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Telephone Service

Billing Information

APPLICATIONS FOR SERVICE, MOVES 
OR DISCONTINUANCE OF SERVICE
It is preferred that you call the local business office to arrange 
for the installation of service. We will be glad to furnish you 
with an application form ready for your signature.

If you decide to discontinue service, or to arrange for the 
moving of equipment from one location or address to an-
other location or address, you should notify the local busi-
ness office at least ten days in advance.

After telephone service has been established at a location, 
the subscriber agrees not to move, alter or damage the in-
strument, wiring, or any other telephone equipment on the 
premises.

SERVICE INTERRUPTIONS
Shawnee wants to ensure a timely response when an inter-
ruption in services occurs. If you have an interruption in your 
services, you have three ways to contact us:
Business Office...................... 800-461-3956
Technical Support................ 888-247-5119
Customer Service 

Email.............. custserv@shawneetel.com

ATTACHMENTS TO  
TELEPHONE EQUIPMENT
In order to ensure satisfactory telephone service, the Tele-
phone Company may remove any attachments to its equip-
ment unless such attachment has been authorized by the 
Telephone Company. Devices which are claimed to eliminate 
noise, destroy germs, etc., are usually of no value whatsoever 
and may actually interfere with the quality of the telephone 

service. Our customers are asked to cooperate with us in not 
allowing unauthorized attachments to be made to the tele-
phone equipment.

DIRECTORY
Directories are furnished to the customers to facilitate the 
use of the telephone service and are the property of the Tele-
phone Company. The Telephone Company shall hold liable 
anyone who defaces or mutilates this directory. No covers, 
folders, or binders allowed. Directories are to be surrendered 
to the Telephone Company upon request. The Telephone 
Company assumes no liability whatsoever for damages aris-
ing from errors or omissions in the making or the printing of 
the directory. The utmost care is used in the preparation of 
the directory.

PROPERTY RIGHTS
The customer has no property rights in the telephone num-
ber assigned. The telephone number remains the property 
of the Telephone Company, and we reserve the right to make 
such telephone number changes as may be necessary in the 
conduct of our business.

RULES, REGULATIONS, AND TARIFFS
Copies of the rules, regulations, and tariffs filed with the Il-
linois Commerce Commission are on file at the local business 
office and may be examined by applying there.

ESTABLISHMENT OF CREDIT
The Telephone Company may require the customer to par-
ticipate in a soft credit check. Results of the soft credit check 
would determine what amount of a deposit, if any, should be 
paid prior to installation of services.

We are pleased to provide your telephone service. To ensure 
our continued ability to provide excellent service, we must 
manage our business responsibly and efficiently.

In fairness to all customers, we consistently follow the billing 
and credit policies summarized here throughout the area we 
serve.

BILLS FOR SERVICE
All bills are due and payable when rendered, and may be paid 
at our company business office. All accounts unpaid after the 
final date authorized in the Rate schedule of the Telephone 
Company are overdue and service is subject to suspension. A 
charge is made for restoring service whenever such suspen-

sion is made for nonpayment. Exchange service charges are 
billed monthly in advance. Toll charges are billed in arrears. 
Any desired information concerning bills, payments, or other 
matters concerning the accounts may be handled by calling 
the local business office.

INFORMATION CONCERNING YOUR 
MONTHLY BILL
Due Date: Your telephone bill payment is due 21 days after 
we mail it to you. The due date is on the front of your bill. 
In some circumstances, we may arrange a deferred payment 
plan.
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Billing Information - cont’d

General Information

INFORMATION CONCERNING YOUR 
MONTHLY BILL - CONT’D
Late Payments: If your payment is late, we may send you a 
“notice of disconnection”. It will show the date on which your 
service could be disconnected if we don’t receive your pay-
ment. If your service is disconnected, there is a reconnection 
charge that can be waived once during the calendar year.

Deferred Payments: We may be able to arrange a deferred 
payment plan if you are unable to pay your bill by the due 
date because of temporary financial difficulty. In this situa-
tion, call your telephone business office. The number is on 
your phone bill and in your local directory.

