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April, 2006

Dear Friends:

We are pleased to present the most recent revision of Rate Counsel’s Consumer

Assistance Handbook.    

As utility providers change, consumers face complex decisions when choosing their

suppliers of electric, natural gas, water, wastewater, cable and telecommunications

services.  These opportunities for change mean consumers must consider and

understand a great deal of information before they can make informed decisions.

To help you make these decisions, the Division of Rate Counsel has prepared this Consumer Assistance

Handbook providing specific information regarding your utility providers and information for you to

consider when selecting electric, natural gas or telecommunications providers and to help you to

understand why water, sewer and cable television rates have risen so rapidly in recent years.

In this Handbook you will also find your rights as a consumer and useful hints on what to do during

drought conditions, other weather emergencies that affect your energy and water services, financial

assistance programs and who to contact if you are having problems.  A glossary of terms in each subject

area is also provided as well as important contact numbers if you need assistance during emergencies.  

We hope this handbook will help you in making informed choices.  For more assistance, you can access

information about New Jersey’s essential services on Rate Counsel’s website at www.rpa.state.nj.us in

Spanish and English and can request materials from this office by e-mail or by US mail at the above

address.  

Please do not hesitate to contact us by mail or website if you have problems this Handbook does not

address.

We look forward to continue working with you in the future on behalf of the best interests of all state

ratepayers.

Sincerely,

Seema M. Singh, Esq.

State of New Jersey
DEPARTMENT OF THE PUBLIC ADVOCATE

DIVISION OF RATE COUNSEL

31 CLINTON STREET, 11TH FLOOR

P.O. BOX 46005
NEWARK, NJ 07101

JON S. CORZINE RONALD K. CHEN

Governor Public Advocate

SEEMA M. SINGH, ESQ.
Director

Tel: (973) 648-2690 • Fax: (973) 624-1047 • Fax: (973) 648-2193

http://www.rpa.state.nj.us     e-mail: njratepayer@rpa.state.nj.us

New Jersey Is An Equal Opportunity Employer
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INTRODUCTION

The Division of Rate Counsel developed this Consumer Bill of Rights in collaboration with the

National Association of State Consumer Advocates, whose members are advocates from other

states throughout the nation, to focus attention on the fundamental ratepayer rights that must be

protected — no matter what form utility deregulation or restructuring takes — so that

consumers will continue to receive safe, adequate, and reliable cable television, electric, natural

gas, telecommunications, water and wastewater services.  These essential services must be

available for all New Jersey ratepayers. 

The deregulation of the electric, natural gas and telecommunications marketplaces in New

Jersey and nationally means, among other things, that consumers may choose the companies

that supply their electric, natural gas and some telecommunications services.

Although competition is supposed to provide consumers lower rates, new technology and more

effective services, competition also raises unique consumer protection issues, including whether

providers have an obligation to serve low-income residents in dense urban markets or high cost

rural areas and how disputes between customers and their suppliers will be resolved.

Because these lifeline services are basic necessities for every New Jersey consumer of electric,

gas, telecommunications and water services, Rate Counsel continues to support consumer

protections including the Consumers Bill of Rights, on the following page.

NEW JERSEY

DIVISION OF RATE COUNSEL

CONSUMERCONSUMER BILLBILL OFOF RIGHTSRIGHTS

State of New Jersey

Division of Rate Counsel

Seema M. Singh

31 Clinton Street, 11th Floor

P.O. Box 46005

Newark, NJ 07101

Tel. (973) 648-2690

Fax (973) 624-1047 • (973) 648-2193

www.rpa.state.nj.us

njratepayer@rpa.state.nj.us
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CONSUMERCONSUMER BILLBILL OFOF RIGHTSRIGHTS

•        All consumers must have access to reliable, safe,

and affordable energy, telecommunications, and

water services.

• All consumers, including low-income

consumers, must be ensured affordable

energy, telecommunications and water

services through appropriate state and federal

policies.

•        All consumers must receive the benefits of

new services, technological advances,

improved efficiency and competitive prices.

•        All providers of electric, gas,

telecommunications and water services must

be required to hold licenses as a condition of

doing business in New Jersey, and

appropriate financial and operational bonds

or other requirements must be established

and enforced.

•        Standards for protecting consumers in matters

such as deposit and credit requirements,

service denials and terminations, and deferred

payment provisions must be applied to all

service providers. 

•        All consumers  must be protected from

anticompetitive practices of providers of

electric, gas and telecommunications services.

•        All consumers must be protected from price

increases resulting from inequitable cost

shifting.

•        Sufficient enforcement resources must be

provided to ensure that consumers receive the

benefits of this Bill of Rights.

•        All consumers must be protected from unfair,

deceptive, unconscionable and fraudulent

practices on the part of any provider of

electric, gas, or telecommunications services,

including practices such as slamming,

cramming, pyramid schemes, and deceptive

information regarding pricing and terms and

conditions of service.

•        All consumers must be given unbiased,

accurate, and understandable information

concerning the price and terms of service,

and in a form that allows simple price and

term comparisons.  This information must

include disclosures about the generation

resource mix, the environmental

characteristics of their energy purchases, and

the safety of potable water supplies.

•        All consumers are entitled to protection of

their privacy and must be protected from use

of their consumer records or payment history

without their express, informed consent.

•        All consumers must have access to an

independent administrative process that

provides a simple, quick, and effective means

of resolving complaints about service and

bills from all utility service providers.

•        Standards must be established to ensure

quality safe service, so that all consumers

receive quality service, including high levels

of customer services.
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TELECOMMUNICATIONS SERVICES

I.  INTRODUCTION

The intent of the Federal Telecommunications Act of 1996 (Federal Act)

was to open all telecommunications markets to competition so that

consumers could enjoy the benefits of increased choices, reduced prices,

expanded services, and enhanced technology and innovation.  This new

telecommunications market is described in several sections of the Federal

Act which significantly altered the legal and regulatory framework

governing the marketplace for local exchange telecommunications

services.  Throughout the country, before the passage of the Federal Act,

each local market was served by one local exchange carrier, or LEC.  In

New Jersey that was Bell Atlantic (now Verizon) or United Telephone depending on the part of

the state in which you lived.

The Act and the regulations established by the

Federal Communications Commission (FCC),

is implemented in New Jersey by the Board of

Public Utilities.  It was intended to eliminate

prior statutory, regulatory, and economic

barriers to competition which had resulted in a

virtual monopoly by LECs in their respective

markets.  Congress envisioned competition in

the local telephone market developing in three

ways: through (1) facilities-based competition:

construction of new networks by competing

carriers; (2) unbundled network elements, or

UNEs:  the ability of competitors to purchase

elements of the incumbent’s network and

combine them with their own facilities; and (3)

resale of existing LEC services.  

But as this Handbook is being prepared in

2006, the hope that New Jersey would be open

for residential and small business

telecommunications competition has grown

dim.  The FCC and Department of Justice

approval of the mergers of SBC/AT&T and

Verizon/MCI has all but eliminated any hope

for mass market competition.  In 2005, several

other FCC decisions continued to undermine

the regulatory role of the states.  The

reclassification of Digital Subscriber Lines

(DSL) from a telecommunications service to an

information service, the reopening of a public

comment period on petitions for declaratory

rulings calling for federal preemption of state

Do Not Call legislation, and the classification

of Voice over Internet Protocol (“VoIP”) service

as an interstate service not subject to state

regulation has many states, including New

Jersey, very concerned. 

Rate Counsel supports telecommunications

competition in New Jersey.  We believe that

vigorous competition holds the best prospects

for providing the greatest benefits to New

Jersey’s economy as well as to all New Jersey’s

consumers of telecommunications services.

Since New Jersey has the highest population

density of all the states in the nation, New

Jersey should be among the lowest cost

jurisdictions for delivery of network services of

all kinds, including telecommunications.  

In every telecommunications proceeding, Rate

Counsel’s efforts on behalf of the state’s

ratepayers seek to ensure that the prices

charged by carriers to consumers as well as

competing carriers wishing to interconnect

their networks, reflect the inherent economies

of providing telecommunications in a high

population density environment.  It is our

firmly held position that competitive pricing

and advanced technology will encourage

businesses, large and small, to remain in the

state and to consider relocation in New Jersey

while low income, retired persons, and others

on limited incomes should not be excluded

from access to the sophisticated technology

essential to educational and economic success

now and in the future.
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II.  SMART CHOICES FOR SMART CONSUMERS:

SHOPPING FOR LOCAL TOLL AND LONG DISTANCE CALL PLANS

New Jersey residents can save money on their monthly phone bills by being careful about

choosing local toll call and long distance carriers to serve their calling needs. Changes in the

law now allow different companies to offer subscribers local toll and long distance telephone

services.  To obtain the benefits of competition in toll and long distance services, consumers

need accurate and detailed information concerning the call options available to them.

Telephone bills for local, toll, and long distance service  are often

prepared by your local service provider. These bills contain charges for

local service, and may include charges for long-distance service

(provided by your long-distance carrier, which may be a separate entity)

as well as various charges for collect calls, calling

card charges, 900 charges, plus taxes and fees

established by the federal government at the same

time. Some long distance carriers like AT&T directly

bill their customers, so that you may receive a

separate bill for your long distance service.

The local service charge covers services provided by your local

telephone company. These charges include basic service fees for

standard, local telephone service, and may also include additional

charges for optional features, such as call-waiting or voice-mail. Toll

charges are for calls that go outside the local calling area, but do not

cover enough distance to be classified as “long-distance.” New Jersey

has relatively small local calling areas, therefore, many of your calls

may be billed as regional toll calls. Long distance calls are those carried

by your long-distance, or inter-exchange carrier.

A local toll call is a phone call that doesn’t cover enough distance to be

a long distance call, but that travels too far to be a local call.  Your local

telephone company used to be the only carrier allowed to handle your

local toll calls but changes in the law now allow you to choose a local

toll call provider in the same way that you choose a long distance

provider. Consumers can now also choose two different toll carriers;

one for their local toll calls and another for their long distance calls.

