| nt roducti on

On April 22, 1998, WIliamKennard, Chairman of the Federal Communi cati ons
Commi ssion (FCC), invited a group of the largest |ocal exchange carrier
(LEC) providers of billing and collection services, along wth
representatives of USTA, ALTS, and ConpTel, to participate in a workshop
to devel op a set of guidelines that represent best practices to conbat the
probl em known as Acramm ng.{ Cramming refers to the subm ssion or
i ncl usi on of unauthorized, m sl eadi ng, or deceptive charges on consumners

| ocal telephone bills. The billing relationship between the Service
Provi ders and the LECs stens fromthe fact that many LECs bill their |oca

t el ephone customers for sonme services provided by others such as |ong
di stance carriers and i nformati on service providers, pursuant to contracts
and/or tariffs.

The cramm ng problem has increasingly been receiving a great deal of
attention fromfederal and state |legislators, regulatory agencies, and
| aw enf orcenment agencies. In his April 22 letter to prospective workshop
participants, Chairman Kennard expressed his strong concern over the
rate at which consuners are experiencing cramring. In addition to the
consumer harm caused by cramm ng, Chairman Kennard recogni zed the harm
that cranm ng causes the LECs, both in the costs incurred by the LECs
and the damage caused to the LECs: reputations with consuners. Chairnman
Kennard expressed the wllingness of the FCC staff to assist the
workshop in its efforts, and to provide a neutral forum for the
wor kshop’ s activities. In his opening remarks at the initial workshop
meeting on May 20, 1998, Chairman Kennard described crammng as a
serious problemthat is likely to beconme even nore serious in the near
future. He urged the workshop participants to conme up with a way to
handl e this grow ng problem FCC Comm ssioner Susan Ness al so spoke to
t he workshop partici pants about the cramm ng problem

At the May 20 neeting, the workshop participants were al so addressed by
Congressman Bart Gordon of Tennessee, who echoed the concerns of
Chai rman Kennard about the serious consunmer problem represented by
cramm ng. Congressman Gordon characterized cramming as the fastest
growi ng consuner fraud, and one that affects the npbst wvul nerable
consuners.

The workshop participants uniformy concur with the views of Chairman
Kennard and Congressman Gordon concerning cranmm ng. The workshop
participants are conmtted to seeking ways to elimnate cranm ng and
prevent the substantial harm that cranmng is causing to consumers. In
addi tion, as pointed out by Chairman Kennard, the workshop participants
recogni ze that crammng results in substantial harmto the LEC providers
of billing services. Cramm ng causes the LECs to incur significant cost
and effort to investigate and resolve the numerous individual consuner
conpl aints. In addition, because many consuners viewthe LECs (rather than
the Service Providers) as inposing these inproper charges, cranmm ng
damages the LECs reputation and hurts consumer confidence in the LEC.

(Conti nued)
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Various individual LECs have already devel oped and inplenented a numnber
of measures designed to renmedy the cramm ng problem Despite these
efforts, however, the crammng problem has continued to grow As
recognized by the FCC in deciding to convene this workshop, a nore
el aborate, conmprehensive effort that makes wuse of the collective
experience and ideas of the participants is necessary in order to have a
meani ngful inmpact on cramm ng.

The gui deli nes set out bel ow represent the cul m nation of the workshop’'s
efforts to identify best practices designed to prevent, deter, and
el imnate cramm ng. Although the guidelines were jointly devel oped by the
wor kshop partici pants, the decision of whether, and to what extent, to
i npl ement any or all of these guidelines is an individual conpany deci sion
to be made by each LEC unil aterally.

The cramm ng problemthat | ed to the convening of this workshop stens from
the subm ssion of charges by third parties to LECs for inclusion on

consumers’ |ocal telephone bills, and does not involve billing for
services provided by the LECs. Thus, the guidelines are intended to dea
solely with crammng by third parties. VWhile the scope of these
guidelines is third party billing on the LEC bill, the LECs affirmtheir
responsibility to ensure that consuners are afforded basic billing rights
for all billing on the local telephone bill, including the LEC s own.

