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EMERGENCY NUMBERS
IN AN EMERGENCY DIAL:

9-1-1
Emergency Calls Only

Fire and Rescue/Police, Sheriff and Highway Patrol/Ambulance, Paramedics/Coast Guard, Search and Rescue

An emergency is a situation that threatens human life or property and demands immediate attention. Do not 
call 9-1-1 for non-emergencies, this causes delays in the handling of real emergencies.

Emergency & Crisis Intervention Agencies
Primary Emergency Agencies
“Emergency” means a situation in which property or human life is in jeopardy and the prompt summoning of aid is essential. 
Dial 9-1-1 in these situations.

Crisis Intervention Agencies
A crisis can be “an emotionally significant event or radical change of status in a person’s life.” This page lists “crisis interven-
tion” agencies that may be able to provide valuable assistance to you in changing, maintaining or altering the situation or 
circumstances that may cause crisis. Domestic violence, rape, suicide, kidnapping, child and/or spouse abuse are some exam-
ples of crises. Specifically, domestic violence refers to an act of assault or aggression by one or more family members towards 
another person within your immediate or extended family.

HOMELAND SECURITY:
For Information on HOMELAND SECURITY, visit www.ready.gov or www.dhs.gov

National Center for Missing and
Exploited Children
	 ............................ 1-800-THE-LOST (843-5678)

National Child Abuse Hotline
	 .......................... 1-800-4-A-CHILD (422-4453)

National Domestic Violence Hotline
	 ......................................1-800-799-SAFE (7233)
	 TTY........................................... 1-800-787-3224
National Eldercare Locator Helpline
	 ...................................................1-800-677-1116
National Human Trafficking Hotline
	 .................................................. 1-888-373-7888
	 TTY....................................................................711

National Runaway Safeline
	 ........................... 1-800-RUNAWAY (786-2929)
National Sexual Assault Hotline
	 ....................................1-800-656-HOPE (4673)
National Suicide Prevention Lifeline
	 .......................................................................... 988
	 Spanish...................................1-888-628-9454
Poison Control Center
	 Voice & TTY............................ 1-800-222-1222
Substance Abuse and Mental Health
Services National Helpline
	 .....................................1-800-662-HELP (4357)
Veterans Crisis Line
	 ......................................................... 988 (Press 1)



© 2025 Consolidated Communications2

What’s
Inside

911 and Crisis Hot Lines
	 A quick reference to emergency     		
	 services and hot lines

Customer
Service Guide
Table of Contents

Customer Service Guide

	 Emergency Numbers...................................................1	

	 Area Code Map...........................................................18

	 Billing & Payments...................................................5-6

	 Consumer Rights & Telephone Fraud...............9-11

	 Hearing Impaired & Disabled Services......... 11-12

	 How To Contact Us......................................................4

	 International Dialing..................................................19

	 International Dialing Codes....................................20

	 LifeLine Program................................................. 13-14

	 Long Distance Calling...............................................15

	 Operator Assisted Calls &
	 Directory Assistance................................................8-9

	 Prefix Locations.................................................... 16-17

	 Repair Information & Troubleshooting......... 21-22

	 Residential Service Options....................................12

	 Rules, Regulations and Rates............................... 7-8

	 Service Area Map..........................................................3

	 Telephone and Telephone Jack Wiring................23

	 Types of Calls & Dialing Instructions.....................12

	 Zip Code Map..............................................................24

Customer Service Guide.......1-24
	 How to best use the services of
	 Consolidated Communications



© 2025 Consolidated Communications 3

C U STO M E R  S E R V I C E  G U I D EService Area Map
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C U STO M E R  S E R V I C E  G U I D E Contact Information

How To Reach Consolidated Communications:

1-844-968-7224
Customer Service
	 Residential
		  Hours:..... Monday-Friday 7:00am to 6:00pm
		  .................& Saturday 7:00am to 3:30pm (PT)
	 Business
		  Hours:..... Monday-Friday 8:00am to 5:00pm
	 Repair
		  Hours:........... 24 Hours a Day/7 Days a Week
	 Technical Support
		  Hours:........... 24 Hours a Day/7 Days a Week
	 Website....................................consolidated.com

	 Mail Payments to:
		  Consolidated Communications
		  PO Box 66523
		  St Louis MO 63166-6523

General Information
General Inquiries /Administration
		  .....................................................1-844-968-7224
	 Assistance in Calling.................................Dial “0”
	 TTY Users....................... 1-800-855-1155 or 711
Cable Locating Service.......................................811
Directory Assistance
	 Local and National.......1 Area Code 555-1212
		  ........................................................................ or 411

Mailing Addresses
Consolidated Communications
	 P.O. Box 619969, Roseville, CA 95661-0969
Consolidated Communications
	 Executive Offices
	 2116 South 17th Street, Mattoon, IL 61938
		  .....................................................1-844-968-7224

Voice Mail Message Centers
Digital Phone.................................. (916) 749-7700
Roseville........................................... (916) 773-2700
Citrus Heights................................. (916) 721-9900
Sacrament........................................ (916) 721-9900
Davis.............................................. 1-(530) 747-2200
Auburn..........................................1-(530) 368-8200
Elk Grove..........................................(916) 226-2400
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C U STO M E R  S E R V I C E  G U I D EBilling and Payment Information

For Assistance Please Call: 1-844-968-7224
General billing questions -
	 Residential • Business • Payment

Payments By Mail
For many customers, the most convenient way to pay their 
bill is by mail. Please include the remittance form or write the 
correct telephone or account number on your check for prop-
er credit to your account. Please do not send cash through the 
mail. Be sure to allow enough time for the mail to reach our 
office. If our return envelope is not used, mail payments to:

Consolidated Communications Inc
	 P.O. BOX 66523
	 St Louis, MO 63166-6523

Online Payments and Billing
As a CCI customer, you can now make payments or set 
up automatic recurring payments using your credit card or 
checking account at our online payment center. These conve-
nient and secure services are available at:
www.consolidated.com/billpay/
or visit our website at
www.consolidated.com
and click on “Pay/View Bill Online”. You may also use this site 
to view your monthly bill and account activity. Plus, you can 
request to stop receiving your paper bills and use our online 
self-services for all your account needs 24 hours a day, seven 
days a week.

24 Hour Automated Telephone Payments, 
Payment Arrangements and Account Balance 
Inquiries*
As a CCI customer, you can make a full or partial payment 
using your credit card 24 hours a day at your convenience. 
Additionally, you may use this self-help service to set an ar-
rangement to pay your bill as well as get the current balance 
on your account.
To access this service dial:.................................1-844-968-7224

Payment Over the Phone*
As a CCI customer, you can make your payment over the 
phone, self-help, with your credit card or with agent assis-
tance for your check or credit card.
For more information call:...........................1-844-968-7224
*When customers choose to make a payment via the phone 
either through a live agent of the Company or via the Com-
pany’s automated IVR system, the customer may be charged 
a Convenience Fee.

Payments at Authorized Retailers
As a CCI customer, you can make a payment at an autho-
rized major local retailer such as a Walmart or CVS Pharmacy 
(a service fee by the retailer may be applied).