But, this added choice makes selecting the right carriers even more

important.

One way to save money on local toll and long distance service may be

to enroll in a calling plan.   There are many calling plans to choose

from. While phone companies provide that information, it can be

confusing to make comparisons among their rate plans. [For contact

information for incumbent local exchange carriers doing business

in New Jersey, see page A - 16.]

How to choose the
right calling plan.

Components of your

telephone bill:  what

are all these charges?

What is a local toll

call? 
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How to decide

whether to switch

carriers.

Before selecting a carrier, determine your local toll call and long

distance calling habits by closely examining your monthly phone bill

and answering the following questions.

•   How many local toll and/or long distance calls were made
each month?

• On average how long was each call?

•    What days of the week and times of day were these calls
made?

•    What rate per minute is currently being charged for local
toll and long distance calls?

• Is there a flat monthly fee, or is there a minimum spending
limit?

Request written information from local toll or long distance providers

so you can compare their rates and available calling plans to determine

which plan best suits your needs. Some carriers may offer discounts if

they provide both local toll and long distance service.

For more information on long distance rate plans, Consumer Action, a

non-profit advocacy and education organization, offers a free guide to

long distance calling plans. Send your request to:

Consumer Action

116 New Montgomery Street, Suite 223

San Francisco, California 94105

Carefully review the information you have collected to determine

whether you will save money if you choose other local toll or long

distance carriers.  Here are some questions to consider before you

change:

•    What are the available rate plans?

•    Which rate plan is best given the volume of calls made and

calling patterns?

•    How does your present company measure the length of a

phone call for billing purposes?  Does it bill by the minute?

Every six seconds? Every second?  What about the other

plans?

•    Does your present company charge more for the first

minute?  What about the other plans?

•    Are there any monthly charges associated with your plan?

How to get

information.
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What other charges
may be on your

phone bill?

What about the other plans?

•    Does your company offer flat rate plans (one rate for

unlimited calls) or measured service (additional charge for

calls exceeding a set limit)?

If you’re unsure about switching your present local toll or long distance

carrier, you may want to try one of those access code, or “dial-around”

plans — the seven-digit numbers you’ve seen advertised on TV and on

those stickers you receive in the mail. To use these plans, you simply

dial a seven digit access code before dialing a telephone number. The

access code allows you to place a call using another carrier besides your

presubscribed long distance carrier.  But, even though some of these

plans promise that their rates are lower than your present long

distance carrier, before you try them, you should request written

information about these plans to determine if you actually will pay

less. In many cases, the dial around plans advertised compare their own

rates to the highest available rates offered by long distance carriers. In

fact, long distance carriers may offer one-rate plans or calling plans that

charge significantly less.  For example, the dial around services may

also charge you an additional monthly fee the first time you access the

dial-around service (even if you only use their service for that single

call).

Telephone bills often include federally-mandated charges such as the

Federal Universal Service Fund (USF), and Subscriber Line Charge

(SLC).

What about “dial

around” plans?

Federal Universal Service Fund (USF)

The USF is a federally-mandated and administered fund that is distributed to local

telephone companies to provide affordable telephone service to some consumers:  for

example, those with low incomes, those living in high cost areas, to schools and

libraries, and rural health care providers.  These carriers incorporate these funds into

their revenue pool, and are thereby able to reduce the monthly service fees that their subscribers

pay.  The USF seeks to ensure that phone service is available and affordable for all

subscribers, ensuring telephone connectivity throughout the nation.

Subscriber Line Charges (SLC)

The revenue from the SLC is distributed to local telephone companies. The SLC is a creation of

the federal government and is not a tax. The charge is intended to pay for the cost of the local

telephone network that is connected to your home or business. According to federal regulations,

the SLC cannot exceed $5.00 for a primary residential line. For a secondary line, i.e., any second

line installed at a residential address, regardless of whose name the line is billed under, the SLC

can be as much as $7.00. For businesses, the maximum SLC for a primary line is $5.00; the

maximum SLC for a multi-line business line is $9.20 per line. The maximum monthly charge for

each primary residential, and single-line business subscriber increased to $6.00 as of July 1, 2002

and to $6.50 as of July 1, 2003.
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(Examine Your Old
Telephone Bills to Save

Money - Before you can

comparison shop, you

need to know how much

you currently spend on phone service, whom

you call most often and when you call them.

Check your last phone bill (or, better yet, your

last three phone bills). Look for the plan that

gives you the best rates at the times you usually

make most of your calls.

(Always Ask If There’s a Better Deal - The
calling plan being promoted by long distance

or local toll call telephone companies may

not be the cheapest plan.  Always ask what

other plans are available at lower rates.

(Every Second Does Count - It is very
important to check out what increments of

time a company uses to bill. All phone

companies charge based on the duration of

your phone call, but they don’t all tell time

the same way. Some companies will bill you

by the minute; others will charge in smaller

increments, such as six seconds.  If you

make a large number of very short calls,

whole-minute billing may eat away at any

low rate offered. This seemingly small

item...billing time increments... can make a

big difference over the course of a year’s

worth of phone bills.

(Know Your Calling Patterns - Many plans
charge based on the time of day that you

place the call or whether the call is placed on

a week-day or weekend. If you make calls at

various times of the day and week, it’s hard

to beat the plans that offer a single flat rate so

that the rate is the same no matter what time

you call.

(Define Off-peak Hours - If you do choose
a phone plan that charges based on whether

the call is made during on-peak or off-peak

hours, make sure you know when off-peak

hours begin. In the past, long distance

III.  SHOPPING TIPS FOR THE INFORMED PHONE CUSTOMER

companies charged “evening” rates for calls

made between 5 p.m. and 11 p.m. while

“night rates” started at 11 p.m. But, no

longer.  Your rates will either be “peak” like

the old higher “day rates,” or “off-peak.”

These lower rate “off peak” hours may not

begin until 7 p.m.

(Don’t Make Assumptions - Your current
long distance or local toll call company may

be offering new, low rates to attract new

customers. Don’t assume you’ll

automatically be getting this new deal. You

need to call the company and request the

lowest rate available.

(The More Things Change - Keep in mind
that rates are always changing.  Shop around

periodically for lower rate offerings and

watch for special promotions.

(What Have You Done For Me Lately?

Carriers may charge a switching fee per

phone line every time you change your local

toll call or long distance provider. (That

means a separate charge for switching to a

new local toll provider or long distance

provider). Ask your new provider to pay that

switching charge (or PIC charge) to your

local phone company.  For that matter, if

your new calling plan includes a monthly

fee, ask for the fee to be waived.

(Don’t Feel Pressured - An “average”
consumer spends hundreds - and sometimes,

thousands annually for local, local toll, and

long distance services. Treat telephone

service as you would any other major

purchase, and take the time to make an

informed decision. If you are not sure you

want to switch companies, state clearly that

you are interested only in receiving

information.

Request all

information

in writing!
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IV.  HAS YOUR AREA CODE CHANGED?

In the last ten years, the number of area codes in New Jersey has more

than doubled from three (201, 609, 908) to a current total of seven!

However, the introduction of these new area codes does not — and

should not — affect consumer’s rates.

•    Between 1997-1999, three new area codes were added in New

Jersey: (973, 732, 856). The introduction of these new area

codes were implemented by a method known as a “geographic

split”, in which the existing geographic areas were split in two

to create a new area code.  Customers in the new geographic

areas were assigned the new area codes, and were required to

change their area codes. 

•    In March 2001, the Board of Public Utilities approved three new

area codes in the existing geographic areas covered by 201, 973,

and 732. These new area codes: (551, 862 and 848)  were

implemented through a method, called an “overlay” in which

the new area code is added to the existing geographic area.

These geographic areas now have two area codes, and new

numbers use the new area codes, as noted on the map.

201 / 551

973 / 862

732 / 848

•    With the introduction of these new “overlay” area codes, “ten-

digit dialing” was introduced.  Prior to the area code changes,

when your friend had the same area code as you, all you had to

do was dial the seven-digit number to call. But now, if you live

in one of the geographic areas where a new “overlay” area code

was implemented  you must dial all 10 digit telephone numbers,

including an area code for every call you make.  Even if you’re

dialing across the street, or next door, you must dial all ten-

digits of the number you are calling for every call.  But, even

though you dial more digits, it should not affect the charge for

the call.

•    Rates for telephone calls, whether they are local, local toll or

long distance, are determined primarily by distance, not by

whether consumers make calls outside their area codes.

Therefore, even though your friend used to have the same area

code as you but now has a different area code, there is no change

in the distance of the call and there should be no change in the

charge for the call.

What is the effect of

new area codes on

consumers? 
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V.  CONSUMER RIGHTS AND FINANCIAL ASSISTANCE PROGRAMS

Telephone Disconnection

If you do not pay your telephone bill in full, your service can be disconnected. However, while

you have a responsibility to pay your telephone bill in a timely fashion, your local telephone

provider also has responsibilities to you, such as providing you proper notice of its’ intention to

discontinue your service and offering you an opportunity to submit payment.