These consuner rights include:

(1) a clear, concise description of services being billed,

(2) full disclosure of all terns and conditions,

(3) billing for authorized services only, and

(4) prompt and courteous treatnent of all disputed charges.
In addition, effective regulatory nechanisns are in place today to deal
with any problens caused by the billing of products or services provided
by the LECs.

There is no single cure for the cramm ng problem These guidelines offer
various methods for conbating cramm ng. It is not expected that any LEC
would need to inplenment all these best practices, or any particular best
practice. Rather, it is expected that the maxi num consunmer benefit wll
result from each LEC choosing from anong these best practices those that
best suit its individual circunstances. Further, it is not intended that
the identification of the best practices set out bel ow would preclude the
i npl ement ati on of other practices reasonably cal cul ated to address crammi ng
probl ens.

If a LEC chooses to inplenment a particular best practice, it is expected

that such practice will be inplenmented in an objective, fair, and equitable
manner .
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Definitions of Commpnly Used Ter ns

For purposes of these guidelines, the follow ng definitions shall apply:

Billing and Coll ection Custoner (B&C Custoner): Any entity who submts

billing informati on under contract to the LEC to be included on the End-
user Custoner’s billing statenent.

Cl eari nghouse: Billing and col |l ecti on custoners that aggregate billing for
their Service Provider custonmers and submit that billing to the LEC

Cramm ng: The subm ssion or inclusion of wunauthorized, msleading, or
deceptive charges for products or services on End-user Custoners’ |oca
t el ephone bills.

End- user Custoner: The party (i.e., the consumer) identified in the
account records of a | ocal exchange carrier issuing a telephone bill (or
on whose behalf a tel ephone bill is issued), any other person identified

in such records as authorized to change the services subscribed to or to
charge services to the account, and any person contractually or otherw se
lawfully authorized to represent such party.

End- user Custoner Conplaint: An oral or witten comunicati on between an
End-user Custoner and an authorized representative of a LEC where the
customer identifies an unauthorized, deceptive or m sleading charge, or
char ges.

Local Exchange Carrier (LEC): The local telephone conpany (this would
i ncl ude CLECs) that renders the bill to the End-user Custoner.

Service Provider: The party that offers the product or service to the End-
user Customer and directly or indirectly sends the billable charges/credits
to the LEC, for billing to the End-user Custoner.

SubCI C Entity (SubClIC): A Service Provider that is a custonmer of a
Cl eari nghouse and has no direct (or contractual) relationship with the LEC.

(Conti nued)
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Best Practices Guidelines

The following best practices guidelines present options that can be
considered for Billing and Col | ecti ons processes, procedures and contracts.

l. Contract Provisions

A Screening - Products and Service Providers
1. Products to be Billed — An appropriate practice for charges
that are placed on the |ocal telephone bill would be to

i ncl ude those approved charges that are related to
tel ecommuni cations and information services and other
servi ces approved by the LEC

2. Each LEC should consider establishing criteria to help
Service Providers identify problematic progranms. Some
programs that have a history of problens include the
fol | owi ng:

- Prograns advertised via “box” or sweepstakes/contest
entry forns

- Prograns initiated via “assunpti ve sal e” or “negative
option” plans

3. Product Screening - For the purposes of identifying prograns
that may be deceptive or msleading or otherwise not in
conpliance with applicable LEC policies, the LEC should
consider requiring a conprehensive product screening and
text phrase review approval process. Material submtted to
a LEC should be reviewed by the LECin a tinmely manner. The
LEC should require the Service Provider to furnish various
data, including but not limted to the foll ow ng:

- Suggest ed text phrase | anguage for bill presentation

- The nane, dat e and i ssue nunber for any
publication(s) in which the product or service wl
be advertised

- Advertisenment placenent plans

- Copy of actual advertisenment (print advertisenent,
tape of radio or television advertisement, etc.)