Payment Due Date
Payment is due as indicated by the due date on the summa-
ry portion of the bill. A bill is late if payment is not received 
by the due date. If you cannot pay your bill by the due 
date,please call to make payment arrangements:
24 Hour Automated Payments Arrangements:
		  ...........................................................................1-844-968-7224
If your payment due date causes a hardship, contact our 
billing office to discuss other options that may be available:
		  ...........................................................................1-844-968-7224

Late Payment Charge
If we do not receive your payment by your next bill date, a 
1.5% late payment charge will be applied to the entire unpaid 
balance, when the unpaid balance is $20 or more. If CCI is 
required to initiate collection action to collect unpaid amounts 
due, the Customer will be responsible for the costs of collec-
tion, including reasonable attorney’s fees and court costs.

Returned Checks
When your check is returned to us by the bank, for any 
reason, a returned check charge of up to $25 will be applied 
to your account. If your account was delinquent when paid, 
your service will be subject to immediate interruption of 
service.

Temporary Disconnection
Customers will receive a delinquent notice if the bill is not 
paid by the due date. The delinquent notice advises that 
the payment must reach us within 15 days to avoid tem-
porary disconnection of service. If telephone service is tem-
porarily disconnected due to non-payment of the bill, the 
amount due and a restoral charge will be required in order 
to reconnect the service. A deposit may also be required in 
an amount equal to twice your average monthly bill.
Accounts that remain unpaid for 15 days after temporary 
disconnection are subject to permanent disconnection. 911 
service is no longer available once the service is permanently 
disconnected.
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C U STO M E R  S E R V I C E  G U I D E Billing and Payment Information
Rules, Regulations and Rates

Disputed Bills
If you believe there is an error on your bill or have a question 
about your service, please call Consolidated Communica-
tions customer support, toll free at 1-844-968-7224.
If you are not satisfied with Consolidated Communications’ 
response, submit a complaint to the California Public Utilities 
Commission (CPUC) by visiting www.cpuc.ca.gov/complaints/. 
Billing and service complaints are handled by the CPUC’s 
Consumer Affairs Branch (CAB), which can be reached by the 
following means if you prefer not to submit your complaint 
online:
Telephone 1-800-649-7570 (8:30 AM to 4:30 PM, Monday 
through Friday)
Mail:
California Public Utilities Commission,
Consumer Affairs Branch
505 Van Ness Avenue, Room 2003
San Francisco, CA 94102
If you have limitations hearing or speaking, dial 711 to reach 
the California Relay Service, which is for those needing direct 
assistance relaying telephone conversations, as well their 
friends, family, and business contacts. 
To avoid having service turned off while you wait for the 
outcome of a complaint to the CPUC specifically regarding 
the accuracy of your bill, please contact CAB for assistance. If 
your case meets the eligibility criteria, CAB will provide you 
with instructions on how to mail a check or money order to 
be impounded pending resolution of your case. You must 
continue to pay your current charges while your complaint is 
under review to keep your service turned on.

NOTE: The California Public Utilities Commission handles 
complaints of both interstate and intrastate unauthorized 
carrier changes (“slamming”). The California Public Utilities 
Commission consumer protection rules are available online, 
at consumers.cpuc.ca.gov/telcocic/.

Should you question the charges imposed by the Federal 
Communications Commission (FCC), please direct inquiries to:
	 FCC, Consumer & Government Affairs Bureau
	 Consumer Complaints
	 45 L Street, NE
	 Washington, D.C. 20554
.................................................................. Or Call: 1-888-225-5322
.........................................................................TTY: 1-888-835-5322
.............................................. Internet: www.fcc.gov/complaints
..................................................................... Email: fccinfo@fcc.gov
......................................................................... Fax: 1-866-418-0232

Third Party Notification
If you care for a relative, friend or client who could overlook 
their CCI bill because of illness, financial, language difficulties 
or other problems, our Third Party Notification service can 
help. With this program, if the person you are concerned 
about ever receives a late notice due to an unpaid telephone 
bill, we would notify you as a third party. You could then alert 
that person that the CCI bill needs to be paid. You would 
not be responsible for paying the bill, but you might want to 
contact CCI to help resolve the problem.

If you receive Consolidated Communications (CCI) telephone 
service over our Fiber to the Premises (FTTP) network, it is 
important to note this very reliable network differs from CCI’s 
more traditional copper wire based network in one key way:
If electrical power is lost at your home, your voice tele-
phone service will not work and you will not be able 
to dial 911 in an emergency unless you have a working 
backup power source.
When CCI installed your telephone service using the FTTP 
network, a Backup Power Unit (BPU) may have been in-
stalled at your home. Please keep in mind that, while a BPU 
with a functioning battery in place will allow you to continue 
to use your CCI FTTP voice service for a limited time during 
a power outage, the BPU will not power cordless phones, 
devices used to assist with disabilities, or other medical de-
vices, and these devices will not work in the event of a power 
outage. It is your responsibility to ensure that proper batter-
ies have been put in place for the BPU and other devices to 
ensure their operation during a power outage.
You are also responsible for the monitoring, testing and man-
agement of the BPU and associated battery. Therefore, it is 
very important that you familiarize yourself with the lights on 
the unit to ensure you have backup power if it is needed.
For additional information, please visit us online at      
www.consolidated.com/support/residential-support/
phone-support/battery-back-up or call 1-844-968-7224.

Battery Backup Reminder
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C U STO M E R  S E R V I C E  G U I D ERules, Regulations and Rates

Blocking of 900 and California 976 Numbers
Calls to 900 and 976 numbers are billed either by the min-
ute or as a flat fee each time you call that number. You can 
request that your phone be blocked from being able to 
complete calls to all 900 and 976 numbers by calling CCI 
at 1-844-968-7224 for residential or business customers.
Blocking is free for residential lines. There is a one-time 
charge of $15.00 per line for business lines. There is a one-
time charge of $5.00 per line to remove blocking from a 
residential line and $15.00 per line to remove blocking from 
business lines.
CCI will offer a one-time adjustment of charges for calls to 
900 and 976 numbers within California if:
	 •	 Calls were made by your minor child without your per-		
		  mission; or
	 • You didn’t authorize the calls; or
	 • You were dissatisfied with poor transmission quality, the 	
		  quality or value of the service, or you dispute the 		
		  amount billed; or
	 •	 The 900 number service provider didn’t follow federal 		
		  regulations.
Just notify CCI within 60 days of your bill’s statement date by 
calling the toll-free number on the bill page with the 900 and 
976 charges. Failure to pay undisputed 900 or 976 charges 
will never result in the disconnection of your basic service.

Customer Provided Equipment
Equipment, apparatus, devices or systems may be used with 
the services and facilities furnished by the CCI provided such 
use complies with the CCI’s tariffs. These tariffs are designed 
in the interest of good telephone service and to prevent haz-
ards to customers and CCI employees.
A maintenance or service charge may apply if a repair per-
son is dispatched to a customer’s premises and the trouble 
is found to be caused by customer provided equipment.

Disclosure of Your Number When Calling
a Toll Free or 900 Number
If you call an 800, 833, 844, 855, 866, 877, 888 or 900 
telephone number, or 9-1-1, your telephone number may be 
displayed to the called party.

Employee Identification Cards/Uniforms
For your protection, all telephone company employees are 
required to carry a CCI identification card showing their name 
and photograph. Our field personnel wear uniformed CCI 
logo attire.

Essential Services
Consolidated Communications complies with FCC rule 54.I01 
regarding essential services to be provided in its service area.