Here are some important rights affecting telephone disconnection.

n A notice of disconnection must require payment at least 15 days after the date postmarked
on the envelope containing the disconnect notice.

n As long as your payment is received within two full business days of the due date printed
on the bill, your payment shall be considered “on time” by your carrier.

n If you have not paid your bill in a timely manner, the carrier may
discontinue service.  However, it must provide at least 10 days

written notice of its intention to discontinue. This notice cannot

be served until the 15 day period for payment has ended.

n A new notice is required every time a carrier intends to discontinue
service for non-payment except when, in response to a notice for

disconnection, a customer submits a  check for “insufficient funds”.

n Your telephone carrier must make good faith efforts to determine which residential
customers in danger of being disconnected are over the age of 65 and must make good

faith efforts to notify these customers by telephone as well as by mail.

n Any notice of disconnection must include the following information:

t A statement that the carrier is subject to
the jurisdiction of the Board of Public
Utilities, and provide the Board of
Public Utilities’ telephone number;

t A statement that in the event the customer
is unable to pay the bill or wishes to
contest the bill the customer should
contact the carrier and provide a
telephone number or address to contact;

t A statement that if the customer is
unable to pay the entire bill, he may
contact the carrier to discuss the
possibility of entering a deferred
payment program;

t The carrier must make a good faith
effort to offer a deferred payment
program, and may not require more
than 25% of the amount due as a down
payment;

t If customers’ financial circumstances
change significantly due to factors
beyond their control, the carrier must
renegotiate or amend the deferred
payment program;

t Any deferred payment program that
will last longer than two months must
be in writing;

t If customers do not make their deferred
payments on schedule, the carrier can
disconnect service after providing
proper notice;

t Current rules now allow consumers to
maintain local telephone service even
if the non-local telephone bill has not
been paid, provided the cost of local
service has been paid.
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Telephone Bill Assistance Programs

Lifeline and Link-Up

Federal assistance programs are available from the state’s three local telephone providers

(Verizon New Jersey, Sprint/United and Warwick Valley) for residential subscribers who

qualify. These programs include the Lifeline Assistance Program, offering reductions in the

bill for monthly telephone service and Link-Up, offering reductions in charges to obtain

service.

What is Lifeline? Lifeline is a federally funded program which helps residential

consumers needing financial assistance to maintain monthly telephone

service at a reduced rate.  Services include:

•     Credits on your monthly telephone bill ranging from $5.25 to

$7.00, depending on your local telephone service provider. The

credit represents a waiver of the federal subscriber line charge

and/or monthly service charge for residential telephone service.

•     Access to 911 emergency operators.  

•     Access to toll free 800/888/877 Services.

•     Access to Directory Assistance Services.

•     Free Toll Restriction Options.

•     Access to certain privacy services, such as Call Trace, Call

Block and Caller ID which must be separately purchased.

Other optional services, such as three-way calling and call

waiting are not permitted under the lifeline program.

Types of calling plans available under the Lifeline program will

vary based upon the offerings of your local telephone service

provider.  Verizon-New Jersey Lifeline customers are now

permitted to use its Lifeline Credit for unlimited flat rate service. 

As a result of the Board of Public Utilities’ approval of a new

Alternative Plan of Regulation for Verizon New Jersey (PAR-2) in

2003, eligible participants began to be automatically enrolled in

Lifeline. (See the eligibility criteria for Lifeline on the following

page)
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How do I qualify for
Lifeline and Link-

Up?

Link-Up is a federally funded program which helps consumers who

need financial assistance to obtain new telephone service.  Link-Up

provides financial support for the one-time cost of becoming connected

to the network. For consumers eligible for Lifeline service, the Link-Up

program provides:

•     A reduction of the up-front service connection charge equal to

one half of such charges or $30 (whichever is less).

•     An interest-free deferred payment plan for service connection

charges which can not exceed $200.

To be eligible for these programs, you must be a current participant in

one of the following New Jersey State programs:

•     Food Stamp Program

•     General Assistance (GA)

•     Home Energy Assistance Program (LIHEAP/HEAP)

•     Lifeline Utility Credit/Tenants Lifeline Assistance

•     Pharmaceutical Assistance to the Aged and Disabled 

(PAAD)

•     Supplemental Security Income (SSI) 

•     Medicaid

•     Temporary Assistance to Needy Families/Work First

New Jersey (TANF/WFNJ)

Special Notes on Qualifying for Lifeline and Link-UP

For seniors to be dependents for Federal Income Tax purposes, they must be sixty years of

age or older.

Sprint/United Telephone Company also allows applicants who are able to provide proof of

income at or below the annual United States Census Poverty Level Guidelines to qualify for

these assistance programs. Applicants who wish to be certified for Lifeline pursuant to the

low-income option must provide the company one of the following:

( Currently filed State Income Tax Form

( Currently filed Federal Income Tax Form, or 

( Equivalent documentation as defined by United Telephone.

What is Link-Up?
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How do I apply? Contact your local telephone provider to obtain an application for

Lifeline or Link-Up. Customers must complete an application form that

verifies their receipt of benefits. Contact the local or state agency that

administers the assistance that qualifies you for Lifeline or Link-Up

benefits, such as your Municipal or County Welfare Offices, the New

Jersey Department of Human Services, or the New Jersey Department

of Health and Senior Services to complete the portion of the form that

verifies you are receiving benefits. Contact your local telephone service

provider after you have completed the form to arrange for Lifeline and

Link-Up service.

VI.  TELECOMMUNICATIONS SERVICES FOR THE DEAF

What is TRS? TRS enables people with hearing or speech disabilities to conduct

telephone conversations with others, whether or not they have hearing

or speech disabilities. Persons with hearing disabilities use a device that

operates as a text telephone (TTYs), by typing in text that is sent out

over regular phone lines. The text is directed to hearing persons who

serve as communications assistants (CA) at a “relay center”.  They read

the text and relay the content of calls by human voice to hearing persons

at the receiving end of the call. For example, a TTY user may telephone

a voice user by calling a relay center, where a CA will place the call to

the voice user. Once connected, the CA relays the conversation between

the two parties by reading the caller’s typed messages aloud to the

hearing person receiving the call, and typing in the response of the

hearing person, which is in turn transmitted to the hearing disabled

caller as written text through the TTY. 

TRS can also be used by hearing persons wishing to place calls to

those with hearing disabilities.  TRS is available 24 hours a day, 7

days a week and can be accessed by simply dialing 711.

As a result of the passage of the Federal Americans with Disabilities Act (ADA), all states are

required to provide Telecommunications Relay Service (TRS), which gives people who are deaf,

hard of hearing, or speech impaired the ability to communicate with others using

telecommunications network services for the deaf (TRS).
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VII.  BEWARE OF TELEMARKETING FRAUD

Slamming and Cramming

Slamming and cramming cause many consumer complaints before state

and federal authorities. “Slamming” refers to the unauthorized

switching of a customer’s long-distance carrier.  Although the federal

government has established guidelines for long-distance carrier

switches, the use of “fine print” and other deceptive devices are often used

by unscrupulous carriers in violation of the law to sign up additional

customers. The Federal Communications Commission (FCC) has passed slamming rules that

enable customers to seek relief without filing a complaint with the FCC. Instead, customers are

directed to call their local and long-distance service providers, and the long-distance carrier which

“slammed” them.  Customers are not required to pay any charges incurred for the first 30 days

after the unauthorized switch. If a customer pays any charges, the “slamming” carrier is required

to forward that payment to the original long-distance provider, which is in turn obligated to refund

the customer any amount paid in excess of charges that would have been incurred had service with

the original provider been maintained.

IF YOU HAVE BEEN SLAMMED:

( Call your local telephone company and report that you have been slammed.
Ask to be reconnected to your originally-selected long-distance carrier, and

request that all “change of service provider charges” be taken off your bill.

( Call your original long-distance provider and report the slam. Ask to be
reconnected. The long-distance carrier will generally not charge for this

switch.

( Call the carrier that slammed you and instruct that all charges incurred during
the first 30 days of “slammed” service must be removed from your bill. Any

other charges should be reduced to the amount that would have been charged

by your original carrier.

If you are not able to resolve complaints with the company that slammed you, you can file a

complaint with the FCC:

Federal Communications Commission

Consumer and Governmental Affairs

Attn:   Bureau of Consumer Complaints

Washington, DC, 20554 (Each federal agency in Washington, DC, 

has its own zip code; therefore, a street address is not necessary.)

Telephone: (888) 225-5322         Fax: (866) 418-0232

Complaints can also be filed over the Internet via the FCC’s web site at

www.fcc.gov/ccb/enforcement.
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“Cramming” refers to billing telephone subscribers for unauthorized services, or for services

that were not provided.  Frequently, “crammed” charges are not fully explained, and the entities

providing those services are not clearly identified.  Consumers are urged to review their telephone

bills carefully, to look for charges identified only as “service charge,” “membership,” “calling

plan,” “other fees,” “service fee,” or similarly vague terms. Cramming may occur either

intentionally, or unintentionally. In either event, customers should contact their local telephone

company, and the company that billed for the service. Customers, when reviewing bills, should

look for services or provider names that they do not recognize. Although a “cram” charge may be

relatively small, the $2.00 you may not notice can add up for the “crammer” who wrongfully

assesses the charge on thousands of customers.

How to Complain

Make sure you keep copies of all written complaints whether by hard copy or by e-mail and

the dates and name of persons spoken with if you call.

Complaints regarding cramming of in-state services or charges can be filed with the New

Jersey Board of Public Utilities, at (800) 624-0241 or on their web site,

www.bpu.state.nj.us/home/SlammingComplaint.shtml.

Complaints can also be filed in person or by letter to their offices:

New Jersey Board of Public Utilities

Division of Customer Assistance

2 Gateway Center, 8th Floor

Newark, NJ 07102

Complaints about charges for interstate or international telephone-

related services should be directed to the FCC:

Federal Communications Commission,

Common Carrier Bureau, Consumer Complaints

Mail Stop Code 1600A2

Washington, DC 20554

Complaints about non-telephone, “content”-related services (such as psychic lines or dial-a-

joke) can be filed with the Federal Trade Commission (FTC). Information on filing a complaint

can be obtained from the FTC either on the Internet at www.ftc.gov, by calling (202) 326-3128,

or by writing the FTC:

Federal Trade Commission

Public Reference Branch, Drop H240

Washington, DC, 20580
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VIII.  TELEMARKETING:  HOW TO PROTECT YOURSELF FROM 

UNWANTED TELEPHONE SOLICITATIONS

Want to stop your dinner being interrupted by telemarketers asking you to change your phone

company, buy life insurance or subscribe to a magazine?  Do you wonder how

a company obtained your name and number, whether their solicitation is legal

and what you can do to limit the number of telephone solicitations you receive?  

In May, 2003, the Governor signed legislation establishing the New Jersey Do

Not Call law that allows the New Jersey Division of Consumer Affairs to keep

tabs on the activities of telemarketers operating in the state and arms the Division with strong

enforcement powers.  Any individual who has signed up for the federal registry is automatically

placed on the State’s list and is covered under the law.

