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Georgia Public Service Commission
244 Washington Street, SW

Atlanta  Georgia 30334-5701

TO:
Applicant

APPLICATION FOR TELEPHONE SERVICE OBSERVING EQUIPMENT (TSOE) LICENSE 

Enclosed is an application for a license to use telephone service observing equipment in accordance with the rules and regulations of the Georgia Public Service Commission (515-8-1) and the Official Code of Georgia Annotated Section 16-11-65.  Additionally, enclosed is a copy of Rules 1 through 5 promulgated by the Commission in connection with the licensing and revocation thereof of such users of telephone service observing equipment, and a notice concerning the Consumers’ Utility Counsel Act.

On a separate sheet of company letterhead, the applicant should also submit a statement, in the form of a petition, expressing the following:  (1) The company’s willingness to implement a verbal message when placing or receiving calls.  Such verbal message should state that the line may be subject to service observing.  (2)  The company agrees to place the Commission-approved label on each telephone subject to service observing.  (3)  An awareness that in future telephone directories, the telephone company will place the appropriate symbol next to the Applicant’s telephone listing licensed to utilize service observing equipment.  (4)  Also include any other method that the Applicant plans to utilize to inform its customers and the public of its intent to monitor telephone calls.  (e.g. a written notice placed in brochures, billing statements, pamphlet, formal and/or informal meeting)  NOTE:  To assist the Applicant in compiling the requested statement, please review the enclosed “Generic Example of an Addendum to the Application for Telephone Service Observing Equipment License.”
Please return the enclosed application to the attention of:  Reece McAlister, Executive Secretary, 244 Washington Street, SW, Atlanta, GA 30334-5701.  If you have any questions, please do not hesitate to call me at (404) 656-4501.

RACHEL PERRY, PUBLIC UTILITIES TECHNICIAN
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Commission Georgia Public Service
244 Washington Street, SW
Atlanta  Georgia 30334-5701

APPLICATION FOR 

TELEPHONE SERVICE OBSERVING EQUIPMENT (TSOE) LICENSE

	SECTION I.  APPLICANT ADDRESS

NAME OF COMPANY:
_____________________________________________________________________________

ADDRESS:

Street
_____________________________________________________________________________







_____________________________________________________________________________







City ________________________
State ________________
Zip Code _________________

(if applicable):
P. O. BOX _____________________
City ____________________
State ____________
Zip Code ______________

Name, telephone number, and address (if different from that listed above) of an employee to whom the Commission may

address inquiries and correspondence.

Name:  _______________________________________________
Title:  _____________________________________

Tel. No. (          ) _______________________________________
FAX No. (         ) ____________________________

(if different from above)
ADDRESS:

Street
_____________________________________________________________________________







_____________________________________________________________________________







City ________________________
State ________________
Zip Code _________________




	NOTE:
1. Failure to notify the Commission, in writing, as soon as possible when there is a change in the address(es) listed in the Application will subject the application and subsequent license to cancellation.

2. All applications for a license must be submitted on the Commission’s application form.  Additional sheets may be attached as necessary.




	SECTION II.  ATTORNEY/AGENT ADDRESS

If Applicant is a non-resident of Georgia, give name and address of an agent or attorney in this State upon whom process may be served in the event of a suit against applicant.

NAME OF FIRM:

_____________________________________________________________________________

ADDRESS:

Street
_____________________________________________________________________________







_____________________________________________________________________________







City _______________________
State _________________
Zip Code _________________

Name:  ____________________________________________
Title:  _______________________________________

Tel. No. (          ) _____________________________________
FAX No. (         ) _______________________________

SECTION III.  ORGANIZATION
1. Type of organization:  (Check one that applies.)

[   ]  Individual





[   ]  Corporation


[   ]  Partnership





[   ]  LLC (Limited Liability Company)


[   ]  Mutual or Cooperative (Inc./Uninc.)


[   ]  Other (Specify: _________________________)

2.
Nature of business.
__________________________________________________________________________

3. If a corporation, list the following information:


State and date of incorporation.

_____________________________________________________________


Name and address of principal officers:


OFFICERS:




ADDRESS:


____________________________________
______________________________________________________


(President)








______________________________________________________


____________________________________
______________________________________________________


(Vice President)








______________________________________________________


____________________________________
______________________________________________________


(Treasurer)








______________________________________________________


____________________________________
______________________________________________________


(Secretary)








______________________________________________________



	SECTION IV.  SERVICE OBSERVING
(For the following questions, additional sheets may be attached if necessary.)

1. Provide name, address and telephone number of the agency where telephone service observing equipment will be


installed and operated.