The following services or functionalities shall be supported:
	 •	 Voice grade access to the public switched network
	 •	 Local usage
	 •	 Access to emergency services
	 •	 Toll limitation for qualifying low-income customers
For more information on essential services, call CCI at
1-844-YOUR.CCI (1-844-968-7224) or visit
www.consolidated.com

Liability of Consolidated Communications
Directory Content
CCI makes every effort to ensure directory listings are accu-
rate. However, CCI assumes no liability for changes arising 
from directory errors or omissions. CCI has tariff rules ap-
proved by the California Public Utilities Commission dealing 
with the limitations of its liability in connection with errors 
and omissions. If you are aware of an error or problem, 
please contact CCI at:.......................................... 1-844-968-7224

Interruptions
CCI will credit a customer’s account for interruptions to their 
basic exchange telephone service, not due to misconduct 
of the customer, when an interruption extends beyond a 
minimum of a 24-hour period, beginning from the time the 
out-of-service condition is reported. Should the out-of-service 
condition extend to successive 24-hour periods, the credit 
will continue to apply.
The credit allowance is figured based on a single day prora-
tion of the 30-day fixed monthly rate in question and multi-
plied by the number of 24-hour period outages recorded.

Obscene, Harassing or Threatening Calls
Obscene, harassing or threatening calls are prohibited by 
federal and state laws. A person who makes or permits such 
calls to be made over a telephone under his control may be 
fined, imprisoned or both.

POST-DISASTER CONSUMER PROTECTION 
MEASURES FOR WIRELINE COMMUNICATIONS 
CUSTOMERS IN CALIFORNIA
In the event the Governor of California or the President of the 
United States declares a state of emergency in your area that 
results in the loss or disruption of landline telephone service1 
or in the degradation of the quality of landline telephone 
service, 2 landline telephone providers shall provide the fol-
lowing protections to their residential and small business (5 
lines or less) customers for a duration of at least 12 months 
from the date of the state of emergency declaration or as ap-
propriately determined by the California Office of Emergency 
Services:
	 1.	 Waiver of one-time activation fee for establishing remote 	
		  call forwarding, remote access to call forwarding, call 		
		  forwarding features, and messaging services;
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C U STO M E R  S E R V I C E  G U I D E Rules, Regulations and Rates
Operated Assisted Calls

	 2. 	Waiver of the monthly rate for one month for remote 		
		  call forwarding, remote access to call forwarding, call 		
		  forwarding, call forwarding features, and messaging		
		  services;
	 3.	 Waiver of the service charge for installation of service 		
		  at the temporary or new permanent location of the 		
		  customer and again when the customer moves back		
		  to the premises;
	 4.	 Waiver of the fee for one jack and associated wiring 		
		  at the temporary location regardless of whether the		
		  customer has an Inside Wire Plan;
	 5.	 Waiver of the fee for up to five free jacks and associ-		
		  ated wiring for Inside Wiring Plan customer upon 		
		  their return to their permanent location; and
	 6.	 Waiver of the fee for one jack and associated wiring 		
		  for non-Plan customers upon their return to their 		
		  permanent location.
For more information, please contact CCI at 1-844-968-7224.
1 “Disruption” is the (1) loss of dial tone; (2) no connection 
or otherwise non-functioning service; or (3) circumstances in 
which the caller cannot make or receive a voice call because 
the disaster has rendered the service nonfunctional and so, 
the caller is unable to make a 9-1-1 call.
2 “Degradation” occurs in situations where service is not 
completely out, but callers still encounter poor service quality, 
including, but not limited to, static, failure to connect, a fast 
busy signal, and/or dropped calls, including 9-1-1 calls.

Prosecuting Fraudulent Callers
It is illegal for another person to charge long distance calls to 
your number or calling card without your permission. Anyone 
placing such calls will be subject to prosecution under the 
California Penal Code.

Rates
Rates and practices included in the directory are based upon 
those in effect at the time the directory was closed for print-
ing and are subject to such changes as may be made from 
time to time.

Recording Telephone Conversations
Federal and State tariffs require one of the following condi-
tions be met when recording a telephone conversation:
	 All parties being recorded must give consent prior to 		
		  being recorded or,
	 All parties being recorded must hear a “beep” tone
		  approximately every 15 seconds.

SERVICE RESTORATION AFTER EMERGENCIES
CCI maintains a comprehensive Emergency Operations Plan 
(EOP) serving to provide an efficient and professional re-
sponse to unforeseen emergency situations, such as: severe 
weather, flooding, fire, bomb threats to CCI’s network, and re-
storing the loss of telecommunications capabilities as rapidly 

as possible. In the event of an emergency outage of tele-
communications service, the order of restoration will depend 
upon the extent of the event, and restoral of local service 
provided by CCI is prioritized to those responsible for public 
health and welfare in the area involved. The priority of service 
restoration includes 911, law enforcement agencies, fire de-
partments, ambulance, hospitals, doctors, paramedics, military 
groups and other such professional services. There is no set 
order of restoration of local exchange service, however, CCI’s 
EOP team will immediately survey the entire local service area 
served by CCI and determine where the most service can be 
restored to CCI customers in the shortest time possible.

Tariffs
Tariffs, which list rates and rules for telephone service and facil-
ities, are on file with the California Public Utilities Commission. 
Regulated services that are not listed in the Tariff are described 
within the company’s Service Guides. Tariffs and Service Guides 
can be viewed via the internet at www.consolidated.com/
regulatory from your personal computer.

Basic Monthly Telephone Service
The flat rated service allows unlimited direct-dial calling for 
residential customers to your own exchange and to certain 
other nearby exchanges. 
At the time of publication of this directory, the monthly rate for 
this service is $32.44 for Roseville and Citrus Heights District 
and $30.45 for the Sacramento, Elk Grove and Lincoln areas. 
Measured service is also available for customers who make 
a few or moderate number of calls within their local calling 
area. The monthly rates are $26.44 for Roseville and Citrus 
Heights District and $21.44 for Sacramento.
There are also package offerings that may be available in 
your area. Call your Consolidated Communications Resi-
dential Service Representative listed in this directory or visit 
www.consolidated.com for additional information. Rates 
and package offerings are subject to change.

Public telephones are available for your convenience by 
various pay-phone providers. You may place calls by using a 
variety of payment options, which are described on instruc-
tion cards located on each public telephone. Rates vary for 
local and long distance coin calls.

Operator Assisted calls cost more than dialing direct or calling 
card calls.
A one minute initial period applies to all Operator Assisted 
calls with the exception of Coin Paid calls. Coin Paid calls are 
at the discretion of the payphone service provider.

Using Public Telephones

Operator Assisted Calls
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C U STO M E R  S E R V I C E  G U I D EDirectory Assistance
Consumer Rights • Telephone Fraud

Types of Calls and Service Charges
The following surcharges and usage rates apply to all operator 
handled calls:
	 •	Collect Person to Person.................................................. $2.95
	 •	Collect Station to Station.....................................................$.95
	 •	Person to Person................................................................. $2.95
	 •	Station to Station...................................................................$.95
	 •	Third Party Person to Person..............................................$.95
	 •	Third Party Station to Station.............................................$.95

Dial 411 for inquiries throughout the United States.
For directory assistance through your long distance company 
dial:....................................................... 1 + area code + 555-1212
For Toll Free numbers dial:.........................1 + 800 + 555-1212

Charges for Directory Assistance:
Requests for numbers within the Utility’s local exchange area
	 •	Each call using 411 and/or 555-1212 access ..............$.45
Requests for numbers outside the Utility’s local exchange 
area but within 916, 530 and 279 area codes
	 •	Each call using 411 access..................................................$.45
	 •	Each call using 555-1212 access......................................$.45
	 •	Numbers outside the 916, 530 and 279
		  area codes each call.......................................................... $1.10
Call Completion will automatically dial the number you have 
requested for an additional $.80 per call.

