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(b) Business offices will be open during normal working 
hours of the telephone utility's normal work week in the 
area being served and at such other times and such other 
places as may be warranted by circumstances. 

(c) Qualified personnel will be instructed to be courteous, 
considerate, efficient, and available to promptly serve those 
who contact the business office. 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), 10 N.J.R. 171(b). 

14:10-1.4 Public information 

(a) Access to the following information shall be made 
available at the business office upon request: 

1. Maps showing exchange, base rate area and zone 
boundaries (if applicable) in sufficient size and detail 
from which most customer locations can be determined 
and mileage or zone charges quoted. 

2. Information concerning plans for major service 
changes in the area served by the business office. 

\few Jersey State Library 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), 10 N.J.R. 171(b). 

14:10-1.5 Directories 

14:10-1.5 

(a) Telephone directories shall be published regularly, 
listing the name, location and telephone number of all 
customers, except telephone service not published at cus-
tomer's request and public telephones. 

(b) Upon issuance, a copy of each directory shall be 
distributed to all customers within the service area covered 
by the directory and a copy of each directory shall be 
furnished to the board. 

(c) The name of the telephone utility, the area included 
in the directory, and the month and year of issue shall 
appear on the cover. 

( d) Data pertaining to emergency numbers shall be con-
spicuously listed in the front part of the directory pages 
which shall include space for the customer to list emergency 
numbers, including those of gas, electric and water compa-
nies. 

Next Page is 10-3 10-2.1 Supp. 11-5-01 



TELEPHONE 

( e) The opening pages of the directory shall contain a 
conspicuous notice advising customers that should the com-
pany fail to satisfactorily resolve telephone service or billing 
problems, customers may refer their problems to the board. 
The address of the board shall be shown. 

(f) The directory shall contain instructions concerning 
placing local and long distance calls, calls to repair and 
directory assistance services, and location and telephone 
numbers of telephone company business offices as may be 
appropriate to the area served by the directory. Rate 
schedules or representative rates for toll calls shall be 
included. 

(g) Directory assistance operators shall maintain records 
of all telephone listings ( except those not published at 
customer request) in the area for which they are responsible 
for furnishing directory assistance service. 

(h) Each telephone company shall list its customers in the 
directory assistance directory as necessary for the directory 
assistance operators to provide the requested telephone 
numbers ( except those not published at customer request) 
based on customer name and location to minimize "not 
found" numbers. 

(i) In the event of an error in the listed number of any 
customer, the telephone utility shall intercept all calls to the 
listed number for a reasonable period of time provided 
existing central office equipment will permit and the number 
is not in service. In the event of an error or omission in the 
name listing of a customer, such customer's correct name 
and telephone number shall be in the files of the directory 
assistance or intercept operators and the correct number 
furnished the calling party either upon request or intercep-
tion. 

(j) Whenever any customer's telephone number is 
changed after a directory is published, the utility shall 
intercept all calls to the former number for a reasonable 
period of time and give the calling party the new number 
provided existing central office equipment will permit, and 
the customer so desires. 

(k) When telephone utility operations necessitate a large 
group of number changes, reasonable notice shall be given 
to all customers so affected even though the addition or 
changes may be coincident with a directory issue. 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), 10 N.J.R. 171(b). 

14:10-1.6 Held applications 
(a) During such period of time as the telephone utility 

may not be able to supply regular telephone service to an 
applicant within five working days or upgrade an existing 
customer within 30 days or provide special communication 
service within a reasonable period after the date applicant 
desires service, the telephone utility shall keep a record by 
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business office showing the name and address of each 
applicant for service, the date of application, date service 
was desired, class and grade of service applied for, together 
with the reason for the inability to provide the new or 
higher grade service to the applicant. 

(b) When, because of shortage of facilities, a telephone 
utility is unable to supply main telephone service on dates 
requested by applicants, priority shall be given to furnishing 
those services which are essential to public health and 
safety. In cases of prolonged shortage or other emergency, 
the Board may require establishment of a priority plan 
subject to its approval for clearing held orders, and may 
request periodic reports concerning the progress being 
made. 

(c) Where a previously provided date for service installa-
tion cannot be met by the telephone utility, every reasonable 
effort shall be made to advise the customer of the reason for 
the delay, interim service available, and probable date the 
requested service will be provided. 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), 10 N.J.R. 171(b). 
Amended by R.1991 d.489, effective October 7, 1991. 
See: 23 N.J.R. 2270(a), 23 N.J.R. 3035(a). 

Stylistic revisions. 