DEPOSIT INFORMATION
When We Will Ask For a Deposit: We may require a deposit 
from new applicants who have not yet established satisfac-
tory credit references or from those whose payment prac-
tices indicate there is a risk of non-payment.

Amount of Deposits: The Telephone Company may require 
the customer to participate in a soft credit check. Results of 
the soft credit check would determine what amount of a de-
posit, if any, should be paid prior to installation of services.

Interest: The rate of interest on deposits we hold is set annu-
ally by the Illinois Commerce Commission.

Refund: We refund deposits once a customer has estab-
lished a satisfactory payment record for one year or when a 
customer discontinues services.

DISPUTED BILLING
If there is a charge on your bill that you do not understand 
or you feel is incorrect, call our business office. We will in-
vestigate that charge and credit your account if your bill is 
incorrect. While we are looking into your appeal, you may de-
duct the disputed amount from your payment. Sometimes 
in error, we undercharge our customers. We will bill you for 
the undercharge, but we won’t go back more than twelve 
months. We will also call or write you to explain.

Note: If you have established service and have a question re-
garding the services or equipment on your first bill, please 
contact us immediately after receipt of the bill.

OBSCENE AND HARASSING CALLS
WARNING: Illinois law defines harassment by telephone as the 
use of telephone communication for any of the following pur-
poses:
*	making any lewd or indecent comments or request with in-

tent to offend;
*	making one or repeated telephone calls (whether or not con-

versation occurs) with intent to abuse, threaten, or harass;
*	causing the telephone of another to ring repeatedly with in-

tent to harass;
*	knowingly allowing any telephone under one’s control to be

used for any of the above.

Such harassment is punishable by up to six months in prison 
and $500 in fines.

WARNING - Fraudulent use and Charges: Any individual, cor-
poration, or other person, who, with intent to defraud or to 
aid and abet another to defraud any individual, corporation, or 
other person, of the lawful charge, in whole or in part, for any 
telecommunications service, shall obtain, or attempt to obtain, 
or aid and abet another to obtain or to attempt to obtain, any 

telecommunications service:
a.	 by charging such service to an existing telephone number or 

credit card number without the authority of the subscriber
thereto or the legitimate holder thereof; or,

b.	charging such service to a nonexistent, false, fictitious, or
counterfeit telephone number or credit card number or to a
suspended, terminated, expired, cancelled, or revoked tele-
phone number or credit card number; or,

c.	 by use of a code, prearranged scheme, or other similar strata-
gem or device whereby said person, in effect, sends or re-
ceives information; or,

d.	by installing, rearranging, or tampering with any facilities
or equipment, whether physically, inductively, acoustically,
electronically; or,

e.	 by any other trick, stratagem, impersonation, false pretense,
false representation, false statement, contrivance, device, or
means, shall be deemed guilty of a misdemeanor, and shall,
upon conviction thereof, be imprisoned not exceeding one
year or fines not  exceeding $1000, or both, in the discretion
of the court.
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Statement of Nondiscrimination

In accordance with Federal civil rights law and U.S. Department of Agriculture (USDA) civil rights regulations and policies, the 
USDA, its Agencies, offices, and employees, and institutions participating in or administering USDA programs are prohibited from 
discriminating based on race, color, national origin, religion, sex, gender identity (including gender expression), sexual orientation, 
disability, age, marital status, family/parental status, income derived from a public assistance program, political beliefs, or reprisal 
or retaliation for prior civil rights activity, in any program or activity conducted or funded by USDA (not all bases apply to all pro-
grams). Remedies and complaint filing deadlines vary by program or incident. 
Persons with disabilities who require alternative means of communication for program information (e.g., Braille, large print, au-
diotape, American Sign Language, etc.) should contact the responsible Agency or USDA’s TARGET Center at (202)720-2600 (voice 
and TTY) or contact USDA through the Federal Relay Service at (800)877-8339. Additionally, program information may be made 
available in languages other than English.
To file a program discrimination complaint, complete the USDA Program Discrimination
Complaint Form, AD-3027, found online at http://www.ascr.usda.gov/complaint_filing_cust.html and at any USDA office or write a 
letter addressed to USDA and provide in the letter all of the information requested in the form. To request a copy of the complaint 
form, call (866) 632-9992.  Submit your completed form or letter to USDA by:

1.	 mail:	 U.S. Department of Agriculture 
Office of the Assistant Secretary for Civil Rights 
1400 Independence Avenue, SW 
Washington, D.C. 20250-9410;

2. fax: (202) 690-7442; or
3. email: 	 program.intake@usda.gov.