Help protect against unsolicited telephone marketing 
calls and faxes!
State Law (Assembly Bill 2134), effective January 1, 1999, re-
quires every local telephone company to provide their custom-
ers the following information. Various governmental agencies 
publish information that generally describes telephone sub-
scribers’ rights under the state and federal law. This information 
is available to you by contacting the agencies provided herein.
As a consumer, you have rights to privacy and to protect 
yourself from potential telemarketing fraud, unsolicited sales 
calls and faxes. The laws apply to live calls, prerecorded voice 
calls & artificial (computerized) voice calls.
The Federal Communications Commission (FCC) has adopted 
rules and regulations, effective December 20, 1992, implement-
ing the Telephone Consumer Protection Act (TCPA). Different 
rules and regulations apply to calls placed to homes and busi-
nesses. The Federal Trade Commission (FTC) also has Telemar-
keting Sales Rules, which have been enacted to help protect 
you as a consumer. State laws are in place to protect citizens 
who have had their privacy violated or have been victims of 
fraudulent telemarketers. The State Attorney General’s office, 
along with the Telemarketing Sales Rules, has the authority to 

investigate and prosecute fraudulent telemarketers who oper-
ate across state lines.
For additional information, please contact the following 
agencies:
		  Consumer Response Center
		  Federal Trade Commission
		  600 Pennsylvania Avenue, NW
		  Washington, D.C. 20580
		  ............................................................................1-877-382-4357
		  .................................................................TTY: 1-866-653-4261
		  www.consumer.ftc.gov
What You Can Do About Unsolicited Telephone Marketing 
Calls and Faxes
		  FCC, Consumer & Government Affairs Bureau
		  Consumer Inquires & Complaints Division
		  45 L Street, NE, Washington, D.C. 20554
		  ........................................................................... 1-888-225-5322
		  .................................................................TTY: 1-888-835-5322
		  ................................................................. FAX: 1-866-418-0232
	 www.fcc.gov/consumers
Do Not Call Services & Information
California State Attorney General’s Office Internet:
www.oag.ca.gov/donotcall
Telephone: 1-800-952-5225 or 1-916-210-6276
Write: Attorney General’s Office
California Department of Justice Attn: Public Inquiry Unit
P.O. Box 944255, Sacramento, CA 94244-2550

National Fraud Information Center (NFIC)
This is a private, non-profit organization that provides services 
and assistance in filing telemarketing complaints. These co-
orts are referred to the appropriate regulatory and law enfo-
mplaint reprcement agencies. NFIC has an online complaint 
form at: www.fraud.org
National Do Not Call Registry
To avoid unwanted telemarketing calls to your residence, you 
may sign up for the National Do Not Call Registry which is 
maintained by the federal government. Consumers may reg-
ister or remove registrations on-line at www.donotcall.gov
or call toll free ......................................................1-888-382-1222
......................................................................... TTY 1-866-290-4236

What is it?
Telephone fraud is any unauthorized change or charge to your 
telephone service. There are many common types of fraud, 
including cellular cloning, calling card PIN theft, and illegal long 
distance and Local Toll charges. Two forms of fraud – Slamming 
and Cramming – are even more common, but not as well known.

Directory Assistance

Protecting Your Consumer Rights

Telephone Fraud
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C U STO M E R  S E R V I C E  G U I D E Telephone Fraud

A Growing Problem
Slamming used to affect long distance services only, but now 
has grown to affect local service as well. Another illegal prac-
tice, cramming, has emerged as one of the fastest growing 
forms of telephone fraud.

We Need Your Help
CCI is required to process orders to change long distance 
providers or add products and services for other telecommu-
nications providers. We are taking steps to prevent these and 
other types of fraud from appearing on our bills. We are also 
working with regulators to seek industry-wide solutions. We 
cannot solve this problem alone. We need your help.

Slamming
Slamming is a deceptive practice in which your local or long 
distance service provider is switched without your consent. If 
your local service provider is changed, you will receive a final bill 
from CCI and a letter concerning your service disconnection. You 
will receive a different bill from the new provider. If your long 
distance provider is changed, the name of the new provider and 
a $5-$6 switching fee may appear on your CCI phone bill.

Cramming
Cramming is any charge added to your telephone bill by 
unethical third parties for products and services that you have 
not added and may not have received.
	 •	If your bill is crammed, you will see an unfamiliar com-
		  pany name or charges for products and services you 		

don’t recognize on your CCI phone bill.
	 •	Sometimes the crammer will not provide an explanation 	

for the charge, hoping it will go unnoticed.

Prevention Tips • Read Carefully
Check your CCI telephone bill for:
	 •	Changes to your service.
	 •	Names of unfamiliar telecommunications providers.
	 •	Unfamiliar products or services.

Ask Questions
If a telemarketer calls you:
	 •	Make sure you understand the offer before you agree.
	 •	Know what charges or fees you will have to pay.
	 •	Ask what you will receive.
	 •	Make sure the caller understands your responses.

Guard Yourself
Do not give any of the following information to unknown
callers:
	 •	Your telephone number.
	 •	Financial information.
	 •	Social Security number.
	 •	Personal identification number (PIN).
	 •	Any other personal information.

Educate
Educate family members and office staff.
Select someone to make decisions about telephone services and 
make sure that everyone knows what to do when they receive a 
call regarding service. Children, baby-sitters, housekeepers and 
receptionists are often targeted by telephone fraud.

Fine Print
Read the fine print.
	 •	Before you enter a contest or sign a prize check, be sure 	
		  to read the fine print. Some forms contain information 		
		  on changing service providers or billing for additional 		
		  charges in these areas. And some companies will use 		
		  your signature on these documents as proof that you		
		  have agreed to order the products or services, or to 		
		  switch telephone service providers.
	 •	Look Carefully - Check for monthly charges you did not 	
		  authorize.

Block Third-Party Charges
CCI allows you to purchase or accept long-distance toll services 
from various long-distance companies, and such charges from 
other companies may be placed on your CCI phone bill. These 
types of charges are called “third-party charges.” CCI offers our 
customers free blocking of third-party charges. Therefore, you 
may choose at any time to have CCI block third-party charges 
from appearing on your phone bill, you will still be able to use 
your phone, but you will not be able to purchase items from 
third parties and have them billed to your CCI account.
If you have any questions regarding third-party charges, or to 
request free blocking, please contact us at 1-844-968-8224.
If You Think You’ve Been Slammed or Crammed
Be sure to call from the telephone number you believe has 
been slammed to verify your long distance company.
Call	..........................................................................1-700-555-4141
Or call CCI at.........................................................1-844-986-8224
	 •	Our customer service representatives will serve as your.		
		  advocates and will help you switch back to your provider.
	 •	If the service provider does not resolve a cramming charge, 	
		  we will provide an adjustment on your telephone bill.
	 •	Ask your CCI customer service representative how you .		
		  can protect your account to prevent future changes with-	
		  out your permission.

