1 REVISOR 7810.5900

7810.5900 CUSTOMER TROUBLE REPORTS.

Arrangements shall be made to receive customer trouble reports 24 hours daily and to
clear trouble of an emergency nature at all hours, consistent with the bona fide needs of the
customer and personal safety of utility personnel.

Each telephone utility shall maintain an accurate record of trouble reports made by its
customers. This record shall include appropriate identification of the customer or service
affected, the time, date, and nature of the report, the action taken to clear trouble or satisfy
the complaint, and the date and time of trouble clearance or other disposition. This record
shall be available to the commission or its authorized representatives upon request at any
time within the period prescribed for retention of such records.

It shall be the objective to so maintain service that the average rate of all customer
trouble reports in an exchange is no greater than 6.5 per 100 telephones per month. A
customer trouble report rate of more than 8.0 per 100 telephones per month by repair bureau
on a continuing basis indicates a need for investigative or corrective action.
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