As of July 1, 2003, the federal “Do Not Call Registry” is available.  You can register on the

Internet at https://www.donotcall.gov/default.aspx On the home page, click on “Register a Phone

Number”.  You can also register by calling (888) 382-1222.  The hearing impaired should contact

(866) 290-4236.

Are the telemarketers

breaking the law?

Often, telemarketers purchase names, addresses, telephone numbers

and other personal information from companies, such as credit card

companies and magazine publishers, to whom customers have given

personal information. 

Sometimes, sales organizations call telephone numbers in numerical

order (973) 555-1000, 1001, etc., and do not know the names of the

persons called.

An unlisted telephone number can be obtained from a directory

assistance operator but a non-published number should be obtained

from directory assistance.

There are federal and state laws which limit how and when

telemarketers may contact you. These laws also protect your rights to

limit unwanted telemarketing solicitations.  Make sure you know your

rights so that you can enjoy the consumer protection you are entitled to.

( Telephone solicitations are only permitted between 8 am and
9pm.

( Federal law requires a person making telephone solicitation to
state the name of the individual caller, the name of the entity

on whose behalf the call is being made and a telephone

number or address at which that person or entity may be

contacted.

( Solicitations from a computerized or artificial voice are
generally prohibited except when the call is made by a non-

commercial tax-exempt entity or when the message does not

contain an unsolicited advertisement.

 

How do telemarketers
get telephone

numbers?
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How can we limit

telemarketing calls to

our homes?

Do not give your personal information to commercial entities unless

you are required to do so. If you do not want your personal information

to be given out, send a request in writing to the company or individual

telling them not give or sell your name and personal information to

others. Ask for confirmation of your request in writing as well.

When you receive a telephone solicitation, tell the caller that you wish

to be added to his “Do Not Call” list and that you do not want to receive

any further solicitations from that person or entity. The FCC requires

callers to maintain a list and honor your request for ten years. 

Some of these limitations may not apply to tax-exempt non-profit

organizations. They may also not apply to calls made to a business

telephone number.

Verizon New Jersey sells a service, for a fee over and above the fee

for Caller I.D., that permits a customer to block certain calls. 

Write the Direct Marketing Association and let them know that you

want to be removed from telemarketers lists. Make sure to include your

name, telephone number and address. The Direct Marketing

Association advises telemarketers that you do not wish to receive

telephone solicitations. While this may not end telemarketing calls

completely, it can cut down on the number of calls you receive.  The

Direct Marketing Association can be reached at the following address:

Telephone Preference Service

Direct Marketing Association

P.O. Box 9014

Farmingdale, New York 11735-9014

If you believe your rights have been violated, or if you have

questions about telephone solicitations, contact:

National Do Not Call Registry

Attn: DNC Program Manager

Federal Trade Commission

600 Pennsylvania Avenue, N.W.

Washington, DC 20580

www.donotcall.gov
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IX.  TELECOMMUNICATIONS COMPANIES 

DOING BUSINESS IN NEW JERSEY

Listed below are some of the telecommunications companies doing business in New Jersey.  A

more extensive list of Local Service Providers that have received authority to provide service

in New Jersey is available on the internet at: 

http://www.bpu.state.nj.us/home/Tel_LocalExchangeCarriers.shtml.  

PROVIDER PRESIDENT/CEO CONTACT INFORMATION

Sprint Tim Donahue 2001 Edmund Halley Dr.

Reston, VA 20191

(703) 433-4000

(866) 839-5838

http://www.sprint.com/contactus/

SBC Edward E. Whitacre Jr., 175 E. Houston

P.O. Box 2933

San Antonio, TX 78299-2933

(800) 222-0300

http://www.consumer.att.com/contact/

Verizon New Jersey Dennis Bone 540 Broad Street

Newark, NJ 07101

(800) 427-9977

http://www22.verizon.com/customerSupport/contactus/contacts/

Warwick Valley Herbert Gareiss, Jr. 47 Main Street 

Telephone Company PO Box 592

d/b/a WVT Communications Warwick, NY 10990 

Customer Service (NJ): (973) 764-8080 

(out of area): (800) 952-7642 

www.wvtc.com
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X.  TELECOMMUNICATIONS GLOSSARY

Access: Electronic connection to a telecommunications network. The ability of a user to enter

the network.

Access Charge: Cost associated with connecting to a network. Local Exchange Carriers

(LECs) collect access charges from both customers and long distance companies.

Access Line: The circuit that connects the calling party’s location with a switching center.

Area of Service (“AOS”): The geographical area supported by a communication service.

Base Rate: The non-discounted “per minute” charge for Measured Service.

Bell Operating Company (“BOC”): The local (or regional) telephone company that owns

and operates lines to customer locations and Class 5 Central Office Switches.  BOC may refer

to the 22 local telephone companies providing local service to a large portion of the U.S. Each

BOC is owned by one of the seven RHCs (Regional Holding Companies) (not including

Cincinnati Bell or Southern New England Telephone), which were created as a result of the

1982 divestiture of AT&T.

Billing Account Number (“BAN”): Used by telephone companies to designate a customer or

customer location that will be billed.  A single customer can have multiple billing accounts.

Blocking: A process that prevents certain types of calls to or from customer premise

equipment, keeping users from accessing alternate networks or completing any non-billable

calls. 

Board of Public Utilities: Regulatory body that regulates utilities in the State of New Jersey.

Billing Telephone Number (“ BTN”): The phone number associated, for billing purposes,

with the working phone number.

Call: A completed switched communication (at a specified bandwidth) between two stations

on a network.  A call is originated by a “calling party”, “calling station” or “caller”.  The

destination or termination of a call is the “called party,” “called station(s),” or “destination

node” on the network.

Call Duration: The period of time that begins with Answer Supervision (destination off hook)

and ends when the call is terminated.

Called Station - Also known as Called Party Destination Node on the Network: The

telephone number to which a call is directed or terminated.

Calling Card: A telecommunications credit card with an authorization code for using a long

distance carrier when customers are away from their homes or offices.
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Carrier: Originally  a long distance company that leases the facilities to carry a call; the term

is now used to describe companies that resell other services without leasing facilities.

Central Office (“CO”): A facility of a telecommunications common carrier where calls are

switched. 

Centrex: A telephone company service that uses central office switching to route internal calls

from one extension to another, to route incoming phone calls directly to the appropriate

extension, and to handle direct dialing of outbound calls.  Centrex uses a separate dedicated line

between each telephone at the customer premises and the switch at the central office.

Circuit: A switched or dedicated communications path with a specified bandwidth

(transmission speed/capacity).

Division of Rate Counsel: State agency which represents and protects the interests of all utility

customers, including residential, business, commercial and industrial, whenever utility

companies in New Jersey seek changes in the delivery of services and how much they charge

for natural gas, electric, water, wastewater, telecommunications or cable TV services.

Fiber-Optics: A means for transmitting digital information (voice, video, data) over high

purity, hair-thin fibers of glass in the form of digital signals. Bandwidth capacity of fiber optic

cable is much greater than that of conventional cable or copper wire.

Frequency: The number of cycles per second of a electromagnetic transmission, usually

described in hertz. Generally, high frequency transmissions can carry more information at

greater speeds than low frequency transmissions.

Hub: A point or piece of equipment where a branch of a multi-point network is connected. In

a telegraph network, signals appear as DC pulses at the hub.  A network may have a number of

geographically distributed hubs or bridging points.

ILEC: Incumbent Local Exchange Carrier. The traditional monopoly provider of local

telephone service.

Interexchange Carrier: A company providing long-distance phone service.

InterLATA Calling:  Communication between Local Access Transport Areas (“LATAs”).

New Jersey currently has three LATAs.  Phone calls between LATAs are long distance phone

calls.

IntraLATA Calling: Communication within a LATA.  Phone calls within a LATA but beyond

a party’s local calling area are defined as local or regional toll calls.

ISDN: Integrated Services Digital Network. A technology that digitally enhances regular

telephone lines to provide users much faster data connections and simultaneous transmission of

both voice and data.  

IXC: Interexchange Carrier.  A company that provides long-distance service.
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LATA: Local Access Transport Area. Geographic region set up to differentiate local and long

distance calls; the area where a local exchange carrier provides local and regional toll call

service, and access to long distance carriers for InterLATA service. 

LEC: Local Exchange Carrier. The local or regional telephone company that owns and

operates lines to customer locations.

Municipal Utility: A utility owned by the city.  The Board of Public Utilities does not have

jurisdiction to regulate matters dealing with municipal utilities, unless they service more than

1,000 customers outside of their geographic boundaries.

POTS: Plain Old Telephone Service. Basic voice phone service.

Public Utility: Privately owned business entity, subject to government regulation  that

provides to the public an essential commodity or service, such as water, electricity,

transportation and telecommunications services.

Rates and Tariffs: Standards published by telecommunications companies that define service

availability, cost, and provisioning procedures.

Regulation: A rule or law established by the federal or state government which establishes the

procedures that a utility must follow.

Switch: A device that routes a call by selecting the paths or circuits to be used for transmission

of information and establishing a connection.

Switching: Process of routing communications traffic from a sender to the correct receiver

(e.g. telephone switchboard)

Unbundling: This is the separation of the packaged service offerings that make up traditional

utility service into basic components and offering each component separately with separate

rates for each component.
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CABLE TELEVISION

I.  INTRODUCTION

Escalating cable rates and the lack of competition in the provision of cable television services

frustrate consumers in New Jersey and nationally.   It is important to remember that

starting in 1999 the federal government decided to deregulate cable rates and services

leaving New Jersey regulators, Rate Counsel and legislators with limited authority to control

rate increases.

New Jersey is one of the few states in the nation that still takes an active role in the regulation

of cable television.  In addition to local municipal review of franchises and service

obligations, Rate Counsel is an active participant in Board of Public Utility review of cable

television rate filings for basic service.  

What controls does

New Jersey retain

over cable rates for

basic service?