14:10-1.7 Customer complaints and trouble reports 
(a) Each telephone utility shall provide for the receipt of 

customer trouble reports at all hours and make a full and 
prompt investigation of all complaints. 

(b) Every reasonable effort shall be made to clear line-
out-of-service troubles not requiring unusual repairs, such as 
cable failures, within 24 hours of the time a report is 
received by the company. When such reports are received 
during a period when a telephone utility does not have 
repair personnel scheduled to work, or on Sundays or 
holidays, every reasonable effort shall be made to clear such 
line-out-of-service troubles within the same period, provided 
the service involved is essential to the general public wel-
fare, or the service is required by reason of unusual emer-
gent conditions and demand is made for prompt restoration. 

(c) Except when unavoidable, all commitments to cus-
tomers shall be kept. Every reasonable effort shall be made 
to notify customers of unavoidable changes. If unusual 
repairs are required, or other factors preclude cleaning of 
reported trouble promptly, reasonable efforts shall be made 
to notify affected customers. 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), 10 N.J.R. 171(b). 

14:10-1.8 Public telephone 
In each exchange the telephone utility shall have at least 

one coin telephone available to the public at all hours, 
prominently located and properly maintained, equipped with 
dialing instructions, and lighted at night. 
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R. I 978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), JO N.J.R. J 7J(b). 

14:10-1.9 Adequacy of service 
(a) Each telephone utility shall make traffic studies and 

maintain records as required to determine that sufficient 
equipment and an adequate operating force are provided at 
all times. 

(b) Each telephone utility shall employ recognized proce-
dures to determine the adequacy of service provided for 
customers. 

(c) Where service is found to be inadequate, the tele-
phone utility shall immediately institute corrective measures 
to return that service to an adequate condition. 

( d) The telephone utility shall employ prudent manage-
ment and engineering practices, including the employment 
of reliable procedures for forecasting future demand for 
service, conduct studies and maintain records to the end 
that reasonable margins of facilities and adequate personnel 
are available with the objective that service will meet all 
standards prescribed by the Board. 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), JO N.J.R. 171(b). 
Amended by R.1991 d.489, effective October 7, 1991. 
See: 23 N.J.R. 2270(a), 23 N.J.R. 3035(a). 

Stylistic revisions. 

14:10-1.10 Service standards 
(a) These standards establish service levels which should 

generally be provided by a telephone utility. Failure to 
attain these levels does not by itself indicate poor service 
and the liability of the telephone utility to its customers or 
other persons using its facilities for any such failure shall be 
governed by the applicable provisions of its tariff. Each 
telephone utility shall make measurements to determine the 
level of service for each item included in these standards. 
Each telephone utility shall provide the Board or its staff 
with the measurements and summaries thereof for any of 
the items included herein on request of the Board or its 
staff. Records of these measurements and summaries shall 
be retained by the utility as specified by the Board and 
monthly reports on all service measurements may be re-
quired by the Board. When a utility fails to meet any of the 
minimum service levels listed below in a reporting entity for 
three consecutive months the service data for the standard 
not met in that entity shall be reported to the Board. 

(b) The following are the minimum service levels referred 
to in (a) above: 

1. Installation ofservice: 

i. Seventy-five percent of regular service installa-
tions shall be completed within five working days, un-
less a later date is requested by the applicant. The 
interval commences with the receipt of the application. 
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ii. Eighty-eight percent of the commitments to cus-
tomers, with the exception of customer-caused delays, 
as to the date of installation of regular service, shall be 
met. 

m. A regrade request shall be filled no later than 30 
days after the customer has made application for a 
different grade of service except where the customer 
requests a later date. In the event the telephone utility 
is unable to so fill such an order, the customer will be 
advised and furnished the date or approximate date the 
order will be filled. 

2. Operator handled calls: Each telephone utility 
shall maintain adequate personnel to provide an average 
operator answering performance as follows on a monthly 
basis: 

i. Eighty-five percent of repair service calls shall be 
answered within 20 seconds or equivalent. 

ii. Eighty-five percent of toll assistance operator 
calls shall be answered within 10 seconds or equivalent. 

iii. Seventy-eight percent of directory assistance 
calls shall be answered within 10 seconds or equivalent. 

iv. An "answer" shall mean that the operator or 
representative is ready to render assistance and/or 
ready to accept the information necessary to process 
the call. An acknowledgment that the customer is 
waiting on the line shall not constitute an "answer." 

3. Dial service: Sufficient central office capacity and 
equipment shall be provided to meet the following re-
quirements: 

i. Ninety-five percent of dialed local calls shall be 
completed without encountering an all trunk busy or 
equipment irregularity. 

ii. Ninety-five percent of originating direct distance 
dialing calls shall reach the toll network without experi-
encing blockage or failure. 

