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Ruth Nettles - 
From: Cooper, Roberta G [Roberta.G.Cooper@Centu~-yLink.com] 
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To: Filings@psc.state.fl.us 

cc: Masterton, Susan S; Khazraee, Sandra A 

Subject: 090552-TL CenturyLink's Amended Petition 

Attachments: 090552-TL Amended Petition 2-26-1 O.pdf 

Filed on Behalf of: Susan S. Masterton 
Senior Counsel 
CenturyLink 
315 S. Calhoun Street, Suite 500 
Tallahassee, FL 32301 
Telephone: 8501599-1560 
Email: susan.masterton@centurylink.com 

Docket No. 090552-TL 

Title of filing: 
Guarantee Program and Withdrawal of Request for Waiver of Rule 254.0185. F.A.C. 

Embarq Florida, Inc. d/b/a CenturyLink's Amended Petition for Modification of Its Service 

Filed on behalf of: CenturyLink 

No of pages: 15 

Description: 
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Withdrawal of Request for Waiver of Rule 254.0185, F.A.C. 

Embara Florida, Inc. d/b/a CenturyLink's Amended Petition for Modification of Its Service 

Roberta Cooper 
Legal Secretary to Susan Masterton and Jeanne Stockman 
Voice: 850-599-1563 I Fax: 850-224-0794 
Email: Roberta.G.Cooper@centurvlinkm 
315 5 .  Calhoun Street, Suite 500 ITallahassee, FL 32301 
Mailstop: FLTLHZO501-5001 
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CenturyLin kTU 

February 26,2010 

FILED ELECTRONKCALLY 

Florida Public Scnrice Commission 
2540 S W  Oak Blvd. 
Tall&@- FL 32399-0850 

le, Commission Clerk 

RE: Dacket NO. 090552-TL 
Embarq Florid% I c  Petition for Modifimtim of 

quest  for Waiver o f  Rule 25- 

’s Amended 
Withdrawal of Request 

Capes me 
serVi&. 

served on the parties in this docket pursuant to the att- 

any questions regarding this electronic filing, p l w e  do 

Sincerely, 

Id Susfln S .  Masterton 
Susan s. Mastertrm 

Enclosure 



, 

C OF SERVICE . OWZ-TL 

I BEREBY CERTIFY that a true and ct cop of the foregokg was 8ew& by regular U S  Mail and electronic mail 011 Utis 2fi 2 day of February, 2OfO to the 
fQaOWblg: 

Florida Public Service Commission 
%vision of Competitive Markets and Enfmement 
Beth Sal& 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

istrative Prowlures Co e 



BEFORE THE FLORIDA PUBLIC SERVICE CONMISSION 

G m r e e  P r o p  end waiver of m a i n  
reporting requirements in 
F.A.C., relating to answer time. Filed: February 26,2010 

EMBARO FLORIDA. IN C. d/b/a CENTURYLINK’S AMENDED PETITION FOe 
MODIFlCATlON OF ITS SERVICE GUARAN TEE PROGRAM AND 

WITHDRAWAL OF REOUEST FOR WAIVER OF RULE 29-4.0185. F.A.C. 

Embarq Florida, Inc, d/b/a CenturyLink (“CenttnyLiink”) submits this Amended 

(“SGP”) in accordance with Petition for Modification ofits Service Guarmtee 

Rules 25-4.085,28- 

of certain reporfing 

28-106.202, F.A.C. and withdraws its request 

en@ relating to time in Rule 25-4.0185, F.A.C. This 

ended Patition amends and neplaccs the Petition and request far waiver filed in this 

on December 3 q  2009, In addition to tbe mudifidon8 to the 

n CsnturyLi&s original Amended Petition re4 

w w e f  time in the S 

F.A.C. In support of the Atnended Petitian, CenhryLink 

The m e  and address of the affected a$ency is 1. orida Public S d m  

., TdlahaSSe, 32399-0890. 

of the Petitioner i s  Embarq Florida, inc. m / a  

Florida corporation with its principal plsce of business at 100 CenturyLhk Drive, 

Monroe, Louisiana 71203. CentuyLink is a certificated inambenr iocal 

company in Florida. 



3. All pieadings, notices and other documents filed in this proceeding 

be directed b CenturyLink's representative as follows: 

Susan S. Mastexion* Esq, 
315 S. Calhoun e 500 
Tal~abassee, FL 
850-599- 1 560 (phone) 
850-224-0794 (fax) 

BACKGROUND 

4. In Docket No. 991377-Th (then known as Sprint) and &e 

Office of the Public Counsel entered into a stipulation and settlement wherein 

CenturyLink would implment a Senrice Flan for a term of tw 

Commission approved the NO. PSC-00-2462A-PAA- 

TL. In Orda NO. PSC-034733 ink's 

r e g w e d  rnodifiwticm and extmsion of its for rW0 yews 

and again granted an extension ofthe Plan in Mer  No. PS -0630-FOF-TL. 