- I nternet web page address where product or service
wi Il be advertised or where the End-user Custoner nmay
subscribe to the product or service

- Detai | ed description of how the product is ordered,

i ncl udi ng any tel emarketing scripts (if tel emarketing
i s used)

- Det ai | ed descri pti on of how the product can be cancel ed

- Det ai | ed description of howthe End-user Custoner can
generate questions, request adj ustmnents, etc.,

i ncl uding a description of how such requests will be
acconmodat ed

- Copy of actual post sale fulfillment docunentation
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As part of the screening process, the LEC should consider
determ ning that all pronotional and marketing material s:
- clearly and accurately describe the services being
pur chased
S clearly and conspi cuously disclose all material terns
and conditions of the offer, including wthout
limtation
S the amount of the charge which will be billed
to the End-user Custoner’s tel ephone bil
S if the charge is a recurring charge, the
frequency of billing and any mninum tine
interval for which the End-user Custoner wll
be billed
S clearly and conspi cuously disclose that the charges
wi || appear on the End-user Custoner’s tel ephone bil
S do not contain any information which is false,
m sl eadi ng or deceptive

The LEC shoul d consi der devel opi ng a process to ensure that
only pre-approved text phrases are applied to the End-user
Customer’s telephone bill. For exanple, the LEC could
devel op a process whereby text codes and a text code
t abl e/ mechani zed process are wused to control t he
application of charges on the End-user Custoner’s tel ephone
bill.

Service Provider — The LEC should consider devel opi ng an
approval process for the addition of subClCs. The types of
data to be supplied by the O earinghouse may include, but
are not limted to, the foll ow ng:

- SubCl C Conpany Name

- SubCl C Conpany Address

- SubCl C Conpany O ficer Nanes

- State of |ncorporation

- Public Utility/ Service Conmm ssion certification, as

required

- State registration for each state for which billing
will be submtted

- Information regarding whether the conpany, its

affiliates and its principals or any conpany that its
principals have been associated wth have been

subject to prior conviction for billing related or
ot her consumer fraud, had access to billing services
term nated or been denied access to billing services

- Type of data to be billed

- Esti mated nunmber of customers to be billed

- I nqui ry conpany nane and address

- I nqui ry procedures

- Nanmes of other conmpanies with whom they have a
billing contract

- Nunber of conplaints and adjustnents associated with
other billing conpanies

(Conti nued)
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B. Sanple

General Contract Provisions

The LEC shoul d consider inplenmenting the foll ow ng general contract

provi si ons:
1.

The LEC has and maintains discretion for charges that
appear on its local telephone bill.

The B&C agreenent is between the LEC and t he B&C Cust oner.
In those instances where the B&C Custoner is a
Cl eari nghouse, the C earinghouse is directly responsible
for the actions of its custoners (i.e., the subClCs).

The B&C customer, by signing the B&C contract, agrees to
abide by the ternms and conditions of the contract and the
LECs billing policies. If the B& Custoner is a
Cl eari nghouse, it shall hold its <custoners equally
responsi bl e for upholding the terns and conditions of the
contract.

The LEC reserves the right to nodify its billing policies
based upon regulatory agency rules, End-user Custoner
conplaint levels, as well as any negative inpact to the
LEC s i nage or reputation.

Should the LEC billing policies change, a mninmm of 30
days written notice shall be provided to each B&C Cust oner.

The LEC reserves the right to review and re-eval uate any
previ ously approved product or service.

The Service Provider shall submt to the LEC billing
records only for those products or services that have been
approved by the LEC. If a request to bill for a product or
service is rejected, the Service Provider may not send
charges for said product or service to the LEC for billing
(i.e., the rejected product or service nust not be
m srepresented as a different product or service).

The LEC reserves the right to term nate the B&C contract,
either in its entirety or for an individual Service
Provider’s subClCs, if the Service Provider and/or the
subClICis found to be in breach of the contract.

The LEC reserves the right and authority to inmediately
suspend billing for Service Providers or prograns whose

billing generates custoner conplaints that indicate a
pattern consistent with cranm ng.