4. Customer trouble reports: The average rate of 
customer trouble reports shall not be in excess of 8.0 per 
100 telephones per month. 

5. Transmission requirements: All customer loops 
shall meet the resistance design standards and trunk 
facilities shall conform to the transmission design factors 
required for meeting the objectives of direct distance 
dialing. 

(c) The following refer to reports and records required in 
(a) above and the standards set forth in (b) above: 

1. Record keeping and reporting are to be in accor-
dance with the following table. 
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Service Measure 
Reporting Unit and 

Minimum Reporting Size 

Held Primary Service Orders . . . . . . . . . . Plant Installation District or Business 
Office 

Installation Commitments . . . . . . . . . . . . . Plant Installation District or Business 
Office 

Held Regrade Service Orders . . . . . . . . . . Plant Installation District or Business 
Office 

Toll Assistance Operator 
Answering Time . . . . . . . . . . . . . . . . . . . Traffic Office handling toll assistance 

calls-average business day call volume 
of 2,000 or more 

Directory Assistance Operator 
Answering Time . . . . . . . . . . . . . . . . . . . Traffic Office handling directory assis-

tance calls-average business day call 
volume of 2,000 or more. 

Dialed Local Calls . . . . . . . . . . . . . . . . . . . Central Office entity 
Direct Distance Dialing . . . . . . . . . . . . . . . Toll Recording Center or Area 
Customer Trouble Reports . . . . . . . . . . . . Plant Maintenance Center-Central 

Office under 1,000 lines need not be 
included in performance reports. 

2. Reports on all service measures except held orders 
shall set forth the following: 

i. Reporting unit name and further identification if 
name does not convey geographic location; 

11. Service measure, level, and months, being report-
ed; 

m. Cause of performance at the reported level: For 
installation commitments and customer trouble reports, 
indicate locations affected if cause is localized within a 
reporting unit; 

iv. Corrective action and completion date. 

3. Reports on held primary and regrade service orders 
shall set forth the following: 

i. Reporting unit name and further identification if 
name does not convey geographic location; 

ii. Number of held orders or stations for each 
month of the quarter. 

4. Data shall be compiled monthly and reported quar-
terly. 

Amended by R.1991 d.489, effective October 7, 1991. 
See: 23 N.J.R. 2270(a), 23 N.J.R. 3035(a). 

Stylistic revisions. 

14:10-1.11 Measuring devices 
(a) When mechanical and/or electronic measuring and 

record keeping devices are used at the telephone utility's 
premises in connection with telecommunication service, the 
measured data and related customer records from which the 
customer's bills are prepared shall show: 

1. Identifying number or means to determine readily 
the customer's name, address and service classification; 

2. Measuring device readings; 
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3. Date of reading; 

4. Multiplier or constant, if used. 

(b) As nearly as practicable, measuring devices shall be 
read at intervals to correspond to customer billing periods. 

( c) All measuring and/or record keeping devices used to 
record data and prepare customers' bills shall be in good 
mechanical and electrical condition, shall be accurately read 
and shall not involve approximations. All such devices shall 
accurately perform the following: 

1. For message rate service, the device shall accumu-
late the number of message units used. 

2. For toll service, when in addition to counting the 
calls, it is necessary to time the calls, the device shall show 
the number of calls and the chargeable time involved in 
each call. 

3. Where the measuring equipment provides coded 
information that is used to automatically prepare custom-
er bills, accurate interpretation of such coded information 
is required. 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), 10 N.J.R. 171(b). 

14:10-1.12 Inspections, tests and maintenance 
(a) Each telephone utility shall adopt a program of peri-

odic tests, inspections and preventative maintenance aimed 
at achieving efficient operation of its system and the render-
ing of safe, adequate and proper service. 

(b) The actual transmission performance of the telephone 
utility's system shall be monitored in order to determine if 
the established objectives and operating requirements are 
met. This monitoring function consists of circuit order tests 
prior to placing trunks in service, routine periodic trunk 
maintenance tests, tests of actual switched trunk connec-
tions, periodic noise tests of a sample of customer loops in 
each exchange, and special transmission surveys of the 
system. 

(c) Each telephone utility shall maintain or have access to 
test facilities enabling it to determine the operating and 
transmission capabilities of all equipment and facilities, both 
for routine maintenance and for trouble location. 

