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Case Background

On December 20, 2000, and January 12, 2001, the Florida Public Service Commission
(Commission) issued Order Nos. PSC-00-2462-PAA-TL and PSC-00-2462A-PAA-TL (Docket
No. 991377-TL),' respectively, approving the Settlement Agreement between the Office of
Public Counsel and Sprint-Florida, Incorporated (n/k/a Embarq Florida, Inc. d/b/a CenturyLink

and hereinafter referred to as CenturyLink), addressing CenturyLink’s quality of service and
granting a limited waiver of certain service quality rules

This resulted in CenturyLink’s first

! Docket No. 991377-TL - Initiation of show cause proceedings against Sprint-Florida, Incorporated for violation of
service standards.
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Service Guarantee Program, which operated as an exemption from those quality of service rules
for a period of two years.

On June 19, 2003, the Commission issued Order No. PSC-03-0733-PAA-TL,? modifying
the first Service Guarantee Program, extending its term for another two years, and extending the
rule waivers for two years or until new service rules were adopted and became effective,
whichever came first. Rule 25-4.085, Florida Administrative Code (F.A.C.), which provides that
a party is relieved from a set of service standard rules that is addressed in a Service Guarantee
Program, became effective on June 14, 2005.

On June 9, 2005, the Commission issued Order No. PSC-05-0630-FOF-TL (Docket No.
030430-TL) extending the time period of its Service Guarantee Program and limited rule waiver
for three months to allow CenturyLink time to file a revised Service Guarantee Program in
accordance with the newly adopted Rule 25-4.085, F.A.C. The Commission then approved
CenturyLmk’s new Service Guarantee Program with the issuance of Order No. PSC-05-0918-
PAA-TL? on September 19, 2005.

On January 25, 2006, the Commission issued Order No. PSC-06-0068-PAA-TL*
incorporating CenturyLink’s supplemental service quality commitments into its Service
Guarantee Program. The Service Guarantee Program as modified by the Commission’s 2005
and 2006 Orders is currently in effect. The current Service Guarantee Program may be
terminated by either the Commission or the company at any time.

On December 30, 2009, CenturyLink filed a petition for modification of its current
Service Guarantee Program. CenturyLink filed an amended petition (Attachment A) on
February 26, 2010. CenturyLink’s proposed Service Guarantee Program: 1) limits application of
the service installation and repair standards of its Service Guarantee Program to basic residential
customers in accordance with the 2009 legislative amendments to Section 364.02, F.S8.; 2)
changes answer time commitments to be consistent with the requirements of Rule 25-4.073,
F.A.C.; and 3) removes the supplemental commitments approved in Order No. PSC-06-0068-
PAA-TL from the Service Guarantee Program.’

On February 8, 2010, staff issued a data request to CenturyLink seeking clarification of
what services it believed to be basic telecommunications services. CenturyLink filed its
response (Attachment B) on February 11, 2010.

2 Docket No. 030430-TL — Petition for approval of limited waiver of Rules 25-4.066(2). 25-4.070(3)(a). 25-
4.073(1)¢c) and (1)(d), and 25-4.110(2), F.A.C.; and for approval of modification and extension of Service
Guarantee Plan (SGP) approved by Order PSC-00-2462-PAA-TL, by Sprint-Fiorida, Incorporated.

’ Docket No. 050490-TL — Petition for approval of Service Guarantee Program, with relief from requirements of
Rules 25-4.066(2), 25-4.070(3)a), 25-4.073(1)(a) and (c), and 25-4.110(6), F.A.C., by Sprint-Florida, Incorporated.
* Docket No. 050918-TL — Supplemental service quality commitment by Sprint-Florida, Incorporated under Service
Guarantee Program. CenturyLink committed to repair 90% of out-of-service conditions for basic residential service
within 24 hours each calendar quarter on a statewide level and to repair 90% of small exchanges, with no exchange
missing the 90% objective for more than two consecutive months. It also committed that its initial offer for
installation of basic residential service would not exceed five business days,

5 CenturyLmk believes the supplemental commitments are no longer practicable in light of the narrowed scope of
the service quality requirements.
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CenturyLink’s initial petition proposed removing Answer Time Measurement from its
Service Guarantee Program, and requested a waiver of certain reporting requirements of Rule 25-
4.0185, F.A.C., pertaining to answer time. After discussions with staff concerning staff’s
February 8, 2010 data request, CenturyLink elected to amend its original petition to remove the
request for rule waiver, and leave Answer Time Measurement in its Service Guarantee Program
with modifications to make it consistent with the requirements of Rule 25-4.073, F.A.C.