Report the Slam or Cram
Contact one of the following agencies:
	 •	California Public Utilities Commission (CPUC)
		  Consumer Affairs Branch
		  505 Van Ness Avenue, Room 2003
		  San Francisco, CA 94102-3298
		  (Monday-Friday 8:30 am - 4:30 pm)
		  1-800-649-7570 1-415-703-4973
		  or TTY at 1-800-229-6846 1-415-703-2032
		  consumers.cpuc.ca.gov



© 2025 Consolidated Communications 11

C U STO M E R  S E R V I C E  G U I D ETelephone Fraud
Hearing Impaired & Disabled Services

	 •	 The California Attorney General’s Office
		  Public Inquiry Unit
		  P.O. Box 944255
		  Sacramento, CA 94244-2550
	 •	 Federal Communications Commission
		  Consumer & Governmental Affairs Bureau
		  45 L Street, NE
		  Washington, DC 20554
	 •	 Your Local Better Business Bureau

Know Your Rights
You have the right to return to your service provider of choice 
at no charge if you’ve been slammed. You can request that 
any changes to your service require your approval. And you 
have the right to have your choices respected.

California Relay Service (CRS)
Is a public service which guarantees all citizens access to 
prompt, professional and accurate communication through 
the telephone. Consumers of these specialized services, 
specifically individuals who are deaf, deaf-blind, hard of 
hearing or have difficulty speaking, can communicate on the 
telephone via text telephone (TTY), Voice Carry Over (VCO), 
Hearing Carry Over (HCO), Speech-to-Speech (STS) and Cap-
tioned Telephone in English and Spanish in order to more 
easily connect with family, friends or businesses.

To place a call using California Relay Service, dial 711
Customer Care Information:
	 English V/TTY......................................................877-632-9095
	 Spanish V/TTY.....................................................877-419-8440
	 1006 12th Street Aurora, NE 68818
	 Email: california@hamiltonrelay.com
	 Web: www.ca-relay.com
Captioned Telephone:
	 English Customer Care:...................................888-402-4018
	 Spanish Customer Care:.................................. 877-330-0156
	 To call a captioned Telephone user........... 866-399-9050

How does California Relay Service Work?
Dial 711 to connect with California Relay Service. A qualified 
Communication Assistant (CA) will ask for the area code 
and number of the person you wish to have a relay call with. 
Generally, the CA will voice the typed message from the text 
telephone (TTY) user to you. The CA relays your spoken mes-
sage by typing it to the TTY user.

Specialized Services:
California Relay Service offers specialized services for indi-
viduals who have difficulty speaking and for Spanish speak-
ing residents. Specially trained CAs are on hand to assist in 
these types of calls by dialing the associated number provid-
ed. Since California Relay Service offers a variety of services, 
please refer to the website listed or call Customer Care for 
more detailed instructions on the different processes used 
for a particular call.

Captioned Telephone:
Captioned Telephone is also available and ideal for individuals 
with hearing loss that can speak for themselves. A Captioned 
Telephone is like any other telephone with an essential dif-
ference: it allows users to listen to their phone conversations 
while reading captions of what’s said to them.

Access to Services:
711 provides toll-free relay calling. If you are experiencing 
an issue dialing 711 to reach California Relay Service, please 
contact Customer Care.
All TRS and English Captioned Telephone services are available 
24 hours a day, seven days a week. Spanish Captioned Tele-
phone is available daily from 5:00am to 9:00pm PST. Consumers 
may place relay calls to English and Spanish speaking persons 
within California, across the United States and even internation-
ally. By law, each conversion is handled with strict confidentiality.

Equipment Distribution Program:
California Connect offers specialized phones including: am-
plified phones, text telephone (TTY), Voice Carry Over (VCO) 
phones, Captioned Telephones and other equipment to eligible 
individuals in California who are deaf, deaf-blind, hard of hear-
ing, or who have difficulty speaking/or any cognitive disability. 
For more information, visit caconnect.org.
Emergency Calls: Please note that 711 can only reach Califor-
nia Relay.  In the case of an EMERGENCY you should continue 
to use 911. For emergencies, call 911 or your local emergency 
service TTY number directly, without using relay. The Americans 
with Disabilities Act (ADA) requires that 911 centers have a TTY 
and be prepared to handle emergency calls placed in this manner. 
California Relay will make every effort to assist you in an emergen-
cy. However, it is important to understand that relay centers are not 
911 centers and do not assume responsibility for emergency calls.

Directory Listings For TTY Users
Customers with a TTY may include this information as a part 
of their directory listing at no additional charge.
Examples:
MILLER DAVE R
TTY Only.............................................................. (916) 555-7722 or
MILLER DAVE R
TTY & Voice.............................................................. (916) 555-7722

California Relay Services
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“TTY only” means the telephone is answered only by a Tele-
communications Device for the Deaf, and communication 
can only be made with another TTY.
“TTY & Voice” means that both TTY users and non-TTY users 
can communicate over the line.

Additional Listings
You may purchase additional listings for other members of 
the household such as your spouse, children and roommates.

Call Referral Service
This service provides a basic recorded announcement inform-
ing callers that your telephone has been disconnected and 
of your new telephone number where you can be reached. 
This service is provided free for a 3-month period. For a small 
charge, your referral period may be extended.

Non-Published Service
For telephone number privacy, Non-Published Service will 
assure that your telephone number will not be printed in the 
directory or given out by Directory Assistance Operators.

Station or Dial Direct Calls -
Dial a station call direct to talk with anyone who answers. 
Charges begin when the call is answered. Rates are lowest 
for Unassisted Station Calls. If you require special billing 
arrangements (collect), dial “0” + Area Code + number.
* Rates are higher for Operator Assisted Calls.

Person-to-Person Calls -
Tell the Operator you wish to make a person-to-person call. 
Charges begin when conversation begins with the person 
called or anyone else agreed upon, or the requested exten-
sion. Rates are higher than station calls.

Collect and Calls Charged to Another Number -
You may place these calls as station or person-to-person 
calls. They carry the unassisted rate plus the associated 
service charge quoted on page 7. You can call “collect” if the 
person or firm you are calling agrees to pay the charge. You 
can also charge a call to another number. Dial “0” + Area 
Code + number.*

Conference Calls -
Up to 24 people can dial a designated telephone number 
to connect into one conversation. Calls can be made from 
anywhere around the world. Refer to the Business Office on 
page 3 for more information.

Mobile Calls/Air-Land-Marine Calls -
You can make local and long distance calls to automobiles, 
trucks, aircraft, boats and ships.

Calls to Other Countries -
Calls to most of the world’s telephones can either be reached 
via the Operator or dialed direct. For information on calls to for-
eign countries, refer to pages 19 and 20 for international dialing.

Toll Free Calls -
You can dial toll free to telephone numbers that are preced-
ed by the Area Codes 1-800, 1-833, 1-844, 1-855, 1-866, 
1-877 or 1-888. Be aware that you could be charged for a call 
if the toll free party transfers you to another number. Ask for 
charges before allowing your call to be transferred.
Please Note:
*It is necessary to dial the area code on an operator 
assisted or calling card call that begins with dialing “0,” 
regardless of whether it is inside or outside the area code.