(Conti nued)

July 22, 1998 Page 8 of 14



ANTI - CRAMM NG BEST PRACTI CES GUI DELI NES

C.

Service Level Threshol ds

1.

The LEC shoul d consi der establishing a conplaint threshold
to be applied at the Service Provider or subClC |evel.

The LEC should consider establishing an adjustnent
threshold to be applied at the Service Provider or subClC
| evel .

“I'nquiry Service” is an optional B&C service offered by the
LECs for a fee that enables the LEC custoner service
representatives to discuss and resol ve questions from End-
user Custoners about the B&C customer’s service. Mst B&C
custoners do not purchase the LEC I nquiry Service, choosing
instead to offer custonmer service directly to their
subscri bers. For those B&C contracts that are w thout
Inquiry Service, the LEC should consider establishing an
End- user query threshol d (based on an accept abl e nunber of
calls from End-user Custonmers into the LEC s custoner
contact centers regarding questions or issues on the
specific Service Provider’'s charges).

In inplementing the above nentioned thresholds, the LEC
should <consider including requirenents for witten
notification to the billing and collection custoner if a
threshold is exceeded, a cure period (that could include
suspension) for a specific period of tine to allow the
situation to be renedied, assessnent of admnistrative
charges and a contract term nation provision.

a. The notification letter should docunent t he
acceptable threshold and that the specific threshold
has been exceeded, and t hat appropri ate
adm ni strative charges are applicable and wll be
assessed.

b. The notification |letter shoul d advise the billing and
col l ections custoner of the cure period | ength, start
and end dates, and that the nunber of conplaints,
adj ustnents, or queries nust be bel ow the applicable
threshold by the end date of the cure period.

cC. The notification |letter should advise the B&C
Custoner that if the above nentioned results are not
obt ai ned by the end of the cure period, the contract,
either inits entirety or for specific subClCs, wll
be term nat ed.

(Conti nued)
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Adm ni strative Charges

The LEC should consider inposing appropriate conpensatory
adm ni strati ve charges when the above described service |evel
threshold(s) (for conplaints, adjustnents or queries) are
exceeded. There are a nunber of appropriate nmethods for
cal cul ating the dollar anpbunt of any such charges. One possible
nmet hodol ogy is as fol |l ows:

. The conpl ai nt, adj ust nent , or query threshol d
adm ni strative charge could be cal cul ated by the LEC on a
PXQ(i.e., price multiplied by quantity) basis and coul d
be assessed for each conplaint, adjustnent or query that
exceeds the threshol d.

In addition, the LEC should consider assessing an

adm ni strative charge when a charge for a product or a

service not approved by the LEC is placed on the End-user

Custonmer’s bill.

In an effort to assist the Cearinghouses in their efforts
to identify problematic subCl Cs, consideration should be
gi ven to conputing and reporting these charges at the subClC
| evel .

Settl enent Process Mdification

The LEC shoul d consider settlenent process nodifications,
that could include the foll ow ng:

1. Hi gher billing charges when thresholds are exceeded
(e.g., a sliding scale based on threshold |evel).

2. A Purchase of Accounts Recei vabl e (PAR) reserve account
for post billing adjustnments, based upon a percentage

of billed revenue for each Service Provi der who exceeds
a predeterm ned | evel of adjustnents.

3. A longer settlenent cycle for Service Providers who
submt primarily pay per call traffic or m scel |l aneous
(i1.e., EM 42) charges.

4. A process to recourse adjustnents for any non-deni abl e
charges that are unpaid after being on the End-user
Custoner’s tel ephone bill for a period of 90 days.

Clear Criteria for O earinghouse Function

As nmentioned above, Cearinghouses are billing and
col l ection custonmers that aggregate billing for their subClC
custoners and submt that billing to the LEC, on behal f of

the subClC(s). Experience has shown that nany of the
cranmm ng probl ens have occurred on charges originating at
the subClC level. Therefore, to have a neani ngful effect on
cranmm ng, the LEC shoul d consider establishing criteria for
Cl eari nghouse responsibilities, as follows:
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1.