The Commission is vested with jurisdiction over this matter pursuant to Sections
120.569, 364.01, 364.03, 364.035, 364.15, 364.17, and 364.183, F.S.
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Discussion of Issues

Issue 1: Should the Commission approve Embarq Florida, Inc. d/b/a CenturyLink’s request to
modify its existing Service Guarantee Program, pursuant to the changes to the service quality
rules necessitated by Chapter 2009-226, Laws of Florida?

Recommendation: Yes, the Commission should approve Embarq Florida, Inc. d/b/a
CenturyLink’s request to modify its existing Service Guarantee Program, pursuant to the changes
to the service quality rules necessitated by Chapter 2009-226, Laws of Florida. (M.
Watts/Vickery/Tan)

Staff Analysis: CenturyLink seeks to modify its current Service Guarantee Program. Rule 25-
4.085, F.A.C,, states:

A company may petition the Commission for approval of a Service
Guarantee Program, which would relieve the company from the
rule requirement of each service standard addressed in the
approved Service Guarantee Program. When evaluating a Service
Guarantee Program for approval, the Commission will consider the
Program’s benefits to the customers and whether the Program is in
the public interest. The Commission shall have the right to enforce
the provisions of the Service Guarantee Plan.

CenturyLink’s current approved Service Guarantee Program relieves it from the
requirements of Rules 25-4.066(2), 25-4.070(3)(a), 25-4.073(1)(a) and (c), and 25-4.110(6),
F.A.C. These rules pertain to the establishment of primary service and repair of interrupted
service within specific time frames, and the measurement of answer time for subscribers who
call in to the residential business or repair office.

Rule 25-4.066(2), F.A.C., provides:

Where central office and outside plant facilities are readily
available, at least 90 percent of all requests for primary service in
any calendar month shall normally be satisfied in each exchange or
service center within an interval of three working days after receipt
of application when all tariff requirements relating thereto have
been complied with, except those instances where a later
installation date is requested by the applicant or where special
equipment or services are involved.

Rule 25-4.070(3)(a), F.A.C., provides:

Restoration of interrupted service shall be scheduled to ensure at
least 90 percent shall be cleared within 24 hours of the report.
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Rule 25-4.073(1)(a) and (c), F.A.C., provides:

(a) At least 90 percent of all calls directed to business and repair
offices for basic local telecommunications service shall be
answered within 90 seconds after the last digit is dialed when no
menu driven system is utilized.

(c) For subscribers who select the option of transferring to a live
assistant, the call shall be transferred by the system to a live
attendant. At least 90 percent of the calls shall be answered by the
live attendant prepared to give immediate assistance within 90
seconds of being transferred to the attendant.

Rule 25-4.110(6), F.A.C., provides:

Each company shall make appropriate adjustments or refunds
where the subscriber’s service is interrupted by other than the
subscriber’s negligent or willful act, and remains out of order in
excess of 24 hours after the subscriber notifies the company of the
interruption. The refund to the subscriber shall be the pro rata part
of the month’s charge for the period of days and that portion of the
service and facilities rendered useless or inoperative; except that
the refund shall not be applicable for the time that the company
stands ready to repair the service and the subscriber does not
provide access to the company for such restoration work. The
refund may be accomplished by a credit on a subsequent bill for
telephone service.

CenturyLink’s current Service Guarantee Program has been in effect since January 25,
2006, and meets the quality of service provisions of Chapter 364, F.S., by giving immediate and
direct compensation to customers if certain quality standards are not met. Additionally, the
Service Guarantee Program imposes similarly swift penalties on CenturyLink for not meeting
objectives that are consistent with the Commission’s service rules. The rules and a Service
Guarantee Program are not applied simultaneously, because doing so would constitute unfairness
and an economic hardship by imposing duplicate penalties.