Equal Access Service allows you to select the long distance 
company of your choice to process long distance calls made 
outside your local and zone calling area. (See pages 15-17 for 
service area information.) Equal Access allows you to make calls 
utilizing the long distance company you have chosen without 
dialing additional numbers. (See below for dialing instructions.)
Equal Access Service allows you to select the long distance com-
pany of your choice to process long distance calls made outside 
your local and zone calling area. (See pages 15-17 for service 
area information.) Equal Access allows you to make calls utiliz-
ing the long distance company you have chosen without dialing 
additional numbers. (See page 15 for dialing instructions.)
Long Distance companies participating in Equal Access also 
have their own Company Code. By dialing this Company 
Code plus the area code (if applicable) and phone number, 
your call will be routed over that company’s lines. Compa-
ny Code Dialing may be used in addition to Equal Access. 
(Arrangements may be required with some companies before 
using their codes.)
Within your Area Code and Outside your Service Area, Dial:
The Long Distance Company Code*
+ 1 + Area Code + the 7-Digit Telephone Number
Outside your Area Code and Service Area, Dial:
The Long Distance Company Code*
+ 1 + Area Code + the 7-Digit Telephone Number
*Provided by the Long Distance Company.
Some Long Distance Companies also provide direct dialing to 
numbers outside your Service Area by dialing “950” followed 
by a 4-digit Company Code.
“950” calls to Long Distance Companies which offer this ser-
vice may be made from any telephone. CCI does not charge 
for calls to these “950” numbers. (Arrangements may be 
required with some companies before using this service.)

Residential Options

Types of Calls

Equal Access to Long Distance Companies



© 2025 Consolidated Communications 13

C U STO M E R  S E R V I C E  G U I D ELifeLine Program

Beginning January 31, 2025, customers in the 530 area code 
region may be assigned a number in the new 837 area code 
when they request new service or an additional line. Custom-
ers receiving the 837 area code will be required to dial 1+10 
digits for all local calls, just as customers with telephone 
numbers from the 530 area code do today.

All customers with a 916, 279 or 530 area code must
dial 1 + area code + telephone number for ALL calls
	 •	You can still dial just three digits to reach 911, as well as
		  211, 311, 411, 511, 611, 711 and 811.

Consolidated Communications offers a Lifeline Program for 
eligible low income residential subscribers at their primary res-
idence. The Lifeline Program is a government benefit program.
Eligible subscribers can apply a monthly federal Lifeline 
Program discount to a voice service or a qualifying Internet 
service. If applicable, there is a Federal Tribal Lifeline Program 
which provides additional discounts on local voice service 
or a qualifying Internet service. In some states, an additional 
monthly voice discount is also available. 
To qualify for Lifeline Program support, residential customers 
must receive benefits from qualified assistance programs. 
Alternatively, customers with household income meeting spe-
cific Federal Poverty Guidelines may also qualify for Lifeline 
Program support. Eligible subscribers who apply the Federal 
Lifeline Program discount to their voice service may also qual-
ify for free toll blocking to help control long distance usage.
Only one Lifeline Program discount is available per household 
on either a wireless or wireline qualifying service. Under the 
Lifeline Program, a household is defined as any individual or 
group of individuals who live together at the same address 
and share income and expenses. The Lifeline Program benefit 
is non-transferable. Consumers who willfully make false state-
ments in order to obtain the discount can be punished by fine 
or imprisonment or can be barred from the Lifeline Program. 
For more information on the Federal Lifeline Program, please 
visit the Universal Service Administrative Co. website at   
www.lifelinesupport.org or call (800) 234-9473. 
You may also call Consolidated Communications at 1.844.
YOUR.CCI (1.844.968.7224).

California Lifeline Program for Consolidated Communica-
tions, Inc. (“CCI”) Customers
The California LifeLine Program (California LifeLine) provides 
discounts on phone services to qualified residential house-
holds. This consumer program of the California Public Utilities 
Commission helps to lower consumers’ phone bills. Consum-
ers must be approved before receiving the California LifeLine 
discounts. For more information on program eligibility, go to 
www.californialifeline.com/en/eligibility_requirements.

HOW TO APPLY FOR THE CALIFORNIA LIFELINE 
DISCOUNTS
If you think your household qualifies for the California Life-
Line discounts, call CCI at 1-844-968-7224. We will review 
the program and eligibility rules with you. We will inform 
the California LifeLine Administrator to mail you an applica-
tion form in a PINK envelope with a Personal Identification 
Number (PIN). You can apply online at www.californial-
ifeline.com using your PIN or complete, sign, and mail the 
application form and any required proof of eligibility to the 
California LifeLine Administrator. The application form and 
any required documents must be completed and returned 
before the response date indicated on the form. If you do 
not return the completed application form, or fail to pro-
vide the required documentation, you will not receive the 
California LifeLine discounts and you will continue to pay the 
regular rates for your phone service.
If you apply to be in California LifeLine, you will pay the 
regular rates for your phone service until your application is 
approved. To help you pay the up-front costs of establishing 
your phone service like the service installation/connection 
fee, service conversion fee, and deposits, you can request to 
be on an interest-free payment plan. After being approved 
by the California LifeLine Administrator you will be refunded 
the difference between the regular rates and the California 
LifeLine discounted rates for your phone service. The refund 
and the California LifeLine discounts will be retroactive to the 
date your service began or the date you requested to be en-
rolled, whichever is later. If your bill has a net credit balance 
of $10.00 or more, you may request a refund check from CCI. 
Otherwise, the refund will just be a credit on your account.

ELIGIBILITY GUIDELINES
You can qualify for the California LifeLine discounts by either 
Program-Based OR Income-Based. Qualifying by Program- 
Based means that you or another person in your household 
is enrolled in a public assistance program such as Medicaid/ 
Medi-Cal, CalFresh, Supplemental Security Income, or other 
programs. Qualifying by Income-Based means that your 
household’s total annual income is at or less than 150% of 
the Federal Poverty Guidelines.

916, 279 & 530 Area Code Overlay and Dialing

Federal LifeLine Program

California LifeLine Program
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ONLY ONE CALIFORNIA LIFELINE DISCOUNTED 
SERVICE PER HOUSEHOLD IS ALLOWED
Each household must choose to get the discount either on 
a home phone or on a cell phone, but not on both. House-
holds cannot get the discount from multiple phone compa-
nies. Only one California LifeLine discount per household is 
allowed, except for TTY users, in which case a second phone 
line may be discounted. Households that do not follow the 
California LifeLine one discounted service per household rule 
will lose their discounts, and may be prosecuted by the U.S. 
government. Individuals can also be punished for giving false 
information to get the discounts. Penalties can include im-
prisonment, losing the discounts, monetary fines, and being 
banned from the California LifeLine Program. The discounts 
can only be for the primary residence. Discounts are non-
transferable from one person to another.
California LifeLine participants may transfer their discounts 
from one phone company to another, but you may NOT have 
more than one phone line active with the California LifeLine 
discounts. If you choose to transfer your California LifeLine 
discounts from CCI to another California LifeLine provider, 
then CCI will charge retail rates for you to continue using 
your phone service.