When Congress deregulated the cable industry in the

Telecommunications Act of 1996 (“Federal Act”), it assumed that the

deregulated marketplace would encourage competition.  The theory

was, that competition would require cable operators to be more

innovative and pro-consumer to maintain their market share.  In this

way, Congress anticipated that consumers would benefit from lower

rates and new and innovative services.

Congress divided authority over cable television rates and services

between the federal and state governments.  In New Jersey, the Board

of Public Utilities, as local franchise authority, regulates rates for basic

service.  Basic service includes, at a minimum, local broadcast signals,

public, educational and governmental access channels and charges for

equipment necessary to provide service.  The Federal Communication

Commission (“FCC”) regulates the cable service programming tier

(“CPST”).  The CPST includes other tiers of programming -- such as

the Discovery Channel, ESPN and Nickelodeon -- but it does not

regulate premium channel offerings, such as HBO or Cinemax, or per-

program offerings, such as Pay-Per-View.  These premium channel

offerings have never been subject to regulation.

In New Jersey, the local franchise authority is the BPU and cable

operators may petition the Board for rate increases by filing FCC forms

which are then reviewed by the Board and Ratepayer Advocate.   The

Board and the FCC have authority to regulate a cable company’s basic

rates only.  When cable operators petition the Board of Public Utilities

for basic rate increases, Rate Counsel closely reviews the requests and

questions cable operators to determine if they are requesting

unreasonable or unjustifiable rate increases.  Often, Rate Counsel

II.  REGULATORY AUTHORITY OVER CABLE TELEVISION

 

Why did the US

Congress deregulate

the cable industry?

How is authority over

cable TV operators

divided between

federal and state

government?
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What is the impact of

the end of  federal

cable regulation?

challenges the reasonableness of rate increases proposed by cable

companies in their petitions.    As a result of these challenges, cable

operators have been allowed to implement only minor basic service rate

increases in recent years.  In a few cases, cable operators have been

required to refund overcharges with interest to consumers.

Pursuant to the Federal Act, the FCC’s authority to regulate the Cable

Service Programming Tier (CPST) set ended on March 31, 1999.  This

means that on March 31, 1999, the FCC lost all its previous authority

to review CPST rates.  Prior to March 31, 1999, the FCC could review

a cable operator’s CPST rate increases when it received two or more

consumer complaints shortly after the rate increase was implemented.

As the rising costs of many cable television bills indicate, however, the

FCC’s efforts to limit CPST rate increases did not limit rate increases.

Rate Counsel will continue to support the need to limit basic service

rate increases. 

On March 31, 1999, when the FCC’s authority to receive or act upon

consumer complaints regarding cable television service for the CPST

ended, it was not clear whether any consumer protection from cable rate

increases remained.  While the end of the FCC’s authority did decrease

the amount of consumer protection, state agencies, like the Board in

New Jersey, are still permitted to regulate some aspects of cable service.

State consumer advocates, like Rate Counsel, remain committed to

protecting cable consumers to the fullest extent of the law.  The FCC is

also trying to maintain a role in protecting cable TV customers and has

prepared the Federal Communications Commission Cable Television

Consumer Bill of Rights which is included at the end of this section.

As Rate Counsel predicted, there have been steady and unacceptable

increases in cable rates.  Both nationally and locally, federal cable rate

deregulation has failed to encourage competition within the market.

Competition between two or more franchised systems in the same

service territory is practically nonexistent.  Alternative service

providers and technologies have yet to challenge cable operators’

monopoly control in each municipality.  But, notwithstanding rising

rates, cable subscribership continues to grow resulting in a steady

increase in the number of homes capable of receiving cable television

and the number of consumer subscriptions to premium channels. 

Non-cable video programming -- provided most commonly by satellite

operators such as DirecTV or EchoStar (also known as Direct

Broadcast Satellite providers or DBS or Satellite Master Antenna

III.  CABLE RATES AND COMPETITION

What about non-
cable programming?

 

How did the FCC’s
role in cable television

change as of

March 31, 1999?

Without  federal

regulation, will rates

for “premium” cable

packages rise?



B - 4

Are cable television 

late fees regulated?

Television providers or SMATV) -- has slowly increased its number of

customers and its share of the market.  However, this share still remains

relatively small.  Traditional cable operators  continue to dominate the

combined cable and non-cable video programming market in most

markets.  As of 2006, the FCC reports that DBS providers account for

approximately 27% of the total cable video programming market.

SMATV providers account for approximately 1.8% of the total cable

market.

The absence of significant actual effective competition in the video

programming market has permitted operators to increase cable rates

continually.  According to the FCC’s most recent survey of cable rates,

on the average, rates increased by 5.4% over the 12 month period

ending January 1, 2004.  The FCC also found that the average

differential between competitive and noncompetitive cable operators

was 7.3% over the same time period.   These increases exceed the rate

of inflation.  Clearly, monopoly control of the cable market has

permitted cable operators to continue to raise rates without any concern

for loss of market share that would exist in a real competitive market.

The answer is “probably”.  First, the Board still has the authority to

regulate basic service rates and review cable operators’ requests for

increases.  Second, many cable television operators have gone on

record stating that the end of the FCC’s authority will not affect their

rates.  Third, cable operators do not want to anger those members of

Congress who supported deregulation of the CPST. Fourth, most cable

operators support the argument made by consumer advocates around

the country, including the New Jersey Ratepayer Advocate, that

deregulation must promote competition, not strengthen monopolies.

Finally, cable operators do not want to price their services higher than

satellite systems, which is beginning to compete effectively with cable

operators for customers.

Cable television late fees are regulated by the Board.  The Board’s rules

require that a cable television operator may not impose a late fee until

the consumer’s account balance is 30 or more days overdue.  The

Board’s rules also require cable operators to clearly specify the amount

of a late fee on their bill. But Board rules do not regulate the amount

cable operators may charge for late fees.  In 2003, Rate Counsel, then

known as the Ratepayer Advocate, asked the Board to re-open a

proceeding on the late fees charged to customers because of questions

about the fairness of the late fees being imposed.  Some late fees

average over $5.00 per month, while some operators charge as much as

$14.95.  Rate Counsel continues to recommend that the Board review

and revise its proposed late fee rule to a standardized maximum of

$2.00 or 6% of the monthly bill, whichever is less.   

 

How has the lack of
competition affected

cable rates?

Will the cable
industry maintain

existing service rates?
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Why haven’t satellite

systems provided

meaningful

competition to the

Cable Television

industry?

The problems that New Jersey cable television consumers face are the

problems confronted when consumers are being served by monopolies.

Rates for service and equipment rise when there is no other provider to

choose from. Obviously, the best form of consumer protection is if there

are other competing video programming providers.  But very few towns

throughout the country have multiple cable providers.  When they do,

their rates are lower than the nationwide average, customer service is

better and consumer  benefits are greater.  In some other communities

where cable operators have refused to compete in the service territory

of an incumbent, local governments have built their own cable

television systems, either by themselves or in partnership with a local

utility or other entity.  These towns also can reap the benefits of

competition.

Nationally, the most significant competitors to cable television are

satellite systems. If competition fails to develop between cable

franchises, satellite operators may be the most effective competitor to

the entrenched cable monopolies.  But, satellite/DBS operators still face

entry barriers.  Prior to November 1999, DBS providers were

prohibited from carrying local programming.  This made it difficult for

satellite providers to compete with cable providers since local

programming is extremely important to subscribers.  In November of

1999, Congress passed the Satellite Home Viewer Improvement Act

(“SHVIA”) which, among other things, permitted satellite providers to

carry local channels such as ABC, CBS and NBC.  This regulatory

change permitted satellite providers to compete on a more significant

level with cable companies.  However, although satellite service is

considered by the FCC to be available nationally, it may not actually be

available because each and every subscriber may not be able to receive

transmission because of line-of-sight problems.  For subscribers to

receive clear satellite signals, the satellite dishes attached to their homes

must have an unobstructed view of the satellite.   However, Rate

Counsel is optimistic that technological developments will alleviate this

problem in the future.

 

Why does Rate

Counsel support

vigorous   cable

competition?
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What does Rate

Counsel plan to do

until the federal

government decides

to provide New

Jersey’s legislators

and the Board of

Public Utilities a

significant role in

regulating cable

operators?

Because of the continuous  rate increases that New Jersey’s cable

consumers must pay to retain their cable services, Rate Counsel has

determined that the present state of regulation does not adequately

protect consumers.  The current regulatory structure does not provide

Rate Counsel, the Board of Public Utilities -- or any other arm of state

government -- adequate authority to regulate cable television

meaningfully in the interests of consumers.  To obtain such authority,

fundamental changes in federal laws that define the federal and state

roles in cable rate regulation are needed.  Only action by Congress can

provide states with greater roles in regulating cable rates and services.

In other words, Congress must fundamentally change the division of

authority between federal and state government over cable rates.

Rate Counsel will continue to represent ratepayers’ interests by:  (1)

studying the cable television market to determine which current and

proposed legislation promote competition and consumer choice; (2)

filing comments on behalf of ratepayers at the FCC;  (3) informing New

Jersey’s representatives in the federal government of our support for or

opposition to proposed legislation affecting the competitive provision

of cable programming; and (4) challenging petitions before the Board

for unjustified rate increases for basic service rates.  

In 2006, the Ratepayer Advocate is recommending that Congress

continue to implement policies which promote non-cable competitors,

particularly, satellite providers, who constitute the most successful

competitive alternative to cable operators’ monopoly control of the

video programming market at this time.  Additionally, the Ratepayer

Advocate supports the introduction of  non-traditional providers, such

as municipalities and utility companies into the cable programming

market.

A la carte programming offers cable

consumers the option of subscribing to

only the cable channels they want to

watch rather than being forced to

purchase a package or bundle of

channels to get the channels they want.

Yes. In 2006 the FCC made an announcement reversing its earlier

position, agreeing with the long-standing position of Rate Counsel that

an a la carte cable selection of cable TV channels will save subscribers

3 to 13 percent on their cable bills in most cases.  The next step is for

the FCC to require cable companies to unbundle their packages of

services.