CenturyLink’s proposed modified Service Guarantee Program is similar to its existing
Service Guarantee Program approved by the Commission in Order No. PSC-05-0440-PAA-TL,
issued January 25, 2006, Docket No. 050918-TL, In Re: Supplemental service quality

commitment by Sprint-Florida, Incorporated under Service Guarantee Program, except for the
changes summarized in Table 1-1.
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Table 1-1. Comparison of CenturyLink’s current vs. proposed Service Guarantee
Program (SGP)

Repair — Out-of-Service (Restoration of Interrupted Service)

Existing SGP

Proposed Modified SGP

‘Where a customer’s service is interrupted and it
remains out of service in excess of 24 hours afier
being reported to Sprint and where the customer is
able to continue to take service, the customer will
receive an automatic credit on the bill in the
following amounts:

Duration of Interruption Credit
24 to 48 hours $11
2 to 5 days 515
Over 5 days $40

The SGP only applies to residential customers.

Identical except that the SGP applies only to
residential basic local service (single line flat rate
service).

Primary Service Installation

Existing SGP

Proposed Modified SGP

If CenturyLink fails to install primary local service
on the date CenturyLink and the customer have
agreed upon, a credit in the amount of $25 will be
automatically applied to the customer’s account.
The credit will be automatically issued if service is
not installed within three work days should the
customer request that service be installed within
three work days from the date of the completed
application. Saturdays, Sundays, and holidays are
excluded for determining a commitment date.

Identical except that the SGP applies only to
residential basic local service (single line flat rate
service),

Term

Existing SGP

Propesed Modified SGP

Indefinite period of time. CenturyLink or the
Commission may terminate the SGP at any time.

Identical. To be implemented within 30 days of the
Commission’s approval,

Force Majeure

Existing SGP

Proposed Modified SGP

In the event of an emergency due to major events,
CenturyLink may declare a service emergency. Ina
service emergency, CenturyLink shall define the
geographic area, may make indefinite commitments
for installation and repair service within the affected
areas, initiate public service announcements to
inform customers, and notify the Commission at the
time of implementation and termination of the
emergency service period. In such cases,
CenturyLink shall be relieved of its obligations to
rovide SGP credits.

Identical except that the SGP applies only to
residential basic local service (single line flat rate
service).
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Answer Time

Existing SGP

Proposed Modified SGP

Answer time is measured and reported based on the
Average Speed of Answer (ASA). Measurement of
ASA begins when the call leaves the Integrated
Voice Response Unit (IVRU) and ends when a
service representative answers the call or the caller
abandons the call. Where an IVRU is not used,
measurement of ASA begins when the call is
received at the automatic call distributor (ACD) and
ends when a service representative answers the call
or the caller abandons the call.

CenturyLink will credit the Community Service
Fund for disposition based on the achieved monthly
ASA in accordance with the following table.

ASA (seconds) Community Service Credit

<50 50

>50 <60 $ 2,000
>60 <70 $ 5,000
>70 $ 7,500

CenturyLink will maintain 100% accessibility to the
ACD queue.

CenturyLink agreed not to deflect calls to a
recording. Previously, CenturyLink would route a
percentage of calls to a recording requesting that the
customer leave his/her telephone number and a
service representative would return the call.

Changed to reflect the answer time standard in Rule
25-4.073, F.A.C. The answer time standard will
continue to apply to all residential customers
because CenturyLink’s systems for answer time
measurement cannot distinguish between basic and
nonbasic customers.

Greater than 90% within 90 seconds - $0
Less than 90%, but greater or equal to 80% - $2,000
Less than 80%, but greater or equal to 70% - $5,000
Less than 70% - $7,000

Supplemental Commitments

Existing SGP

Proposed Modified SGP

Repair 90% of out-of-service conditions for basic
residential service within 24 hours each calendar
quarter on a statewide level and to repair 90% of
small exchanges, with no exchange missing the
90% objective for more than two consecutive
months. The initial offer for installation of basic
residential service would not exceed five business
days.

