicaly shall
edtablish one or more toll-free telephone numbers exclusively
for that purpose. Cdlsto the number(s) will connect a
subscriber to avoice response unit or Smilar mechanism that
records the required information regarding the PIC or LEC
protection request, including autometically recording the
originating automatic numbering identification; or

An appropriately qudified independent third party has obtained
the subscriber’ s ord authorization to initiate the PIC or LEC
protection and confirmed the appropriate verification data (e.g.,
the subscriber’ s date of birth or socia security number) and the
information required in Section 4(e)(3)(ii)(1)-(4) of these
procedures. The independent third party must (1) not be
owned, managed, or directly controlled by the LEC or that
LEC' s marketing agent; (2) must not have any financiad
incentive to confirm PIC or LEC protection enrollment requests
for the LEC or that LEC's marketing agent; and (3) must
operatein alocation physicaly separate from the LEC or that
LEC smarketing agent. The content of the verification must
include clear and conspicuous confirmation that the subscriber
has authorized the implementation of PIC or LEC protection.

Written authorization to impose PIC or LEC protection. An LEC may accept

a subscriber’ s written and signed authorization to implement PIC or LEC
protection. Written authorization that does not conform with this Section is
invalid and may not be used to impose PIC or LEC protection.

0]

The written authorization shall comply with Section 2(b), (),
and (g) of the Commission’s procedures concerning the form
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and content for LOAS.

(i) At a minimum, the written authorization must be printed with a
readable type, of sufficient Sze to be clearly legible, and must
contain clear and unambiguous language that confirms:

@ The subscriber’ s billing name and address and
the telephone number(s) to be covered by the
PIC or LEC protection;

2 The decision to place PIC or LEC protection
on the telephone number(s) and particular
sarvice(s). To the extent that ajurisdiction
alows the imposition of PIC or LEC protection
on additiond preferred carrier service
sdections (eg., for loca exchange, intra-
LATA/intragtate toll, interLATA/intersate toll,
and internationd toll service), the authorization
must contain separate satements regarding the
particular selections to be protected;

3 That the subscriber understands that she or he
will be unable to make achangein carrier
selection unless she or he ether suspendsthe
protection or has the customer’ s prospective
service provider supply the executing LEC with
adequate proof of authority for the change, as
defined in Section 4(b), above; and

4 That the subscriber understands that any PIC
or LEC protection may involve a charge to the
subscriber.

@iy  The LEC shdl maintain and preserve records of verification of
the subscriber’ s authorization to implement LEC or PIC
protection for as long as that protection is being provided for
the customer’s service or services.

(f) Proceduresfor Suspending PIC or LEC protection. All LECsthat offer PIC or LEC
protection must, at a minimum, offer subscribers the following procedures for suspending PIC or LEC

protection.

@

@)

An LEC adminigtering PIC or LEC protection program must accept a
subscriber’ s written and signed authorization stating her or hisintent to suspend
itsPIC or LEC protection; and

An LEC administering a PIC or LEC protection program must accept a
subscriber’ s ord authorization stating her or hisintent to suspend its PIC or
LEC protection and must offer amechanism that alows a submitting carrier to
initiate and conduct a three-way conference cdl with the LEC providing the
protection, the subscriber, and the subscriber’ s prospective or potentia service
provider in order to suspend the protection. When engaged in ora
authorization to suspend PIC or LEC protection, the LEC providing the
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protection shal confirm appropriate verification data (e.g., the subscriber’ s date
of birth or socia security number) and the subscriber’ sintent to suspend its PIC
or LEC protection.

(9) Upon receipt of aPIC or LEC change order involving a customer with PIC or LEC
protection, the LEC receiving that request shdl promptly notify the person submitting the change order
of the existence of the customer’s PIC or LEC protection, and shall request adequate proof of
verification of the change order as defined in Section 4(b), above. Following the LEC' s receipt of
adequate proof of verification, the LEC shdl process and implement that change order promptly and
without unreasonable delay.

(h) Any failure of atelecommunications service provider to adhere to the terms of this Section
may be found to be aviolation of Sections 205(2) and 502 of the Act, MCL 484.2205(2); MSA
22.1469(205)(2) and MCL 484.2502; MSA 22.1469(502), respectively, and may giveriseto the
imposgition of pendties authorized under Section 601 of the Act, MCL 484.2601;

MSA 22.1469(601).

(i) Any LEC that uses the Customer Account Record Exchange (CARE) system, or asimilar
electronic data transfer system, to exchange information with other service providers must indicate, on a
continuous basis and as part of its eectronic postings, which customer lines are being provided with
PIC or LEC protection. Any information provided by that LEC regarding which customer lines have
PIC or LEC protection:

@ May not be duplicated or sold by any other telecommunications service
provider or that service provider’s agents, affiliates, officers, or employees,

2 May not be used for marketing purposes by any other telecommunications
service provider or that service provider’'s agents, affiliates, officers, or
employees, and

3 May be used exclusvely in connection with a pending sale of telecom-
munications services to an end use customer and for the purpose of determining
whether the customer has PIC or LEC protection on the line or linesinvolved in
the pending sde.