The d eari nghouse shoul d be responsi ble for activities
performed by their subCl C custoners.

(Conti nued)
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2. The d earinghouse should ensure that the only charges
that are submtted for each subClC are those that have
been approved for billing through the LEC s program
approval process.

3. The C eari nghouse shoul d provi de adj ust nent reports for
each of their subClCs to the LEC. The data to be
provided on these reports should be, at a mninmum
subCIC nane and identification nunber, nunber of
adj ustnments, adjusted revenue, nunber of accounts
billed and revenue bill ed.

4. The C earinghouse contract with their subClCs should
ensure that the LEC has the right to audit the Service
Provi der and/or the subClC data used to provide the
above referenced reports. A copy of this contract
provi sion should be provided to the LEC

Confidentiality

The LEC shoul d consi der establishing procedures to preserve
the confidentiality of proprietary information furnished to
the LEC as part of the screening process. Such procedures
should include limting the use and disclosure of such
information to the performance by the LEC of the product
screening function and the provision of billing and
collection services. In addition, the LECs shoul d consi der
a contract provisionto maintainthe confidentiality of such
proprietary information furnished to the LEC, to the extent
consi st ent wth | egal or regul atory requi renents.
I nformation or data which is in the public donain or becones
available to the LEC from a source other than the service
provi der should not be considered ©proprietary or
confidential.

Di scl osure of End-user Custoner Conplaints and Aggregate
Adj ust nent Data

The LEC shoul d consider a contract provision that expressly
permts the LECto disclose the categories of data descri bed
in detail initemlll bel ow

O her Contract Provisions

1. The LEC should consider a contract provision that
requires each billing and collection customer to
provide the LECwith requested i nformati on about their
(or any Service Provider that is billing through that
B&C custoner) operating history related to cranm ng in
ot her geographi c areas.
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The LEC should consider a contract provision that
allows the LEC to reserve the right to inpose
addi tional controls, as deened necessary, in order to
address new fornms of cramm ng.

(Cont i nued)
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3. The LEC should consider a contract provision to
indicate that the LEC has sole discretion to determ ne
if due to crammng practices its reputation has been
harmed. |If the LEC determnes its reputati on has been
harmed or may be harned, the B&C contract may be
t erm nat ed.

4. The LEC shoul d consider a contract provision to all ow
the B&C contract to be termnated if it is determ ned
that the Service Provider sold a product or service to
the end-user while m srepresenting thenselves as the
LEC or an agent of the LEC

Process for Authorization/Verification of End User Approval

It is recognized that both the LEC and the Service Provider have
a direct relationship with the consuner, and therefore have a
responsibility to ensure that no unauthorized non-nessage
t el ephone servi ce charges are assessed via the LEC bill. However,
it is the Service Provider’'s responsibility to inform End-user
Custoners of rates, terns, and conditions of its services and to
obtain and retain the necessary End-user Custoner authorization
and verification as set out bel ow

To ensure that End-user Custoners are appropriately infornmed of
Service Provider rates, ternms and conditions, the LEC should
consi der obtai ning assurance fromthe Service Provider that the
foll owng processes and conditions are nmet by the Service
Provi der for authorization and verification of a Service Provider
non- nessage tel ephone service charge.

A A Service Provider should submt for billing on the End-user
Custonmer’s telephone bill only charges for products or
services that are authorized by the End-user Custoner and
charges that are required by regulatory or governnental
authority (such as the subscriber |ine charge and taxes).

B. A Service Provider that is the End-user Custoner’s
presel ected provider of toll or |ocal tel ephone service may
submt other <charges for custoner-used or requested
t el ecomruni cations-related products or services wthout
addi ti onal docunented authorization.