Removed from the SGP.
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Definitions

Existing SGP

Proposed Modified SGP

1. Basic Local Service: As defined in Section
364.02,F.S,, 1999

2. Day: The twenty-four hour period beginning and
ending at midnight.

{For example, if a trouble report is received at 2
p.m. on Monday, and the trouble is cleared at 2:01
p.m. or later on Tuesday, a credit for one day would
apply. A credit for two days would apply if the
repair is completed at any time during the period
12:01 a.m. through 11:59 p.m. on Wednesday; a

1. Basic Local Telecommunications Service: As
that term is defined in Section 364.02, F.S., as
amended by Chapter 2009-226, Laws of Florida.
2. Day: Identical.

3. Accessibility: Identical.

4. Average Speed of Answer: Removed from the
SGP.

5. Service Representative: Identical.

6. Community Service Credits: Identical.

7. Community Service Fund: Identical.

credit for three days would apply if the repair is
completed at any time during the period 12:01 am.
through 11:59 p.m. on Thursday, and so forth.

Definitions of the following terms, items 3 through
7, are included in the existing SGP. All of them
pertain to answer time requirements of the SGP,
which are not included in the proposed SGP. Due
to the length of the definitions, only the terms are
listed here:

3. Accessibility

4. Average Speed of Answer
5. Service Representative

6. Community Service Credits
7. Community Service Fund

In the event that CenturyLink declares a service emergency due to a major event (Force
Majeure), CenturyLink will be relieved of meeting its Service Guarantee Program obligations
and the company will revert to making refunds or adjustments for customers affected by a
service emergency, pursuant to Rule 25-4.110(6), F.A.C., for out-of-service conditions defined
by Rule 25-4.070(1)(b), F.A.C.

CenturyLink will provide reports quarterly to the Commission within 30 days of the end
of each quarter detailing the amount of credits given. Repair- and installation-related reports of
credits given will be presented in a (quarterly) format at a statewide level grouping exchanges
together for those having access lines of 50,000 or more and separately grouping together
exchanges having fewer than 50,000 access lines.

CenturyLink concurs with the Commission’s findings in Docket No. 090461-TL, In Re:

Petition for modification of Service Guarantee Program by BellSouth Telecommunications, Inc.
d/b/a AT&T Florida, that basic local telecommunications service as defined in Section 364.02,
F.S., does not include a primary interexchange carrier (PIC) or a local primary interexchange
carrier (LPIC). See Attachment B.

Accordingly, staff recommends that the Commission approve Embarq Florida, Inc. d/b/a
CenturyLink’s petition to modify its existing Service Guarantee Program, pursuant to the
changes to the service quality rules necessitated by Chapter 2009-226, Laws of Florida.
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Issue 2: Should this docket be closed?

Recommendation: If no person whose substantial interests are affected by the proposed agency
action files a protest within 21 days of the issuance of the order, this docket should be closed
upon the issuance of a consummating order. (Tan)

Staff Analysis: At the conclusion of the protest period, if no protest is filed, this docket should
be closed upon the issuance of a consummating order.
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'BEFORE THE FLORIDA PUBLZQSERW(;Q (

{ In:re: Petition of Embarq Florida, Inc..d/b/a | Docket No. 090552-T1
CmmryhnkformﬁmdataSmee S
Guarantee Program atid wajver of certéin
| reporting requitements in Rule 25:4. 0185,
F.A.C, relating to snswertime. Filed: February 26, 2010

EMBARQ FLORIDA, INC, d/b/a CENTURYLINKS AMENDED PETTTION FOR

i 8&. &;_LE .S

Embarq Florida; Inc; d/b/a CenturyLink (“Cent

Petition for Modification of its Service Guaratitée Prograry ("SGP™) in sccordance with

Rules 25-4.085, 28-106.201, and 28-106.202, F.A.C. andwithdraws its request for waiver
of certain raporting requirementy reliting to answer time in Rule 25—4@1&5“11: This
Amehded Pacition amends snd replaces:the Petition and request for weiver filed in this
docket by Centirylink oo December 30, 2009, In sidition to the modifications to- the
SGP contained in CenturyLink’s original Petition, the- Amended Petition re-incorporates

d Petition, CenturyLink states as follows:

answer time in the SGP and modifies the dnswer tirme Ddsurenient

25:4.073, F.A.C. In support.of the Atoende
1. Theustiesnd address of theaffested sgency is the Florida Public Service

ssioh {“Ciomutiiggion™), 2540 Shumerd Oak Bivd., Tallahassee, 32399:0850:

2. The sisme of the Pefitioner is Embarq Florida, Inc. d/b/a CenturyLink,

tion with its. principal place of business at 100 Cenmrylink Diive,

Monsoe, Louisiana 71203. CenturyLink is & cerificated incurnbent Il ‘exchange

compapy in Florida,

DOOLMINT BLMOTR-DATE

C1325 FEB26 2

FPSC-Caran3SioN CLERR
- 10 -
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3. Allpleadings, notices and other documients filed jn this

be direoted to CenturyLink’s representative as foltows:

Susan S. Masterton, Bsg,

315:8. Calhoun Street, Suite 500
Tallabassee, FL 32301
850-599-1560 (phmm)
856-224—0?’94 Cﬁax)

4. InDocket No. 991377-1L, CenturyLink (then known.as Sprint) and the
Office of the Public Counsel. centered imto a. stipulation and settiement whieréin
CenturyLink would implement a Serviee Guarantee Plan for a term of twé yéars. ‘The
Commmmaappmwﬁ the stipulation and setifomsent by@rﬁcr Ng. PSC-00-2462A-PAA-
requested modification: and extsnsion of ifs initial Service Guarantos Plan.for fwo years
and agein grantied an extsasion ofthe Plan in Order No. BSC-05-D630-FOF-TL.

5. 1 2005, the Commission sdopted Rule25-4.065, F.A.C., which allows a
ission for approval of 2 SGP, Undertherule, approvil of a.

TL. In ‘Ordec No.. PSG-03-0733-PAATL the Ca

company to petition the Co

SGP relioves the.company from the rule requirements of each setvige statidard addrossed
in the approved SGP, In evaluating a proposed SGP, the Conimission is o consider the:
‘benefits 1o the cotopiriy’s Gust m and’ whether the SGP is In the public interest, in
PSC-05-0918:PAA-TL, thé, Commission approved CenturyLitk's SGP in acoondance
with Rule 25-4,085"' By ity terms, CenturyLink's SGP- continges  indefinitely until
modified or terminated by CentoryLink-or the Commiission. In Order No. PSC-06-0068-

Y The $G¥ uppmm " W No: PSCOSOMBPAATL am;iiet buly 1o residential cusibmers, in
m&;x;?me with 2005 revisions o the: mmmymm Commiskion’s servise:quality nides: (See'Docleet
No, 9514735TP)

-11 -
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PAA-TL, the Commission approved o supplement 19 CenturyLink's SGP in which
CenturyLink commiited o repair 90%. of cut-of:service conditions for basic residential
service within 24 heurs each calendar quarier.on a statewide level and to repair 90% of
out-of-service ‘conditions within' 24 hours each palendir ‘quarter i 90% of small
exchanges, with io exchange rissing the-SU% objective fr more than two consecutive
months; As part of thiese supplemental commiitments, CenturyLink also committed that its
initial offer. for installation of basic residential service would ot exceed five business
days.
6. In2009, the Legislature significantly amended ch. 364, F'S., to rediics the
Commission's regulatory’ overeight of telecor tions services, fn secognition of
elect mgrket, In particular; the Legistatoe
anieaded section 364.15, Flon& ‘Stetutes, to limit the Commission’s Jlmadmmu over:

7.  In Dackest No. 08&&41-»’1’1’ the: Gommission mmisa& its weivice quiality
‘nyles;to reflect its jurisdiction-as mv&seﬂ Byﬁm sz Iegmlmve amendmisnts g to piake.

‘othier chianges to reflect thie-increusingly competitive itifzf.'; sotBiiciions davioiiient
The amesded rules inchude Rules 25-4.066, 25-4:070; 25-4.073 and 25-4110, FAC,
‘CénturyLink's SGP..

which are-addressed, in whols or in-part, tndes

I addition, the definition crf“m%wc service! in section 364: 02610),}#@?1&& thlt “Anyeumbmmof
it sérvice along Wwith a hordsic sérvics or an unregulated service is nonbasi

3

-12-
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8. CenturyLink propases to modify its curvent SGP consistent with the 2000
statutory changes and the changes ta the Commission’s service quality rules.
9. Spaczﬁqaily;f)cnmryiankpmpm 1o modify its SGP as follows:

{a) Installation: ~Service ifistallation standards: will apply
only to basic local telecommunications service lines, as
dvﬁnédmthe«?mnendmeﬁfstos 364,02, F 8.