HOW TO KEEP YOUR CALIFORNIA LIFELINE 
DISCOUNTS
You must renew your California LifeLine participation annually. 
The California LifeLine Administrator will mail you a renewal 
form in a PINK envelope with a Personal Identification Num-
ber (PIN). You can renew online at www.californialifeline.com 
using your PIN or complete, sign, and mail the form to the Cal-
ifornia LifeLine Administrator. Or you can renew by phone by 
contacting the California LifeLine Administrator. If you do not 
renew before the response date, you will lose the California 
LifeLine discounts and will be charged the regular rates. If 
you have questions about your renewal, contact the Califor-
nia LifeLine Administrator at 877-858-7463 or 888-858-7889 
(TTY) from 7 a.m. to 7 p.m. Monday through Friday. If you 
believe your household no longer qualifies for the discounts 
or if your household is getting more than one discount by 
mistake, you must inform CCI or the California LifeLine Ad-
ministrator within 30 days. If you do not follow this notifica-
tion rule, you may be penalized.

DE-ENROLLMENT RULES
Your household may lose the California LifeLine discounts if 
your household no longer qualifies, is already receiving the 
discounts (except for TTY), violates the California LifeLine 
Program’s rules, or does not renew the discounts on an 
annual basis.

LifeLine Program
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Unassisted Station Calls
	 Inside 916 & 279 Area:
	 Dial 1 + area code + telephone number

	 Outside 916 Area:
	 Dial 1 + area code + telephone number
	 By dialing your own long distance calls, you will pay the .		
	 lowest rate.
Operator Assisted Calls
	 Person to Person
	 Collect
	 Third Number Calls
	 Inside 916 & 279 Area Code:
	 Dial 0 + area code + telephone number
	 Outside 916 & 279 Area Code:
	 Dial 0 + area code + telephone number
You will need to dial “00” to reach your long distance opera-
tor for assistance or information for calls outside your service 
area (See pages 15-17 for service area details). Operator 
Assisted calls are more expensive.

Long Distance Company Code Dialing
CCI provides your local service and the long distance calling 
within your service area. (Please refer to the map of your ser-
vice area below.) You can also place long distance calls within 
your service area by using other long distance companies.
Dialing Instructions:
You can place calls with other long distance companies by 
using company code dialing. Company code dialing will route 
your call over another company’s network.
Within 916 & 279 area code:
Company code + 1 + area code + 7-digit telephone number
Outside your area code:
Company code + 1 + area code + 7-digit telephone number

Long Distance Calling Inside &
Outside Your Service Area

Some long distance companies may require you to set 
up an account before you use their company code. 
Other companies accept company code dialing without 
a previously arranged account. You may contact any long 
distance company directly for information concerning 
their company codes and service offerings.
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279/916 Prefixes Located In Your Service Area

707 Prefixes Located in Your Service Area

530/837 Prefixes Located in Your Service Area
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530/837 Prefixes Located in Your Service Area

530/837 Prefixes Located Outside Your Service Area
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Area Codes and Time Zones throughout the United States and Parts of Canada

American Samoa...................................684
Anguilla....................................................264
Antigua / Barbuda................................268
Bahamas..................................................242
Barbados.................................................246
Bermuda..................................................441
British Virgin Islands............................284
Cayman Islands.....................................345

Dominica................................................. 767
Dominican Republic..... 809, 829 & 849
Grenada................................................... 473
Guam........................................................ 671
Jamaica....................................... 658 & 876
Montserrat..............................................664
Northern Mariana Islands.................. 670

Saint Maarten........................................ 721
St. Kitts / Nevis......................................869
St. Lucia................................................... 758
Sint Maarten........................................... 721
St. Vincent / Grenadines....................784
Trinidad / Tobago..................................868
Turks / Caicos Islands..........................649

(AB) Canada
.....................825 (overlay 403/587/780)
Indiana..........................930 (overlay 812)
Indiana..........................463 (overlay 317)

Kentucky.......................364 (overlay 270)
New York......................934 (overlay 631)
North Carolina............743 (overlay 336)

Oklahoma....................539 (overlay 918)
Ottio...............................580 (overlay 614)

Area Code Map

Other Area Codes Within the North American Number Plan

Please Note:
	 Time zones are for approximation only. Hours will vary according to Daylight Savings Time at different times of the year.
	 Time at the calling point determines which rate applies. For greater detail of area codes and prefixes, see pages 15 thru 18.

Revised: 11/22/24
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International Dialing Codes
International dialing codes are the same for the various com-
panies offering international direct dialing. Depending upon 
the long distance company you have, you may need to dial 
additional numbers or codes prior to the international access, 
country, and city codes.

International Dialing Instructions
Station-to-station calls
	 To dial international calls, dial in sequence:
		  1. The International Access Code – 011
		  2. The Country Code – a two or three digit number
		  3. The City Code
		  4. The local telephone number
	 For example:
	 To place a call to Paris, France, telephone number 123456, 	
	 you would dial:

After dialing any international call, allow at least 45 seconds 
for the ringing to start.

Operator Assisted Calls
To dial person-to-person, and billed to a third number inter-
national call, follow the instructions given in the preceding 
column, but use “01” for the International Access Code. After 
the call is dialed, the Operator will come on the line to ask 
for information, such as the name of the person you are 
calling.
Additional assistance or information
	 5. Dial “00” (Operator) if you need assistance:
		  • To obtain a telephone number you don’t know
		  • To obtain City Codes not listed in this section
		  • For help in completing a call
		  • For credit on a call which you had difficulty, e.g.,
		     reaching a wrong number.
To place a call to the Bahamas, Bermuda, Canada, Puerto 
Rico or the Virgin Islands dial in the same manner as long 
distance calls within the United States. Simply dial “1” plus 
the appropriate Area Code and the local number.
	 •	Area code map is on page 18.
	 •	Lists of international dialing codes are on page 20.

International Dialing

International
Access Code

011

Country
Code

33

City
Code

1

Local
Number
123456+ + +
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Numbers beside countries are “Country Codes.” Numbers beside cities are “City Codes.” For all other international points not 
listed in this section, dial “00” and tell the Operator the country you are calling.

International Dialing Codes
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Trouble With Inside Wiring
Inside wire (I/W) is all the telephone wire inside your home 
or business (and could include wire that is mounted on 
the outside of the building) which connects your telephone 
service to CCI’s network interface where our lines enter the 
building.

If the problem is with the inside wire, you 
have several options:
	 •	If you are a subscriber to CCI’s Inside Wire Maintenance 	
		  Plan, call CCI. There is no additional charge for repairing 	
		  your standard inside wire and jacks. (Only wiring and 		
		  jacks that were working properly, prior to signing up 	
		  for the plan, will be covered.)
	 •	You can hire CCI, for a fee, if you are not a subscriber to 	
		  our Inside Wire Maintenance Plan.
	 •	You can hire someone else to do the work.
	 •	You can do the work yourself.

Standard Network Interface
A Standard Network Interface (SNI) device may have been 
installed in the connection box where CCI lines enter your 
building or home. This device allows you to isolate trouble 
from your equipment and inside wiring to the telephone lines.
Call CCI for any problems with your telephone line. We will 
repair telephone lines at no charge up to the point where the 
line enters your home or business.

Trouble With Your Telephone Set
Follow the steps listed below to find the source of the problem.
	 1.	If you have more than one telephone, unplug the one 	
		  that seems to be giving you a problem.
	 2.	Plug another telephone set in the same jack and see if 	
		  the problem still exists.
	 3.	If it doesn’t the trouble is probably in the first set. 		
		  Return the telephone to the supplier, or follow the 		
		  repair instructions on the warranty.
	 4.	See page 22 for additional helpful steps in locating the 	
		  cause of trouble.