NAME OF COMPANY:
_________________________________________________________________________


ADDRESS:
Street
_________________________________________________________________________





_________________________________________________________________________





City _____________________
State _____________
Zip Code
___________________


List exact telephone number(s) equipped with telephone service observing equipment.


(1)
(_______)___________________________




(7)
(________)___________________________       


(2)
(_______)___________________________




(8)
(________)___________________________


(3)
(_______)___________________________




(9)
(________)___________________________


(4)
(_______)___________________________




(10)
(________)___________________________


(5)
(_______)___________________________


(11)
(________)___________________________


(6)
(_______)___________________________



(12)
(________)___________________________


List at least one telephone number whereby employees can make personal calls not subject to service observing.


_______________________________________

2.
Number of service observing positions.
_________________________

3.
Name and title of employees who will have access to service observing equipment positions.


(1)
___________________________________




(7)
___________________________________       


(2)
___________________________________




(8)
___________________________________


(3)
___________________________________




(9)
___________________________________


(4)
___________________________________




(10)
___________________________________


(5)
___________________________________


(11)
___________________________________


(6)
___________________________________



(12)
___________________________________

4.
Number of stations subject to observation.
______________________

5.
List vendor who will provide the telephone service observing equipment.


_____________________________________________________________________________________________


_____________________________________________________________________________________________

NOTE:
Repeat answers to questions 1 through 4 for each business location where telephone service observing 



equipment will be used.

	


	SECTION V.  DESCRIPTION
1. Provide a detailed description of the purpose for which this equipment will be used.


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


_____________________________________________________________________________________________


	SECTION VI.  AGREEMENT

OFFICER OR ATTORNEY:

NAME ________________________________________________
TITLE __________________________________

ADDRESS:
Street ______________________________________________________________________________



City ____________________________
State ____________________
Zip Code __________________



Tel. No. (          ) ______________________________________________

The applicant agrees to abide by all applicable laws under the Official Code of Georgia Annotated (O.C.G.A.), all applicable rules and regulations and any further amendments or supplements thereto of the Commission.

The applicant understands that the authority sought herein applies only to monitoring (not recording) of telephonic communications solely for the purpose of business service improvement.










_______________________________________












    SIGNATURE










_______________________________________












          DATE




	
Subscribed and sworn before me this


_______ day of _________________, 20 _____.


_______________________________________



          (NOTARY PUBLIC)


	(SEAL)


	GEORGIA

________________________________ County

Personally appeared before the undersigned, an officer duly authorized to administer oaths, _________ _____________________________________________, who first being duly sworn, deposes and says that he is ___________________________________________* applicant in this application; that he has read the same and knows the contents thereof, and that the statements made herein are true to the best of his knowledge and belief.

This Affidavit is made for the purpose of obtaining from the Georgia Public Service Commission a license for the employment and installation of service observing equipment to be furnished by the company listed in the application.











________________________________










  

     NAME OF AFFIANT 











________________________________













   DATE

(*)
If the applicant is a corporation, insert “president of the” or “secretary of the”.  If a firm or other partnership, 
insert “one of the general partners of the” or “managing partner of the”.




	
Subscribed and sworn before me this


_______ day of _________________, 20 _____.


_______________________________________



          (NOTARY PUBLIC)


	(SEAL)
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Georgia Public Service Commission
244 Washington Street, SW
Atlanta  Georgia 30334-5701
RULES AND REGULATIONS

FOR THE EMPLOYMENT AND USE OF

TELEPHONE SERVICE OBSERVING EQUIPMENT
RULE 1


515-8-1-.01 APPLICATION FOR LICENSE.  Every subscriber of any telephone company authorized to do business in this State desiring the employment and use of any equipment or device which is owned by the subscriber or furnished by a telephone company authorized to do business in this State under proper tariffs filed with and approved by the Georgia Public Service Commission, whichmay be attached to any telephonic equipment which permits the interception of telephonic communications solely for the purposes of business service improvement shall make application to the Georgia Public Service Commission for a license for the employment and installation of such equipment on the form prescribed by the Commission, and designated as “Application for Telephone Service Observing Equipment License” consisting of six pages.

RULE 2


515-8-1-.02 NOTICE OF HEARING.  Upon receipt of an application for a license on the form prescribed herein the Commission will designate a time and place for hearing.  The Commission will give notice thereof to the applicant at least ten days in advance of the date assigned for the hearing.  Upon approval of the application a license shall be issued in the form identified as “license to use service observing equipment”.