USDA is an equal opportunity provider, employer, and lender.
Shawnee is an equal opportunity provider and employer.

De acuerdo con la ley federal de derechos civiles y las reglamentaciones y políticas de
derechos civiles del Departamento de Agricultura de Estados Unidos (U.S. Department of Agriculture, USDA), se prohíbe al USDA, 
sus agencias, oficinas y empleados, e instituciones que participan o administran los programas del USDA, discriminar por motivos 
de raza, color, origen nacional, religión, género, identidad de género (incluidas las expresiones de género), orientación sexual, 
discapacidad, edad, estado civil, estado familiar/parental, ingresos derivados de un programa de asistencia pública, creencias 
políticas, o reprimendas o represalias por actividades previas sobre derechos civiles, en cualquier programa o actividad llevados 
a cabo o financiados por el USDA (no todas las bases se aplican a todos los programas).  Las fechas límite para la presentación de 
remedios y denuncias varían según el programa o el incidente.
Las personas con discapacidades que requieran medios alternativos de comunicación para obtener información sobre el programa 
(por ej., Braille, letra grande, cinta de audio,  lenguaje americano de señas, etc.) deberán comunicarse con la Agencia responsable o 
con el Centro TARGET del USDA al (202) 720-2600 (voz y TTY) o comunicarse con el USDA a través del Servicio Federal de Transmis-
iones al (800) 877-8339.  Asimismo, se puede disponer de información del programa en otros idiomas además de inglés.
Para presentar una denuncia por discriminación en el programa, complete el Formulario de denuncias por discriminación en el 
programa del USDA, AD-3027, que se encuentra en línea en http://www.ascr.usda.gov/complaint_filing_cust.html, o en cualquier 
oficina del USDA, o escriba una carta dirigida al USDA e incluya en la carta toda la información solicitada en el formulario.  Para 
solicitar una copia del formulario de denuncias, llame al (866) 632-9992. Envíe su formulario completado o su carta al USDA por 
los siguientes medios:

1.	 correo:  	 U.S. Department of Agriculture 
Office of the Assistant Secretary for Civil Rights 
1400 Independence Avenue,  SW 
Washington, D.C. 20250-9410;

2. fax: (202) 690-7442 ; o
3. correo electronico: 	 program.intake@usda.gov.

El Departamento de Agricultura de Estados Unidos (USDA) es un proveedor, empleador y prestador que ofrece igualdad de opor-
tunidades.
Shawnee es un proveedor, empleador y prestador que ofrece igualdad de oportunidades.
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Local Exchange Service

Subject to certain exclusions and limitations, any telephone 
company providing local exchange service in Illinois is re-
quired to:

*	Install basic local exchange service within 5 business days
after receipt of a complete order from a customer or 3 busi-
ness days after the provisioning of the line by the carrier
whose network or network elements are being utilized by
your local exchange company or by a customer-requested
later date. If a customer requests an installation date that
is beyond 5 business days, service must be installed by the
customer requested date.

*	Restore basic local exchange service within 24 hours of re-
ceiving proper notice that a customer’s telephone service is 
out-of-service.

*	Keep all repair and installation appointments for basic local
exchange service when the company informs the customer 
that a premise visit requires the customer to be present for
the appointment, unless the telephone company provides
24 hours notice of its inability to keep the appointment.

If the telephone company fails to achieve these requirements, 
you may be eligible for a credit or other relief. The telephone 
company will automatically calculate any appropriate credit 
and apply it to your next bill.