5. In 2005. the Commissioa adopted Rule 25-4.085, F.A.C., which allows a 

company to 

SOP relieves the company fkom the d e  requirements of ea& 

in the appro~ed SGP. In olabting a propos 

benefits to the coatpany's 

PSC-05-0918-PAA-TL, the Commhsion approved CentwyLkk's SG 

ntheC sion for appmval of a SGP. Under the de, appro 

estandardaddressed 

GP, the Gomission is  to consider the 

whether thc SGP is in the pubtic btmt In 

in accordance 

Link's SGP continues indefinitely until .085.' By its terms, 

fied or terminated by CenturyLink or the Commission. In Order No. P 

es oniy to residmtial ciwomm. in 
on's swam qualiw des. (See Docket 

2 



PkA-TL, the commissiQn approved 8 supplement to CenturyLl&'s SGP in which 

CenturyLink committed to repair 90% of out-of-service conditions for basic residential 

service within 24 hours each calendar quarfer on a statew level and to rep& 90% of 

out-of-service conditions within 24 hours each cllrendar quarter in 90% of small 

exchanges, with no e missing the 90% objective for more than two consecutive 

months. As pat of these supplemental commitments, CentmyLink also committed that its 

initial offer for installatim of basic residentid yervice would not exceed five b 

days. 

5. in 2009, the Legislature sign y amended ch. 364, F.S., to reduce the 

Cimmkision's atory oversight o l e c o m u n i d ~ n s  services, in reoognition of 

increased competition in the tdecmmunications market. In p&cular, the 

amended seaion 364.15, Florida Statutes, to limit the 

service quality itnd provisioning to hasic l o d  telmmunimtions seniC;e Q 

's jurisdiction over 
2 

7. In Docket No. 08Q P, the Gfommi&on 

Nles to reflect its jurisdiction as amendrne&sandtomake 

other changes to refleet the in 

5-4.065, 25-4.070, 25-4.073 and 254.110, F 

which are addressed, in whole or in part, c 's SGP. 

operator m i c a ,  re 

or'nonbssic satvice'' m section 
nanbasic Bnvice or an uangulate 

3 



t with the 2009 

statutory changes and the changes to the Commission's service quallty rules. 

9. Specifically, CenturyLink proposes to modify its SGP as folfows: 

(a) fnstallation - Service instsllation standards will apply 

&ne$ in the 2009 
ards will apply only to 
ce lines, as defined in 

graduated scale: 

see. $0 
%2,W 
$S,OtUo 
$7,W 

to the answer tine 

10. CenturyLWs pmpossd modified SGP is in&ded as Atta~bent A. 

Cm+myLi&'s modified will continue to benefit the company's customers by 

automatically providing payments in the form of credits to customers when certain 

service canmitineats i%r installation and repair of service intemption are not met. The 

4 



propo~d modified SGP also provides simplicity, which facilitates customer and 

employee understanding and implementation. In addition, the SGP benefits customers by 

providing additional incentives for Link to meet the answer time requirements or 

face automatic payments into the Comu&y Service Fund. Contributions to the 

Community Sewice Fund are used to promote Lifeline enrollihettt in the state. The SGP, 

as rnoditicd, wilt meet the quality of service isions of chapter 364, F.S., as amended 

in 2009, by giving immediate and direct compensation to basic local tel unications 

senice customers an providing swift and significant penalties to CenturyLink if 

repair or inst&llation of service is delayed or answer time requirements are not met. 

WITHDRAWAL OF REOUEST FOR WAIVER OF REPORTING 
REOUIREMENTS IN RULE 25-4.0185 

11. Since m w e r  time will continue to be included in Cen nk"s SOP, a 

.5185 relating to repOrtiag of mwer time staadards is no longer 

enturyLink withdraws its request far a 

waiverof Ruli 

neoessary. Th&re, in 

waiver. 

p p  IALP CT 

CenturyLiik is mt awafe of any Cfisputert issues of material fact reg&& 12. 

364.15, and section 364.183, Florida Statutes, Rule 254.085, F.A.C., and the service 

09 statutory changes. 

5 



PRAYER FOR RELIEF 

hturyLink is committed to providing high quality service to its customers and 

believes that the proposed modifrations to its SGP will further that aim, consistent wiih 

ry revisions to the Commission’s regulation of service quality in 

light of the increasingly competitive telecommunications environment. Wherefore, 

CenturyLink respectfully requests that the Commission pant the Amended Petition and 

approve the proposed m o d i f i d a s  to CenturyLink’s SCP. 