RULE 3


515-8-1-.03 LICENSE REVOKED FOR CAUSE.  A license shall be revoked by the Commission when it is established to the satisfaction of the Commission, after notice and hearing on an order to show cause against the holder of such license, that such equipment is being used in an unlawful manner contrary to the tariff applicable to such equipment, or in a manner contrary to the purposes and uses for which the license has been issued, or if it shall subsequently be discovered a material misrepresentation of fact shall have been made in applying for the license.  All other licenses shall be cancelled and revoked upon discontinuance of the use of such equipment, or upon surrender of such license to the Commission.

RULE 4


515-8-1-.04 LICENSE A PREREQUISITE FOR INSTALLATION OF EQUIPMENT.  Service observing equipment shall not be installed, provided or continued in service unless and until a license for the use of such equipment shall have been issued by the Commission.

RULE 5

515-8-1-.05 MUTUAL DUTIES OF USERS OF SERVICE OBSERVING EQUIPMENT AND TELEPHONE COMPANY ISSUING TELEPHONE DIRECTORIES.

(1)
It shall be the duty and obligation of any licensed user of service observing equipment to prominently display on every telephone instrument subject to service observing a notification to such effect.  Said notification shall be in the form of official gummed labels which will be issued by the Commission at the time a license is issued.  Failure to prominently display the notification at all times shall be cause for revocation of the license.  Holders of licenses for service observing equipment issued prior to the effective date of this Rule shall within thirty (30) days from said effective date obtain the requisite number of labels from the Commission and affix the same to those instruments which are subject to service observing.


(2)
It shall be the duty and obligation of any licensed user of Service Observing equipment to promptly notify the Commission of any changes in the status of its certification.  Such changes may include, but are not limited to: the discontinuance of the use of such equipment, changes in the specified list of telephone numbers subject to service observing, changes in the firm name or address and so forth.


(3)
Further, the Telephone Company shall, with future issuances of telephone directories published thirty (30) days form the effective date of this Order, affix a section symbol (§) in the margin adjacent to said firm or company telephone number listing licensed to have service observing equipment.  This section symbol shall make reference to the following paragraph contained in the general information of said directory:

“This Company or Firm has been licensed by the Georgia Public Service Commission to use service observing equipment pursuant to Georgia Code Annotated Section 16-11-65.”


(4)
All telephone companies shall have printed in a conspicuously accessible location within their directories a notice to the public that there is available without cost at the business office of the telephone company served by the directory a list of subscribers of such equipment which will be made available to any member of the general public requesting the same from such companies.


(5)
Provisions regarding the recording of telephone conversations are contained in the applicable state and federal statutes.  The Georgia Public Service Commission has no rules governing the recording of telephone conversations.


(6)
Any person violating any of the provisions of this Rule shall be guilty of a felony and upon conviction thereof, shall be punished by imprisonment in the penitentiary for not less than one nor more than five years, or a fine not to exceed $10,000, or both, pursuant to Georgia Annotated Section 16-11-69 (Georgia Laws (1968)).

GENERIC EXAMPLE

OF AN

ADDENDUM TO THE APPLICATION FOR

TELEPHONE SERVICE OBSERVING EQUIPMENT (TSOE) LICENSE
(NOTE TO APPLICANT:  Print Addendum on company letterhead)
Customer Notification of Telephone Observing Activity 


To provide appropriate notification to the Company’s customers, we will fully comply with Rule 5 of the Regulations for the Employment and Use of Telephone Service Observing Equipment which requires (1) on each telephone subject to service observing, the display of official gummed labels, and (2) in future telephone directories, the appropriate symbol in the margin next to the telephone number listing licensed to have service observing equipment.


Further, the Company agrees to notify the customer by (1) placing a recorded message to answer incoming calls which would state the following:

“In our effort to provide you quality service, the training of our service representatives includes random telephone service monitoring.”

and (2) including an insert in our bills, contracts, brochures, once a year mass mailing, etc. which is provided to all customers that states the following:

“To ensure our customers receive quality service, we randomly select phone calls for monitoring.  These calls, between our customers and employees, are evaluated by supervisors.  This is to guarantee that prompt, consistent assistance, and accurate information is delivered in a professional manner.  We have been properly licensed by the Georgia Public Service Commission to use such observing equipment.”

and (3) the Company will only observe phone calls that are incoming.  The Company will not observe any outgoing calls.  The monitoring equipment will not allow the Company to monitor outgoing phone calls.  It is restricted to specific incoming lines.

	NOTE TO APPLICANT:  If the Applicant plans to monitor out-going calls, the same or similar type message used for incoming calls must also be used for all out-going calls.  (See example below.)


and (4) the Company agrees to notify each employee that monitoring of outbound calls will occur and each employee will verbally warn the customer by stating the following:

“In our effort to provide you quality service, the training of service representatives includes random telephone service monitoring.”
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