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“Consumer Benefits –
The Independent/Impartial Regulator”

• The regulator attempts to balance consumer 
interests with the interests of the regulated 
company.

– Consumers should have clear rights and 
responsibilities.

– An effort should be made to keep the consumer 
informed.



Consumer Rights and 
Responsibilities

• In Missouri, a telecommunications company 
is required to provide a statement which in 
layman’s terms describes the rights and 
responsibilities of both the company and its 
customers. 

• The company can either mail the statement 
to customers or list it in the front of the 
telephone directory.



Statements of Rights & 
Responsibilities Should Describe:
• A.  Billing and customer payment 

procedures.
• C.  Deposit and guarantee requirements.
• D.  Conditions of termination/how to avoid  

discontinuance.
• E.  Procedures for handling inquiries and 

filing a formal complaint.



Example of Statement of 
Consumer’s Rights & 

Responsibilities



An effort should be made to keep 
the consumer informed

• Press releases.
• Information sheets, newsletters, brochures.
• Formal publications (Annual report, PSC 

Reports)
• Web site postings.
• State fair (brochures)
• Direct mailing (bill messages, bill inserts)







“Consumer-related Rules”

• Privacy
• “Truth-in-billing”
• Other rules



Privacy

• Identify requirements for the use and 
release of customer proprietary network 
information.

• Customer has the right to keep the company 
from disclosing such information.



Truth-in-Billing

• Regulator has tried to make telephone bills 
less confusing.
– Clear description of services rendered & 

charges
– Identify service provider including any changes

• Notify customers of rate increases.
• Offer to block calls to 900 #s, prisons, etc.



Other Consumer-related Rules

• Caller ID Blocking rule: Ensure police 
and domestic violence agencies have “per 
line” blocking so caller’s telephone # 
remains private.

• Surcharge limitation rule: Regulator is 
currently studying what should be done, if 
anything, about all the surcharges showing 
up on bills.



Questions?