C. VWere the End-user Custoner’s authorization is to be

obtained, it should be docunented through one of the

foll owi ng formats:

1. A voi ce recording of the entire and actual conversation
wi th the End-user Custoner.

2. A witten and signed docunent.

3. | ndependent third party verification.
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Di scl

The docunented aut horization should contain, at a m ni num

the i nformation set out below. Information contained in any

comuni cations with consunmers should be provided in a clear

and conspi cuous nanner.

- Dat e

- Nanme and tel ephone nunber of the End-user Custoner

- Question and answer to ensure that the End-user
Custoner is qualified to nmake t he requested changes and
to authorize billing

- Question and answer regarding the End-user Custoner’s
age, to ensure that authorization is provided by an of -
age End-user Custoner

- Expl anati on of the product/service being offered

- Expl anati on of all applicable charges

- Explicit End-user Custoner acknow edgnent that said
charges will be assessed via the tel ephone bill

- Expl anati on of how a service or product can be cancel ed

- Description of how the charge wll appear on the
t el ephone bill
- Information related to whom to call (and the

appropriate toll-free tel ephone nunber) for inquiries

The docunent ed aut hori zati on shoul d be retai ned for a peri od
of not less than 2 years.

Upon request, the docunented authorization should be nade
avai |l abl e by the Service Provider to the LEC, regul atory or
gover nnment agency, or End-user Custoner in a tinely manner.

Failure to conply with the above provisions should be
consi dered a breach of contract, for which the B&C contract
may be term nated.

osure of Information

Each LEC shoul d consider providing various categories of
i nformati on upon request to those federal and state public
utility commssions and |aw enforcenent agencies that
request such information, as well as to other LECs. The LEC

shoul d consider providing this data at the subClC | evel, if
avai |l abl e. Exanples of such information could include:
1. A description of the specific practices relating to

cranm ng that the LEC has encountered, and the steps
being taken by the LEC to deal with such practices.
This is intended to be general information that does
not identify the entities that have all egedly engaged
in the described practices.
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The identity of Service Providers either term nated or
notified of a need to cure due to crammng related
pr obl ens.

(Cont i nued)
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3. Aggregate escalated conplaint data, by billing and
collection custoner, received by the LEC Escal at ed
conplaints are those conplaints issued by the End-user
Custoner to any regulatory or |aw enforcenent agency
(such as the FCC, FTC, a state Attorney General, or
public wutility/service commssion), or to a LEC
executive officer or news organization.

Aside from the beneficial regulatory and |aw enforcenent
goal s that the disclosure of such informati on would serve,
the LECs have a significant interest in obtaining the
information submtted by others that relates to the LECs’
current billing and collection custoners as well as
prospective billing and collection custoners. Anpong ot her
t hi ngs, such information would permt the LECs to do the
fol | ow ng:

1. Develop nore efficient, effective and less costly
met hods for detecting, preventing and elimnating
cr anm ng.

2. Reduce the costs to End-user Custoners and the LECs

associated wth cramm ng.

3. Better eval uate the cramm ng ri sks posed by prospective
billing and coll ection custoners.

It shoul d be enphasi zed, however, that the decision of what,
if any, action to take based on the information obtained
fromthis process is an individual conpany decision to be
made by each LEC unilaterally.

The d earinghouses and Service Providers should consider
collecting and disclosing simlar data to that described in
Section I11.A , above.

End- User Custoner Dispute Resol ution Process

Each LEC should consider establishing an End-user Custoner
D spute Resol ution Process. For exanple:

A

Wth respect to charges for which failure to pay wll not
result in disconnection of |ocal telephone service (e.qg.
non- deni abl e), the LEC should consider responding to End-
user Custoner conplaints of having been crammed with an
i mredi ate recourse adjustnent (i.e., the End-user Custoner
will not be requested to contact the Service Provider).

Once the charges have been renoved from the End-user

Custoner’s tel ephone bill, they may not be re-billed by the
Service Provider via the |ocal tel ephone bill.
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|f the End-user Customer contacts the Service Provider,
rather than calling the LEC, with a conplaint of having been
cranmmed, the Service Provider nust agree to provide a credit
adjustnment to the telephone bill. Any further collection
attenpts on the part of the Service Provider should not

i nvol ve the tel ephone bill.
(Cont i nued)
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V.