A Maintenance Or Service Charge May Apply
If you ask for a CCI Repair Technician to be dispatched to 
your home or business and you do not have the Inside Wire 
Plan, and the trouble is caused by the wiring or equipment 
beyond the connection box, there may be a minimum isola-
tion service charge.

For Repair Dial:

1-844-968-7224
When calling from outside the

Consolidated Communications Telephone
service area or from a wireless phone call

Who to Call For Assistance

What Can Go Wrong With Cordless Telephones?
Cordless telephones are popular because they offer free-
dom of movement. However, consumers may experience 
problems not associated with “plug in” telephones.

Batteries:
The cordless telephone’s handset contains a battery which 
enables a radio signal to be transmitted to the set’s base 
unit. If the battery is weak or dead the set will not work. 
You must change or recharge the battery.

Interference:
If you hear static or other interference it may be caused by 
an appliance, metal object or metal construction. Pointing 
the telephone in a different direction may solve the problem.

Privacy:
A major drawback to cordless telephones is lack of privacy. 
The radio signal for cordless sets may be picked up by 
a neighbor’s cordless set or CB radio. If you sometimes 
hear a short ring, it can indicate you and your neighbor 
are tuned to the same frequency. Change your channel to 
correct this problem.
Note: It is recommended that you do not make a cord-
less set your only telephone. A power outage or dead 
battery could leave you without telephone service.
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Trouble-Shooting Telephone Service Problems.
Problem
	 One telephone does not work and you have additional 	
	 sets that are working.
	 • Steps to Take:
	 1.	 Determine that the problem is not related to phone cord 		
		  problems, a loose plug or cut cords with a visual inspection.
	 2.	 Unplug the set that is malfunctioning. Plug it in where		
		  another set has been working properly.
	 • If the telephone works:
	 1.	 The problem is in the jack or the wiring at the first loca-		
		  tion. You may choose to have CCI repair the trouble or you 	
		  may choose to call an electrician, handyman, or do the 		
		  repair yourself.
	 • If the telephone doesn’t work:
	 1.	 The problem is with the telephone. You will need to 		
		  repair or replace the set.
Problem
	 Your telephones are not working.
	 • Steps to Take:
	 1.	 Locate the connection box on the outside of your 		
		  home. Remove the cover, unplug the modular plug and 	
		  plug in a working telephone.
Note: Be sure to replace the modular plug after testing.
	 • If the telephone works:
	 1.	 If the trouble disappears, then the trouble resides within 	
		  the wiring or equipment of the home/business.
	 2.	 You may choose to have CCI repair the trouble or you 	
		  may choose to call an electrician, handyman, or do the 	
		  repair yourself.
	 • If the telephone doesn’t work:
	 1.	 If the trouble is at the connection box, then the trouble 	
		  is in our telephone equipment.
	 2.	 Call Repair Service. There will be no charge for the 		
		  repair.
Problem
You have no dial tone with your new telephone service.
	 • Step to Take:
	 1.	 Call 611 Repair Service to see if the service has been  		
		  activated. If the service has not been activated, CCI will 	
		  activate service and your problem is solved. 			 
		  If CCI service  is already activated our Repair Service will 	
		  assist in diagnosing problem.
	 • Step to Take:
	 1. Locate the connection box on the outside of your home. 	
		  Remove the cover, unplug the modular plug and plug in 	
		  a working telephone.

	 Note: Be sure to replace the modular plug after testing.
	 If the telephone doesn’t work, the trouble is at the connec-	
	 tion box, and the trouble is in our telephone equipment. 	
	 Call Repair Service. There will be no charge for the repair.
Problem
	 You can’t hear well.
	 • Step to Take:
	 1. Try another telephone. If you can hear better, problem is 	
		  the original telephone and you should repair or replace 	
		  set.
	 • Step to Take:
	 1.	 Unplug some telephones. If you can hear better, your 		
		  phone sets may be incompatible. Call Repair Service for 	
		  assistance in diagnosing problem.
Problem
Your calls are cut off.
	 • Step to Take:
	 1.	 Replace the cords from the receiver to the telephone 		
		  and from the telephone to the jack. If calls are no 		
		  longer cut off, the problem is solved. If calls are still 		
		  cut off call Repair Service for assistance in diagnosing 		
		  the problem.
Problem
	 You hear static.
	 • Step to Take:
	 1.	 Static can be caused by many things - cord, telephone, 	
		  incompatible sets, cordless telephones, outside wiring, 	
		  etc. Call Repair Service for assistance in diagnosing 		
		  problem.
	 • Step to Take:
	 1.	 Locate the connection box on the outside of your home. 	
		  Remove the cover, unplug the modular plug and plug in	
		  a working telephone.
	 Note: Be sure to replace the modular plug after testing.
	 If the telephone doesn’t work, the trouble is at the connec-	
	 tion box, and the trouble is in our telephone equipment. 	
	 Call Repair Service. There will be no charge for the repair.
Problem
You hear radio interference
	 • Step to Take:
	 1.	 Radio Interference can be caused by many things –		
		  cordless telephones, answering machines, inside wiring, 	
		  outside wiring, grounding, etc. Try another telephone 		
		  set or unplug your cordless telephone, answering 		
		  machine, etc. from the telephone jacks. If there is still 		
		  interference, call Repair Service for assistance in 		
		  diagnosing problem.

Trouble Shooting
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Inside Wiring
Your Responsibility:
The portion of the wiring that you are responsible for is all 
wiring at your home or business from the telephone compa-
ny network interface (connection box).

What is Inside Wiring?
Inside wiring begins at the box where the telephone compa-
ny connects its outside wires to the wires that run inside your 
home or office building. The connection box – also called the 
“Isolation Device” – is usually located outside. Inside wiring 
goes from the connection box along or through the walls up 
to and including the phone jack. It does not include the cord 
that runs from the jack to the telephone.

How to Isolate Trouble
Locate the connection box on the outside of your home. 
Remove the cover, unplug the modular plug and plug in a 
working telephone.
Note: Be sure to replace the modular plug after testing.
If You Rent:
According to California law, dated January 1, 1992, property 
owners are responsible for most telephone inside wiring 
repairs. The law requires property owners to provide their 
residents with at least one working telephone jack and to 
maintain the inside wiring in working condition. If you rent 
and have problems with your inside wiring, you should 
contact the property owner or manager. The telephone and 
the cord which runs from the telephone to the jack are the 
renter’s responsibility, not the property owner’s.

Inside Wire Maintenance Plan:
January 1, 1987, the Federal Communications Commission 
(FCC) and the California Public Utilities Commission (CPUC) 
decisions made installation and maintenance of inside 
wiring and telephone jacks your responsibility. Inside wire 
is the critical link between you and the CCI network. For a 
nominal monthly fee we will take care of your inside wire 
maintenance. This plan provides maintenance for standard 
telephone wire inside your residence/business which con-
nects your telephone to the connection box where our lines 
enter your home or office. If you would like more informa-
tion about inside wire installation and maintenance options, 
please call our business office (page 4) or visit our web site: 
www.consolidated.com.

Telephone and Telephone Jack Wiring
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