( d) Each telephone utility shall maintain or have access 
to the necessary facilities, instruments, and equipment for 
testing its measuring and record keeping equipment and 
shall adopt appropriate practices for the periodic testing of 
such equipment. 

( e) A record of all measuring device tests and adjust-
ments and data sufficient to allow checking of the results 
shall be recorded. Such record shall include the identifying 
number of the device, its type, the data and kind of test, and 
the results of each test. 
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(f) Maintenance shall include keeping all plant and 
equipment in a good state of repair consistent with safety 
and adequate service performance. Broken, damaged, or 
deteriorated parts which are no longer serviceable shall be 
repaired or replaced. Adjustable apparatus and equipment 
shall be readjusted as necessary when found by preventive 
routines or fault location tests to be in unsatisfactory operat-
ing condition. Electrical faults, such as leakage or poor 
insulation, noise induction, cross-talk or poor transmission 
characteristics, shall be corrected to the extent practicable. 

(g) A telephone utility shall not connect more customers 
on any line than are contemplated under the grade of 
service for which the customers on such line are charged. 

(h) Telephone utilities shall, when requested, furnish ap-
propriate information concerning location of underground 
facilities, in order to prevent any interruption of service to 
telephone customers. Nothing in this rule is intended to 
affect the responsibility, liability, or legal rights of any party 
under applicable laws or statutes. 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), 10 N.J.R. 171(b). 

14:10-1.13 Service interruptions 
(a) Appropriate measures shall be taken to mmnmze 

service interruptions. Each telephone utility shall make 
provisions to meet emergencies resulting from failure of 
power, sudden and prolonged increases in traffic, absences 
of employees or from fire, storm, or similar contingencies. 
Each telephone utility shall inform its employees as to 
procedures to be followed in the event of such contingencies 
in order to prevent or mitigate interruption or impairment 
of service. 

(b) Each central office shall contain sufficient battery 
reserve to keep the office operational until auxiliary power 
can be placed into service. 

( c) In exchanges exceeding 5,000 lines, a source of per-
manent auxiliary power shall be installed. 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), 10 N.J.R. 171(b). 

14:10-1.14 Construction 
(a) Telephone plant shall be designed, constructed, main-

tained, and operated in accordance with provisions of the 
current National Electrical Safety Code, the National Elec-
trical Code, and such other appropriate regulations as may 
be prescribed. 

(b) Telephone utilities shall not provide switching service 
to lines or facilities that do not meet standard technical 
criteria and shall eliminate nonconforming switching ser-
vices. 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), 10 N.J.R. 171(b). 
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14:10-1.15 Preservation of records 

All records required to be kept shall be preserved for the 
period of time specified in the current edition of Part 42 of 
the Rules and Regulations of the Federal Communications 
Commission, entitled "Preservation of Records of Commu-
nication Common Carriers". 

R.1978 d.89, effective March 10, 1978. 
See: 9 N.J.R. 130(a), 10 N.J.R. 171(b). 

14:10-1.16 Adoption by reference of the Uniform System 
of Accounts 

(a) The Board adopts by reference the Uniform System 
of Accounts for Telephone Companies that has been pro-
mulgated by the Federal Communications Commission in 
Part 32 of the Commission's Rules and Regulations, as well 
as all present and subsequent amendments, revisions, dele-
tions and corrections which the Federal Communications 
Commission may adopt insofar as they relate to telephone 
utilities subject to the jurisdiction of the Board and are in 
accordance with the Board's policies and procedures. 

(b) For good cause shown, for example, where a tele-
phone company obtains a waiver from the Federal Com-
munications Commission from compliance with that com-
mission's Uniform System of Accounts for Telephone 
Companies, a telephone company may obtain an exemption 
from (a) above. 

New Rule, R.1988 d.10, effective January 4, 1988. 
See: 19 N.J.R. 1789(a), 20 N.J.R. 103(d). 

14:10-1.17 Telegraph company registration 

(a) Every telegraph company operating within New Jersey 
shall register with the Board the names and addresses of all 
lessees and users of tickers, teleprinters and other terminal 
equipment located within the State of New Jersey and used 
in connection with the following classes of telegraph service: 

1. Leased facilities, other than facilities for the press, 
with which the lessee disseminates racing news; 

2. Leased facilities used by the press to send or 
receive racing news; 

3. Sports ticker service, a service where the telegraph 
company originates the information; 

4. Stock and commodity tickers. 

(b) If changes in the location of registered equipment 
occur, the Board shall be notified within 30 days of such 
changes. 

(c) The Board determines that the following facilities are 
exempt from registration under the terms of the statute: 

1. Means of communication between offices of tele-
graph company; 
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