Will a la carte pricing

help?

IV.  CABLE PROGRAMMING A LA CARTE

What changes does

Rate Counsel support

to protect cable

customers?

What is a la carte

cable programming?
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V.  HOW TO COMPLAIN ABOUT CABLE TELEVISION 

RATES AND SERVICES.

Consumers have little redress if they have a complaint about their

cable television rates.  Rates for cable programming channels such as

Pay-Per-View are totally unregulated.  Since March 31, 1999, rates for

upper tier services are deregulated.  Only the basic service tier remains

regulated.  In New Jersey, the Board of Public Utilities regulates the basic tier but cable operators

are able to request rate increases, provided those rate increases meet standards established in

federal rules.  As long as a cable operator follows the federal rules, the Board must permit the

requested basic service tier rate increases.  For these reasons, consumers are unlikely to receive

any significant results by complaining to the Board about cable television rates.  

Consumers have a greater opportunity for a remedy if they have complaints about their cable

television operator’s services.  The Board has considerable authority to enforce rules and

standards for cable television service.  Such standards include rules against poor cable television

reception or reception that is blacked-out entirely, or, if an operator fails to meet a service call

commitment.  In such cases, the Board can order a cable operator to provide limited refunds to

consumers for the failure to provide proper service.

Consumers can register a complaint about cable television services with the Board by various

means.  

= A consumer can mail a complaint to the
Board at:

Board of Public Utilities

Attn: Office of Cable Television

Two Gateway Center

Newark, New Jersey 07102

=   A consumer can also submit a complaint via email to the Board on its website
at http://www.bpu.state.nj.us.  

=   A consumer can contact the Board’s Division of Customer Relations by phone
(973) 648-4436 or fax (973) 648-2836 or; the Office of Cable Television by

phone (973) 648-3272 or fax (973) 648-4298  to register a complaint.

=   Rate Counsel strongly recommends that whatever method is used it should
be simultaneously sent in writing, by mail, fax, or through the Internet and

that the consumer should retain copies of all communications.

It is time for consumers to start receiving the benefits of a truly competitive market for video

programming.  In those areas throughout the country where meaningful competition from a

second cable provider exists, real savings and consumer benefits have been realized.  Rate

Counsel will continue to advocate that consumer benefits can grow exponentially in New Jersey

if competition and choice are introduced to the state’s marketplace.
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VI.  THE FCC’S CABLE TELEVISION CONSUMER BILL OF RIGHTS

=   Consumers should expect a fair deal from their cable company, with
reasonable rates that fairly reflect the costs of doing business;

=   Consumers should expect an explanation from their cable company
whenever rates for the programming service tier are raised, particularly

when cable companies attribute price increases to increases in the cost of

obtaining programming;

=   Consumers are entitled to write or call their cable
companies whenever they have complaints about

the cable services being provided on the various

channels, or about program cost increases, and

they should expect a speedy response;

=   Consumers are entitled to file complaints with their local government
regarding basic service tier cable rate increases and service quality.

=   Consumers are entitled to provide their own inside wiring for cable hookups;

=   Consumers will soon be entitled to purchase and use set-top boxes at
competitive market prices;

=   Consumers have a right to contact local, state and national advocacy groups
with grievances that are not being adequately resolved by their cable

operators; and

=   Consumers unhappy with their local cable company should explore
competitive alternatives for video programming service available from DBS

and other providers.

To contact the FCC, write to the Federal Communications

Commission, General Cable Inquiries, 445 12th Street, S.W., Washington, D.C. 20554, or call

the FCC’s toll free number  at (888) 2252322 to have fact sheets describing various aspects of

cable regulations mailed to you or to ask questions.   You can also access recent Commission

decisions regarding cable regulations via Internet at the FCC’s Internet addresses on its website:

http://www.fcc.gov. 
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VII.  CABLE TELEVISION COMPANIES 

DOING BUSINESS IN NEW JERSEY

PROVIDER PRESIDENT/CEO CONTACT INFORMATION

Cablevision Charles F. Dolan 1111Stewart Ave.

James L. Dolan Bethpage, NY 11714

(8000 333-4857

201) 405-8222

www.cablevision.com

Comcast Ralph J. Roberts 1500 Market St.

Philadelphia, PA 19102

(800) COMCAST

(800) 266-2278

www.comcast.com/Support

Patriot Media Jim Holanda 100 Randolph Rd.

Somerset, NJ 08873

(866) 728-1776

www.patmedia.net

Service Electric J. Francis Bradley 127 State St.

Harrisburg, PA 17101-1025

(800) 225-9102

www.sectv.com

Time Warner Glenn A. Britt 7910 Crescent Executive Dr.

Charlotte, NC 28217

(201) 866-0900

www.timewarnercable.com/nyandnj/
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VIII.  CABLE TELEVISION GLOSSARY

A la carte Programming: Offers cable consumers the option of subscribing to only the cable

channels they want to watch rather than being forced to purchase a package or bundle of

channels to get the channels they want.

Access Channels: Channels set aside by a cable operator for use by third parties, including the

public, educational institutions, local governments, and commercial interests unaffiliated with

the operator.

Advanced Television (“ATV”):  A series of digital television technologies that are designed to

improve the current commercial-quality television system.

Analog: A signaling method that uses continuous changes in the amplitude or frequency of a

transmission to convey information.

Basic Cable: Primary level or levels of cable service offered for subscription.  Basic cable

offerings may include retransmitted broadcast signals as well as local and access programming.

In addition, regional and national cable network programming may be provided.  Basic service

offerings at the system level may be offered as more than one tier.

Board of Public Utilities: Regulatory agency that regulates utilities and cable operators in the

State of New Jersey.

Box: Electronic equipment used to process television signals in a consumer’s home, usually

housed in a “box” that sits atop a TV set or VCR. 

Cablecasting: The use of cable systems by federal, state, and local officials to disseminate

information and television programming to their constituents.

Cable Modem: A communication device connected to a personal computer which offers

customers access to the Internet over a cable system at speeds 50-100 times faster than a

telephone connection.

Cable Ready: Label for consumer electronic devices, such as television sets and VCRs, that

are designed to allow direct connection to a cable television network.

Cable System: A localized communications network that distributes television, Internet, and

telephone services by means of coaxial cables and/or fiber optics.

Channel Capacity: Maximum number of television channels that a cable system can carry

simultaneously.

Converter: Device which increases the number of channels that a TV set can receive by

converting the large number of signals carried on a cable or satellite system to a single channel

tuned by the TV set, usually channel 3 or 4.
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Direct Broadcast Satellite (“DBS”): A TV broadcast service from a small satellite dish

antenna that offers similar services, like that of cable TV, and which transmits highly

compressed digital signals.

Descrambler: Electronic circuit that restores a scrambled video signal to its original form.

Television signals, especially those transmitted by satellite, are often scrambled to protect

against theft and other unauthorized use.

Digital: An intelligence-carrying signal consisting of a stream of bits of zeros and ones for

sound, video, computer data or other information.

Digital Cable: Cable services, programming, and equipment that use digital, not analog,

formats. 

Dish: A parabolic antenna used to receive satellite transmissions at home.  The older “C band”

dishes measure 7-12 feet in diameter, while the newer “Ku band” dishes used to receive high-

powered direct broadcast satellite services can be as small as 18 inches in diameter.

Distant Signal: Television signal from another city that is imported and carried locally by a

cable television system.

Division of Rate Counsel: State agency which represents and protects the interests of all utility

customers, including residential, business, commercial and industrial, whenever companies in

New Jersey seek changes in the delivery of services and in how much they charge for natural

gas, electric, water, wastewater, telecommunications or cable TV service.

Drop Cable: The final stretch of coaxial cable that connects a customer’s home to the cable

system.

Digital TV (“DTV”): Television signals transmitted and received in digital format

(discontinuous zeroes and ones; compares with Analog).  Digital TV has several formats and

varying degrees of resolution, from 480 lines per screen progressively scanned to 1080 lines

interlaced.  DTV includes HDTV, but not all DTV is HDTV since the bandwidth required for

HDTV can be broken down to accommodate several DTV signals of lesser resolution.

Due date: this is the date by which the bill must be paid to keep a utility account current.

Federal Communications Commission (“FCC”): Established by the Communications Act of

1934, the FCC is the federal agency in charge of overseeing interstate telecommunications, as

well as all the communications services originating and terminating in the United States.

Feeder Line: Intermediate distribution line (fiber or coaxial cable) that connects a trunk from

the headend to the drop cables serving individual homes.

Franchise: Contractual agreement between a cable operator and a governmental entity that

defines the rights and responsibilities of each in the construction and operation of a cable

system within a specified geographic area.
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High Definition Television (“HDTV”): Digital television which offers twice the resolution,

wider screens, better sound, and better color than the NTSC format.  “True” HDTV involves a

16:9 aspect ratio and a least 720 lines per screen.

Leased Access: Commercial channels made available by a cable operator to third parties for a

fee, as required by the Cable Acts of 1984 and 1992.

Multiple System Operator (“MSO”): A major cable TV organization that has franchises in

multiple locations.

Municipal utility: A utility owned by the city; the Board of Public Utilities does not have

jurisdiction to regulate matters dealing with municipal utilities, unless they service more than

1,000 customers outside of their geographic boundaries.

Must Carry: A policy, developed by the FCC in the 1960s and codified by Congress in 1992,

requiring cable systems to carry the analog signal of a local television station if that broadcaster

so chooses.  The Supreme Court voted 5-4 in 1997 to uphold the must carry requirement for

analog broadcast television signals.

Open Cable: An initiative of the cable industry to develop and label a new generation of

interoperable digital boxes available through retail stores that will provide subscribers with

video, data and interactive services.

Pay Cable: A network of services available for an added monthly fee.  Also called premium.

Some services, called mini-pay, are marketed at an average monthly rate below that of full-

priced premium.

Pay Cable Unit: Each premium service to which a household subscribes is counted as one

unit.

Pay-Per-View: Pay service that enables a subscriber to order and view events or movies on an

individual basis.