D. Credit adjustnents (for any charges that were originally
billed via the tel ephone bill) should be applied to the End-
user Custonmer’s phone bill. The adjustnment should not be

provi ded via a check paid directly to the End-user Custoner,
unl ess otherwi se specified by a regulatory or governnent
agency or unless the End-user Custoner no |onger has a
billing account with the LEC

E. The LEC reserves the right to adjust the End-user Custoner’s
t el ephone account for any non-deni abl e charges that remain
on the End-user Custoner’s account and are unpaid for
greater than 90 days.

The LEC shoul d al so recogni ze the potential for abuse by End-user
Custoners in the dispute resolution process and should take this
into account in developing appropriate dispute resolution
mechani sns.

Enforcement of Conpliance with Existing Laws by Governnent

Agenci es

VI .

VII.

Upon appropriate request from regulatory, governnment, and/or
| egislative bodies, the LEC should provide docunentation
regarding Service Provider billing and collection contract
vi ol ati ons.

Bill Fornmat

An End-user Custoner’s rights will be upheld and the End-user
Custoner’s tel ephone service wll not be di sconnected for failure
to pay non-deni able charges. Prior to disconnection of service
for ot her appropriate reasons, an End- user Cust oner
ri ghts/advi sory nmessage shoul d be di splayed on the bill or other
notification upon which the non-deni abl e charges appear.

The LEC should consider nodifications to the Bill Format that

i ncl ude:

A Each Service Provider and any of their subClCs should be
adequately identified on the End-user Custoner’s tel ephone
bill.

B. The bill pages should adequately display the toll free
nunber that the End-user Custoner is to call with any
guestions, requests for credit, etc.

C. Non- deni abl e charges shoul d be uniquely identified as such.

Consuner Billing Controls
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The wor kshop participants believe that consuners shoul d have the
ability to avoid the inclusion of unauthorized service or product
charges on their |ocal telephone bills. The LEC shoul d consi der
retaining the right, at the request of an End-user Custoner, to
limt which End-user Custonmers may receive billing as a result of
a B&C contract.

(Cont i nued)
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VIITT.

The workshop participants recogni ze that there are significant

i npl enentation issues associated with such controls. Needed
mechani zat i on presents significant technical chall enges and costs
and will require an extended period of tine to inplenment. To

avoi d abuse by consuners, a nethod to notify Service Providers
woul d have to be devel oped for use in conjunction with all ow ng
consuners the ability to “block” billing on the LEC bill. Mbst
inportantly, to effectively block at a Service Provider |evel,
there woul d have to be a universally assigned, nationw de subCl C
designated for each Service Provider. This is an industry w de
i ssue.

Despite these chall enges, however, consuner-designated billing
options can be an extrenely powerful nmethod of controlling third
party cranm ng on the LEC bill and should be actively pursued.

| ndi vi dual LECs may opt, in the short-term to inplenent internal
processes that would give consuners sone limted control over
m scel | aneous charges and their appearances on a LEC bill.

End- user Custoner Educati on

The workshop’ s participants recommend the foll ow ng as potenti al
End-user Custoner education initiatives:

A Bill Inserts — Develop a bill insert that reinforces
know edge and education on “how to read the LEC bill,”
defines cramm ng and advi ses the End-user Custoner on what
can be done to avoid being cramred, who to call if they do
get crammed, what to expect, etc.

B. Page Left Intentionally Blank — Utilize the “this page |eft
intentionally bl ank” pages of the End-user Custoner’s bill,
in the same manner as described for bill inserts in section
VII1.A above.

C. Web Page — Modify the LEC s WWVpage to include an End-user
Cust omer advi sory nessage regarding cranm ng, as descri bed

above.
D. Tel ephone Directories — Develop text for printing in the
“useful information” portion of the LECs telephone

directories, to contain the sane type of information
descri bed above.
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