Customers may not be entitled to a credit when:
1. an emergency situation arises.
2. a customer’s willful or negligent act prevents the company

from providing service.
3. a customer’s inside wiring or telephone equipment mal-

functions.
4. the customer misses an appointment or requests a later

appointment.
5. the carrier’s right to refuse service as provided for in Com-

mission’s rules; or
6. the carrier lacking facilities at the service location.

For repairs of out of service conditions, the calculation of the 
automatic credit is based upon the following:

24-48 Hours pro-rate credit

48-72 Hours 33% recurring monthly charges

72-96 Hours 67% recurring monthly charges

96-120 Hours 100% recurring monthly charges

>120 Hours alternative telephone service or 
$20 per day (at customer’s option)

For installation, the calculation of the automatic credit is based 
on the following:

After 5 business days *
-50% installation charges

After 10 business days **
-100% installation charges

>10 business days
-100% installation charges
Alternative telephone service or $20 per day (at the custom-
er’s option)

If the local exchange telephone company misses an appoint-
ment without providing 24 hour notice to the customer, an 
automatic credit of $50 will be issued.

If you have any questions about these service quality require-
ments, you should call your local telephone company’s busi-
ness office.

* The above requirements are based on the 83 Illinois Ad-
ministrative Code 732. They are subject to change by the
Illinois Commerce Commission.

**	The different scenarios in the first bullet are applicable in 
the calculation of the credit.
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CPNI FAQ’s

In order to comply with FCC regulations regarding CPNI, all existing Shawnee Communications customers have been issued a 
PIN, which customers must provide in order to access their personal account information. In addition to PIN distribution, a ques-
tionnaire was also sent to customers that allows for the listing of names to be on an account and prompts customers to select an 
answer to a given question that would grant access to their account if the customers PIN was lost or forgotten. If any customer has 
lost or forgotten their PIN, or has not returned their completed back-up questionnaire, simply contact Shawnee Communications 
and the appropriate information will be resubmitted to you. CPNI regulations do not involve Internet services or activity; it only 
applies to telephone services.

CPNI regulations also require that customers be given the opportunity to opt-out for receiving marketing information based on 
your CPNI. Shawnee Communications customers were sent an opt-out form that would allow customers to decide on receiving 
marketing materials from both external and internal sources. An opt-out for external use would prohibit Shawnee Communica-
tions from taking CPNI information and giving that information to a hired marketing firm, so that they may customize marketing 
materials about Shawnee Communications products or services based on the customers information. An opt-out for internal uses 
would prohibit Shawnee Communications from taking CPNI and allowing Shawnee Communications employees to customize 
marketing materials about Shawnee Communications products or services based on the customers information. Opt-out forms 
will be sent to telephone customers every two years as stated in FCC regulations.

What is CPNI?
CPNI is an acronym for Customer Proprietary Network Information.

What is MY CPNI information?
Personal and private information that is service usage based. In short, your CPNI information is who you call, when you called 
them, how long you talked, billing information, etc.

Why are these new regulations in place?
Government has strong desire to protect the privacy of individuals. It is important that we comply with FCC requirements to avoid 
complaints, potential fines and forfeitures.

What happens when I call regarding my account?
When you call our office regarding your account, we will verify the calling party is listed on the account in question. The next step 
will have you provide your PIN. If you cannot provide your PIN, you will be asked to answer your back-up question.  If you also 
cannot answer your back-up question, no information will be given regarding your telephone account.

What happens if I visit an office regarding my account?
When you visit our office regarding your account, we will require a photo I.D. of a person listed on the account. The next step will 
have you provide your PIN. If you cannot provide your PIN, you will be asked to answer your back-up question. If you also cannot 
answer your back-up question, no information will be given regarding your telephone account.

What happens if I forget my PIN?
A person named on the account may call our office and we will resend the PIN information.

What if I haven’t answered my back-up question?
A person named on the account may call and request the back-up questionnaire be sent to the account holder or a person named 
on the account may visit our office and fill out the form.

CPNI Information
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