Public utility: Privately owned business entity, subject to government regulation  that provides

an essential commodity or service, such as water, electricity, natural gas, or telecommunications

to the public.

Regulation: A rule or law established by the federal or state government which establishes

procedures a utility must follow.

Scrambling: An electronic security technique used to render a TV signal unviewable unless it

is processed and restored by an authorized decoder or descrambler.

Set Top Box: See Box, Converter, and Descrambler.

Unbundling: This is the separation of the packaged service offerings that make up traditional

utility service into basic components and offering each component separately with separate

rates for each component.  
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WATER AND WASTEWATER SERVICES

I.  INTRODUCTION

New Jersey residents have traditionally enjoyed one of the best supplies of

drinking water in the United States.  Although residents continue to expect

their drinking water to be clean, affordable and limitless, New Jersey water

resources are being increasingly strained by the competing needs of the

growing population, agriculture, industry and recreation. 

Water Rates and Quality Issues

Rate Counsel represents all consumers in water and wastewater matters before the Board of Public

Utilities including any proceeding which may affect the rates that consumers pay for water, as well

as corporate structure cases such as mergers and acquisitions which affect rates and services.  Rate

Counsel also evaluates the quality of services provided by water utilities and has become

increasingly active in protecting the supply of clean, safe, affordable drinking water for

consumers.

While in New Jersey, water continues to remain a plentiful and comparatively cheap resource,

supplies of drinking water are finite and must be conserved and protected.  New Jersey’s rivers,

lakes, reservoirs and aquifers, like those in many states around the country, are subjected to

pollutants like acid rain, industrial and manufacturing effluent, fertilizers, pesticides, wastewater

discharges, and storm water/roadway runoff.  New Jersey’s plentiful water sources must supply

clean drinking water to all residents but are facing increasing environmental stress including well

contamination and drought conditions, causing concern about aquifer depletion and salt water

encroachment up the Delaware River.  These conditions highlight the need for long-term steps to

protect the potable water resources of the State.  

Several major initiatives continue New Jersey’s progress toward implementing the most

comprehensive water protection measures in the country.  Among these measures are the

establishment of the Highlands Commission and continued development of stormwater rules that

will encourage the recharge of groundwater supplies with rainwater.  In addition, the New Jersey

Department of Environmental Protection (NJDEP) has designated a special level of protection for

a number of waterways in the State.  This protection, known as Category One, targets water bodies

that provide drinking water, habitat for endangered and threatened species, and popular

recreational and commercial species, such as trout or shellfish, providing additional protections to

help prevent water quality degradation and discourage development where it would impair or

destroy natural resources and environmental quality.  For a complete list of the Category One

water bodies in the State of New Jersey, visit the NJDEP website at

www.state.nj.us/dep/cleanwater/c1_waters_list.pdf.

Rate Counsel supports these measures, which should help decrease pollution of critical water

bodies, and stave off the degradation of waterways by soil and silt runoff from development in

sensitive areas.  They should also help ease the financial pressures on regulated water and

wastewater utilities that will provide relief to utility ratepayers while protecting precious water

supplies.

 



C - 4

Many of the water rate increases throughout the state are triggered by

the costs companies must incur to comply with the federal Clean

Water Act and the Safe Drinking Water Act.  These two initiatives

mandate that every state adopt specific water treatment strategies

which require expensive new water treatment plants.  The costs of

these treatment plants are borne almost entirely by ratepayers.  Rate

Counsel is working to contain these costs by closely scrutinizing the

engineering plans and accounting methods used by the utilities to support their rate increase

petitions.  However, the best long-term options for maintaining clean, safe, affordable water

supplies are to keep existing water sources clean and to conserve existing clean water sources.  

According to projections, New Jersey’s population is expected to rise from a current estimate of

8.1 million to about 9 million by 2020.  More residents means more development, greater demand

for water and increased storm water runoff.  These factors place continuous stress upon existing

and future water supplies.  Rate Counsel supports consultations among state officials, business

people, environmentalists and residents working together to develop long-term policies to protect

this priceless resource.  

Maintaining safe,
adequate and reliable

service.

Drinking water comes from surface water and ground water.  Large-

scale water supply systems  tend to rely on surface water resources.

Smaller water systems tend to use ground water.  Consumers in New

Jersey have in recent years seen an increase in the cost of clean water.

One major factor driving up water rates has been the cost of

implementing federal and state environmental laws to maintain a safe

and clean water supply.  The Clean Water Act (CWA) and the Safe

Drinking Water Act (SDWA) are federal laws designed to improve

water quality and improve the safety of drinking water.  The SDWA

mandated the construction of expensive new water treatment plants

aimed at ensuring clean water for New Jersey consumers.  The costs of

building these new treatment plants have been almost entirely passed

on to New Jersey water customers.

The Board of Public Utilities is responsible for deciding whether  water

and wastewater utilities currently under its jurisdiction provide safe,

proper and adequate service at the most reasonable rates possible.  The

performance of water utilities is examined in light of state and federal

minimum service standards when a water utility’s application for a rate

increase is reviewed.

When a water or wastewater utility files an application with the BPU to

increase rates or change services, Rate Counsel investigates all aspects

of the water utility’s application and develops a position that protects

ratepayers’ interests consistent with state and federal standards. 

New Jersey residents can contribute to maintaining safe, adequate,

affordable and potable water supplies by becoming more

knowledgeable about their water sources. Rate Counsel strongly

supports consumer education as one key factor in reducing costs and

 

The cost of clean

water rises.
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II.  CONSUMER PROTECTIONS

In most instances a water utility customer will be given  notice before
service is discontinued.   Most water companies also charge a turn-on
fee if water has been discontinued for non-payment.  If you are notified
that service will be discontinued for non-payment, contact your water
provider immediately.  You may be able to establish a payment plan to
avoid  loss of service.

You should note that service cannot be discontinued for:

• Failure to pay for service provided to a
previous occupant at a residence;

• Failure to pay an amount the subject of which is
in dispute before the Board of Public Utilities;

• Failure to pay charges not specified in service
provider tariffs or approved by the Board of Public Utilities

Check with your water company to find out if it offers any assistance
programs.  For example, in 2006 New Jersey's largest water utility, New
Jersey-American Water Company, expanded its H2O - Help to Others

Assistance Program to include a Help to Others Discount Program.
The Assistance Program pays a portion of the bill of an eligible
customer in need.  The Discount Program goes a step further.
Customers with an annual income at or below 175% of federal poverty
guidelines can qualify for a rate reduction of about 20% of their
monthly bill.  New Jersey-American estimates that up to 5% of its
customers will be able to benefit from the Discount Program.

If you encounter a problem with billing or service,  you should first
contact your water company to discuss the problem and possible
solutions.  Your water company’s telephone number is printed on each
billing statement.  Make a note of it before an emergency occurs.

If  you are unable to solve the problem with your water company, you
can contact the Board of Public Utilities’ Division of Customer
Relations at (973) 648-2275 or (800) 624-0241.  The Board is
responsible for helping the people of New Jersey resolve various utility
problems.  The Division of Customer Relations investigates written and
verbal complaints and  assists consumers with a wide range of utility
problems such as billing and service complaints and other emergency
utility problems.

When you call, you should be prepared to provide the Board of Public
Utilities staff as much information as possible including the nature of
the complaint and details about any contacts you have had with the
water company concerning the problem.

protecting the quality and quantity of our water supply for generations

to come.  Given the importance of water to life, consumers are

encouraged to become more informed and  involved in maintaining the

safe and efficient delivery of state water resources.

Avoiding

disconnection.

Customer complaints.

 

 

Financial assistance.
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All water companies in New Jersey are not regulated by the state.

Water service that comes from a municipality, county, water

district or cooperative is usually not regulated by the state. If your

water service is provided by one of these entities and you have a

complaint, you should contact the Division of Local Government

Services of the Department of Community affairs to address your

concerns (www.state.nj.us/dcs) as well as township officials.

The Safe Drinking Water Act Amendments of 1996 imposed new

compliance standards on the nation’s public water systems. These

Amendments include, among other things, contamination prevention

rules, changes to the  regulatory reporting program, funding for State

and local water systems, and improved consumer information. 

Under these Amendments, each water system must prepare an annual

Consumer Confidence Report on the quality of the drinking water

provided.  The information provided in the Report helps customers to

become more aware of drinking water issues, and may encourage

customers to become involved in helping to improve water conditions

or to protect good quality water sources. The Report must be sent to all

customers by mail and must  provide the following information about

drinking water: 

Consumer

Confidence Report.

Does the BPU regulate

all water service? 

S The rivers, lakes or
underground aquifers that

are the source(s) of the

drinking water;

S A summary of  the
susceptibility of the local

drinking water source to

contamination based on the

water evaluations that states

must complete over the next

five years;

S How to obtain  a copy of
the water system’s complete

source water evaluation;

S The level /range of levels of
any contaminant found in

local drinking water;

S The likely source of that
contaminant in the local

drinking water supply;

S The potential health effects
of any contaminant detected

in violation of an

Environmental Protection

Agency (“EPA”) health

standard, and an accounting

of  the water system’s

actions to restore safe

drinking water;

S The water system’s compliance
with other drinking water-

related rules;

S Education information on
nitrate, arsenic or lead in

areas where these

contaminants are detected

above 50% of the EPA’s

standards; and

S Telephone numbers of
additional sources of

information, including the

water supplier and EPA’s

Safe Drinking Water

Hotline (800) 426-4791.
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III.    WATER CONSERVATION

The amount of water
used in our homes

varies during the day.

Typically household water comes from a tap, having been transported

under pressure through a distribution network of  buried pipes.  Smaller

pipes, called service lines, are attached to the main water lines to bring

water from the distribution network to your tap.   Water pressure is

provided by pumping water up into storage tanks that store water at

higher elevations than the houses they serve. The force of gravity then

pushes the water into your home when you open your tap.  Houses with

a private source usually receive their water from a private well.  A pump

brings the water out of the ground and into a small tank within the

home, where the water is stored under pressure.