RespeGtfuIy submitted this & day of February 201 0. 



CENTURYLINK’S SERVICE GUARANTEE P R O W  

The -tees and payments under this Service Guarantee Program (SGP) apply to 

retail basic local telecommunications service customers. The SGP wlll have thtee service 

guarantee categories. Two af the categories, installation and repair out-of-service, will 

provide duect and automatic d i t s  to customers for installation of primary basic local 

tolecommunications service (where fscilitles are readily available) and repair of out-of- 

service conditions. The other category is for the combined answer time related to the 

business ofice and repair queues residentad customers. Answer time credits 

to herein as “Community Sefvice W i t s ” )  are applicable to a Commut~ity Service 

Fund that will i n f m  mstcmers about and promote C 

A. 

1. &pair Oat-ef-Seruiee (Semiee Inoerruptimj 

CenturyLink agrees to 

basic 1 ~ ~ 1  t e l e o o m ~ c ~ o n s  ce customer based on the Service Guarantee 

schedule spe in Table 1, AB our-of-serviee cOwlit i  paposes of this ce 

Guarantee credit occurs when a subscriber’s service is interrupted, othex than by a 

negligent or willful act of the subscriber, and it nsm&ins out of service in excess of 2.1 

er being reported to the Company and where the rnst0rne.c is able to Continue to 

flood, wind, take service (e.&, not where the service location has been destroy 

etc.). Sundays and 

purposes of detemdning applic&iGty af &e credits in Table 1. 

idays axe excluded in calculating wrvke outage duration for 

1 



CCrituryLink will commit to continue providing automatic pro~rata adjustments to 

basic local telecommunications service customers who experience out-of-service conditions 

during Sunday or holiday periods where such Sunday or holiday petiods arc not included in 

the duration ealclilation for purposes of the Service Guarantee Credit. Sundays or holidays 

are not covered by the Service Guarantee Credit and will be calculated and credited to 

customers consistent with Rule 25-4.11 0(6), Florida Administrative Code. 

TABLE 1 

Rt'/wir - OUIIl/St'M'ict' 
Durat;ot, CnuJ;i 
524 HOll7. SO 
> 24 to 48 Hour~ $11 
> 2105 day.\" sr 

Over SDay. $.10 

2. Service Installation Intervals 

CentutyLink agrees to make the applicable automatic credits on the bills of basic 

local telecommunications service customers for whom CenturyLillk fails to meet an 

installation commitment for primary basic local tel~mmunication~ service. Table" 2 

contain..., CenturyLink's commitment regarding the service installation and associated 

customer Service Guarantee Credit where ccntraloff1ce and outside plant facilities are 

readily available with no work order re.qt.lln,"'d to provide necessary facilities and where no 

special equipment or services are involved, Qualification for application of a Service 

Guarantee Credit begins after customer satisfaction of all application and/or tariff 

requirements. If CcnturyLink fails to install service on the date CenturyLink and the 

customer have agreed upon (commitment date), a Service Guarantee Credit will be 

automatically applied. tQ the customer's account in accordance with Table 2. If CenturyLink 

offers an installation date greater than three work days and the cllstomer requests an earher 

2 



date, the credit will be automatically issued if service is not installed within three work days 

or on the customer-requested due date, whichever is greater. Saturdays, Sundays and 

holidays are excluded for detcID1ining a commitment met. 

T ABLE 2 

!)rimm:I'S'!M'iC'l' /m/(lII(I(jOlI 

Duration Cr dit 
G'omlllitment et SO 
kI;; '~ed Commitment $25 

3. Answer T ime - Repair and Business Office 

Answer time for residential customer calls to the business office and repair queues 

will be combined, with measurement and reporting based on a quarterly period. 

Measurement begins when the call leaves the Integrated Voice Response Unit (IVRU) and 

ends when a 'service representative answers the caLI or the caller abandons the call. Where 

an rVRU is not used, measurement hegins as soon as the call is received at the automatic 

call distributor (ACD) and ends when a service representative answers the cail or the caller 

abandons the calL The Company wiII maintain 100% accessibiHty to the ACD queue. 

Within 60 seconds after the customer enters the IVRU, the caller will be given the option to 

exit the menu and be connected to a service representative. CenturyLinkwill credit the 

Community Service Fund for disposition in the amounts specified in Table 3, f()\lo\Ving, 

based on the achieved quarterly results. 

J 



TABLE 3 


<f)fJ hilt :-80 1,000 

<8(}% hilt >=70~(, -j)OO 

<70% S7,OOO 

B . General Terms 

1. Implementation Date 


Within 30 days of approval by the Commission. 