As demonstrated by the droughts of 1999 and 2002,

an abundant supply of water is no longer guaranteed.

Demand for water is on the rise while  New Jersey water

resources are being strained by the competing needs of the growing

population, agriculture, industry, and recreation.   In addition, pollution,

declining water tables, and prolonged drought conditions are shrinking

New Jersey’s usable supply.  As consumers,  we need to reassess our

water use and water conservation activities.

Although water comes out of the tap and goes down the drain, it is a

mistake to think that it’s a one-way trip. In fact, water continually

cycles through the environment, and both water treatment and water use

rely on this cycle. If we think of  water  in this way, we can better

appreciate the importance of water conservation to the natural

environment.  The less water we use, or abuse, the less we degrade this

valuable resource.  Water conservation can ensure that the cycle will

work for us well into the future.  In addition there are certain steps you

can take to conserve water in and around your home and business.

On average we use almost 100 gallons of drinking water per person per

day. Traditionally, water use rates are described in units of gallons per

capita per day (gpcd).  Of the “drinking water” supplied by public water

systems, only a small portion is actually used for drinking. Residential

water consumers use most water for other purposes, such as toilet

flushing, bathing, cooking, cleaning, and lawn watering.

S Lowest rate of water use – 11:30 p.m. to 5:00 a.m.

S Sharp rise/high use – 5:00 a.m. to Noon. (Peak hourly use from
7:00 a.m. to 8:00 a.m.)

S Moderate use – Noon to 5:00 p.m. (Lull around 3:00 p.m.)

S Increasing evening use – 5:00 p.m. to 11:00 p.m.  (Second minor
peak, 6:00 p.m. to 8:00 p.m.)

How water gets to the

tap.

Why conserve water?

 



C - 8

Compared with other

countries, the United

States uses the most

water per person (per

capita).

This is true even when compared with  other countries that are equally

developed.  In the United States, significant amounts of water are used

for lawn and garden sprinkling, automobile washing, kitchen and

laundry appliances, such as garbage disposals, clothes washers, and

automatic dish washers.

Country*

U.S.

Canada

Belgium

India

China

Poland

Nicaragua

Malta

Annual Water Use

Per Capita 

in Gallons

525,000

310,000

221,000

132,000

122,000

112,000

72,000

16,000

% of Use for

Residential

Needs

10

13

6

3

6

14

18

100

% of  Use for

Industrial/

Agriculture Needs

90

87

94

97

94

86

82

0

*Van Der Leeden, F., F.L. Troise, and D.K. Todd.  The Water Encyclopedia, Lewis

Publishers, Inc., Second Ed. (1990)
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Conserving water in
the bathroom.

Here are some steps that can add up to big water savings in the kitchen.

S Take foods out of the freezer early  and place in refrigerator to
allow plenty of time for thawing.  Thawing frozen goods under a

running tap wastes water.

S Clean fruits and vegetables in a partially filled sink and rinse them
quickly.

S When boiling vegetables, use only enough water to cover the
foods.  Steaming  uses even less water while conserving more

nutrients.

S Chill tap water in the refrigerator for drinking.

S Completely fill the dishwasher before you turn it on.

S Turn your taps off tightly but gently so they don’t drip.   Repair any
leaks in and around your taps and faucets without delay.

S Use ice trays in your freezer and turn off automatic ice makers.

S Install a water efficient faucet aerator to reduce water flow.

The bathroom accounts for about 65% of the water used inside the

home.  Since we use the most there, it is also the area where potential

water savings are the biggest and the easiest to achieve.

S Men can save 10 to 20 gallons of water each time they shave by
filling the basin instead of letting the water run continuously.

S Turn off the tap while brushing your teeth, and use short bursts of
water for rinsing.

S Install a high-pressure, low flow showerhead.

S A quick shower uses less hot water than
a bath in a full tub.  If you prefer a bath,

don’t overfill the tub; half full should be

enough. If  you’re taking a bath, put in

the plug and turn on the hot water.  Let

it run until the water gets hot before

adjusting the temperature with cold

water. 

S If you are purchasing a new toilet, consider one that uses less water
than the five to seven gallons a conventional toilet uses.  If you

cannot afford  to purchase a new toilet, consider filling a two liter

Conserving water in

the kitchen.
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plastic soda bottle with water and placing it in the tank.  This will

decrease the amount of water stored and flushed in your toilet.

S Flush the toilet only when necessary.  Never use it as a wastebasket
and never flush paints, solvents or other chemicals down the toilet.

Conserving water in

the utility room.

The typical American household does nearly 400 loads of laundry per

year, using about 40 gallons of water per full load in a conventional

washer.  This accounts for about 20% of total indoor water use.  Cutting

back on the amount of water used for clothes washing takes planning.

You can reduce water consumption and save on energy costs by

planning ahead.

S When selecting a washing machine, consider one with
conservation features, such as load size selector and variable water

control. Adjust the amount of water according to the size of the

wash load, if your  machine comes with this feature. If  yours does

not, let the laundry accumulate until you have a full load before

starting the machine.

S Insulating your hot water tank and hot water pipes can also reduce
water-heating costs and save water, because the insulation keeps

the water hotter longer, thereby wasting less water from running

the tap to reach the desired temperature.

Periodically check for leaks in and around your home.  You can check

your plumbing system by locating your water meter and recording the

reading  before you go to bed, and reading it again early in the morning,

before any water use.  Compare the two readings.  If there is a

difference, you’ve got a leak that needs repair. (See the section “About

Your Water Meter” on p. C - 12.)

Leaking faucets can be surprisingly large water wasters. The steady drip

of a leaking faucet can waste as much as 20 gallons of water per day.

The problem is often a worn-out washer, which costs pennies to

replace. A more serious leak can occur in toilet tanks and do great

damage to your water conservation efforts. A toilet that continues to run

after flushing can waste as much as $50 per year in water and sewer

costs.   Toilet run-on usually means that the flush or flapper valve isn’t

sitting properly in the valve seat at the bottom of the tank.  The valve

may need replacing.  This is an inexpensive item to replace.  Test for a

leaking toilet by adding food coloring to the water in the tank. If

colored water appears in the bowl after 30 minutes, your toilet is

leaking.

 

Conserving water by

repairing leaks.
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Conserving water

outdoors.

During the summer months, the biggest drains on water resources are

lawns and gardens.  If you have a lawn and garden, the careful

selection of the right plants, coupled with wise watering habits, can

significantly reduce outdoor water use without affecting the beauty of

your landscape.

S Good planning can result in high quality landscaping with limited
maintenance and water requirements.  Take advantage of the

natural climate conditions in your yard by grouping plants with

similar water needs.

S Check the watering needs of your plants
noting areas in the yard that are hot, dry,

shady or damp.

S Grow grass only in those areas where it provides functional benefit.
Whenever possible substitute less water-demanding materials, such

as ground covers, mulches, rocks and  wood to enhance your yard.

S A timed sprinkler system saves water and reduces water waste. You
should consider a timer with a moisture sensor, which compensates

for changing weather conditions.

S Soil enhanced with organic matter allows for better water
absorption and water-holding capacity.

S Use a broom or leaf-blower instead of a hose to clean sidewalks
and driveways

S Use a pail of soapy water to clean your car.  Use the hose only to
rinse it off.

S Collect rainwater in garbage cans to water plants, wash cars,
windows, driveways or sidewalks.
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IV.  ABOUT YOUR WATER METER

If you learn how to read a water meter, you will be able to detect water leaks, monitor water

usage and review your utility bill for accuracy.  Water meters are usually located either in the

basement, in a concrete box along the front curb or along an outside wall to your house. Most

meters are read manually by an employee of your water utility.  Employees of your water utility

are required to wear photo identification badges.  Always ask to see an employee’s

identification before allowing a service person in your home.   

There are two main types of water meters in use today.  Both record  water  usage in units of cubic

feet (Ccf) or gallons.  

Water Meter #1 looks like an odometer and is read in

the same way an odometer is read in your car: left to

right. To determine your monthly water usage, write

down the meter reading on a specific date. Take

another reading exactly 30 days later.  Subtract the

old reading from the new  reading  and you will have

the number of water units your household has

consumed in 30 days.

Water Meter # 2 looks like a set of small clocks, each with one pointer hand.  These clocks

turn either clockwise or counter clockwise.  To determine water usage, start at the first clock with

the highest cubic feet rating, i.e., 100,000.  Write down the

number the pointer hand points to on the first clock. If the

pointer hand is between two numbers, write down the

number to the left of the pointer hand. Proceed to the

next lower clock and repeat procedure until all

clocks are read.

As with meter #1, take a reading and repeat in 30

days.  Subtract the old reading from the new one

and you will  have your water usage for that

period.  

Modern technology now permits automatic meter

reading in some areas.  Meters can be read from either   a

touch pad or over a telephone line, so customers don’t have to

wait for meter readers and there can be actual readings every month.

  4          3        5          0        5       0

WATER METER #1

METER READING 4350.50 Ccf

    10
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V.  ABOUT YOUR WATER BILL

Generally any bill or statement presented  for water supplied  or sold  should include the

following information:

S  Customer name, billing address and service address, if different from billing  address.

S  Name of person, firm, association, corporation, authority or governmental entity
providing water service.

S  Office hours of  water service provider.

S  Telephone number of water service provider which the
customer can use to inquire about the bill.

S  Billing period - this is the specified period of service covered by the bill. Most water
companies bill quarterly or monthly.

S  Due date - this is the date by which the bill must be paid to keep  the account current.

S  Current charges – amount charged for water during specified period covered by the
billing.

S  Statement of amount of water used  or sold in gallons or indication that 100 cubic  feet
of water equals 748 gallons.

S Amount past due, if any.

S  Rate or tariff price for water.

S  Billing date.

S  Indication whether the bill is estimated, based on prior
usage, or actually read from the actual meter.

S  Total amount due – current  charges, previous balances and
interest amount on past due balances.  Late payment

charges only apply to municipal utilities authority

customers. 

 

 
























































