2. Credits 

Credits to customers will be made automatically and will not require the customer to 

request them. 

e. Definitions 

1. Accessibility 

Where an IVRU is not used, accessibility for a particular qlieue is defined as the 

percentage of calls directed by the customer to the particular queue, where the numerator 

is the total number of calls either answered by a service representative or abandoned by 

the customer cmd the denominator is the total number of calls directed by the customer to 

the particular queue. Where an lVRU is used, accessibility for a particular queue is 

defineu as the percentage of calls exiting the IVRU and dir.ected by the customer to the 

particular qut:ue, where the numerator is the total number of calls either answered by a 

servicereptescntative Or .tbandoiled by the customer and the denominator is the total 

number of calls exiting the IVRU and directed by the customer to the pa.rticular queue. 

4 



2. Service Representative 

ess office live attendant prepared to assist a customer with either a 

repair or sen+= inquiry or request. 

3. Basic Loed Teiecommuniatio 

As that term is defined in Seetion 364.02, tatUte, a~ amended by ch. 2009- 

226, Laws of FI 

9. Community Service Credits 

Credits applicable for answer time results as specified in Table 3. 

5. Community Sewke Fuad 

The fund created by the payment of 

6. Day 

The ~ieaty-four hour period beginning and d n g  at midnight. (For 

bared on answer time results. 

trouble y, and the trouble is cleared at 2:OI pm. or 

later on Tuesday, B ergdit fw one day would apply, A credit fbr two days would apply if the 

rqmiir is completed at any time during &e period 01 am through 1k59 p.m. on 

Wednesda~ a credit for three days would apply if the repair is wmpleted tit any time draing 

the pesiad 1201 am thmugh 1 i:59 pa. on Thursday; and so 

D. 

is reoeived at 2 p.m. 

Other Prov+skme of the Senice Gwan tee Proaim 

1. FarceWijeure 

In the wont of an emergency due to major events (such as, trurtims, work 

stoppages, or acts of third pa&s outside 's mntroi) when it is reasonable to 

expect that the Cmnpany's installation and repair inmds and answer times will be 

extended as a d t  of the major even& C e n t w y M  may declate a service etner&mcy. In 

declaring a service emergency, the shall de%# the 
3 



minimum of an exchange basis, where the emergency exists, may make indefinite 

commitments for installation and repair serv~ces within the affected areas, shall initia@ 

public service mouneements to inform customers, and shall notifv the Cornmisson at the 

lune of implementation and termination ofthe service emergency period. In such cases, t h ~  

Company &all be relieved of its obligations to provide Service Guarantee Program credits 

for mtallation and repair service and answer time. 

Where CenhiryLink is relieved of meeting its obligations under the Service 

Guarantee Pnogram, it will revert to maki funds or adjustments for customers affected 

by a service emergency, pursuant to Rule 25-4.110(6), Florida Administratiye Code, for 

OUt-OGService e o d t i ~  Rule 25-4.Wo(l)(b), Florida Administrative Code. 

2. Commuaitg service Pun& a d  Ccmmuaitg Senrice G d i  

GmhuyLink has mablished a Cuhmunity Service Fund in the form o f a  mp 

Prngaut, CentUryLiak makes to 

sed of, in coordination with the ce Fund, such auto 

about and promote CmtmyLWs 

avice cralits shall be aceRted quarterly shall be spent during the 

fallowing the w u d .  For example, any amounts acnved &ring deadat 

y e a  2010 ha11 be 

senics chning calendar year 201 1. 

manner to dispose of amounts credited pursuant to the Service Guarantee Pr~&mm, subject 

to infarm customers about and promote 

Parties reserve the right fo 

the Florida publia Service 

3. Comnoisjion Jurisdie&m & Reportsng 

The service Gwrmtee Progrim a& automatic adits will & h e  CennnyLink 

€mn the mpirmmts of Bules 25-4.066 @>, 25-4.070 (3)(a), 25-4. 
6 



25-4.110(6), Florida Administrative Code, for the duration of the Service Gumintee 

Program. 

CenturyLink will provide reports quarterly to the Commission within 30 days of 

the end of each quarter detailing the mount of credits givm. Repair and installation 

related reports of credits will be presented in a quarterly format a! a statewide level, 

gruuping exchanges together for those having access lines of 50,000 or more and 

S A 

separate report reprmeathg the combined business office and repair wswer time results 

fur the quarter will be pro 

puping together exchanges having fewer &an 50,000 access lines. 

4. Term of Service Guarantee Program 

service -tee Program is fbr an indefmite period beginning on 

my OT the Comnissiun may terminare the W c e  
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