(b) Repair — Service rapair standards will apply only o
basic local telécommunications segvice lines, as defined in
ﬂleMammdmmtsws 36402,?6‘3

{0} Answer Time — Ariswer time will be changed to refiect
‘the 90% in 90 seconds standard in. Rule: 25-4.073. F.A.C.
Becanse CenturyLink s systems cantiot é:stmgursh between
bawid and mnbasic ﬁwstms“far Bnswér txme eampﬁaacea

- : mitySmeeFmd %rmymwer

ﬁme zmsses for afl residential sustomers on the following.

50

32,000
$5,000
$2,000.

ssmdqrd:s similar to. the answer fime stindard the
riisgion tecetly appwved for ATRT iit Docket No.
09 'ﬁ' ngistent with Ruls. 254073, FAC,
{1l .medswre ‘combined answer bmaforther
bmmmmdmpmoﬂim on 4 urterly busis;
{d) The:supp Win@rdex No.
PSC-06-0068-PAA-TL wall no longw apply, since they are
o Ipn&er Meabla in li’ght of the:narrowed  seope of the

10, CenturyLitk’s praposed odified S

nturyLink's modified SGP will confioue to benefit the eompany’s customers by

automatically providing payments in. the form .of eredits o customers whien certain
service commitments for installation and repair of service interruption are not, tet. The

-13-
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proposed modified SGP also provides simplicity; which facilitates customer and
employee understanding and iraplementation. Inaddition, the SGP benefits customess by
providing additional incentives ﬁrﬁwﬁurqumkto meet the answer time requirements or
face avtomatic: payments into the Community Servive Fund. Contributions to the
Community Servies Fund aro used to promote Lifeline cntolient in the state. The SGP,
as'modified, will meet the quality of service provisions of chiapter 364, F.S., .as amended
in 2009, by giving immediate and direct compensation to basic local telecommunications
‘setvice: custoters and: by providing ewift end significant penalties to &ﬂturyl.iak if

répair or installation of service is delayed or answer'time requirements are mot met.

11, Since answer time will continve to be:included in CenturyLink*s SGP, a.
waiver of Rule 25-40185 elating to. reporting .of ‘answei time standardsis 1o loniges
mieosssary. Therefore, in this Amended. Petition,; CenturyLink withdraws jts request for a

waiver.

2. CedturyLink is st aware of any disputed:issues of material fact regarding
the proposed miodifications 1 its SGP.

k is ennﬂad to ‘relief in accordarics with section 364.01,

364.15, and :section: 364.183, Florida. Statutes, Rule: 25-4.085, F.ALC:, and the semee

quality rules, ay smended to-conform to the 2009 stafi

-14 -
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CenturyLink is committed to providing high quality service to its customers snd
believes that the proposed modifiestions to its. SGP will firther that-aim, consistent with
the statutory and regulatory revisions to the Commission’s regulation.of service quatityin

light of the increasingly competitive ‘telecommunications environment. Wherefore,

CenturyLink respectfully. :equem that the Cmmon gmm the Amamded Pzﬁm and
approve the proposed modifications to Ceumrﬂ,mk‘s SGP.
Respectfully submitted this 26" -day of Febroary 2010

: ﬁsusms Masmmx
.315 5. Calhoun St., Suite 500:
ahassee, FL 32301

(sso 224‘0394(1“&) -

-15-
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Attachment A

The guarantees and payrients under this Service Guarantee Program (SGP) apply.to
retail basic'local telecommunications service customers. ‘The SGP will have three service
guarantee categories: Two of the categories, installation and repair oubofiservice, will
provide direct and. automatic credits to castomers for inistallaion ‘of péitmary basié local
teleommunications service' (where ficilitios are readily available) and repair of aut-of
service coritions, The other category s for the combiued answer time related 1o the
customers: Answer tinte -credits

usiness offics and repair quees serving residentis
(eeferred fo herein as “Community Service Credits”) are applicableto 4 Cormimurity Servioe
‘Fund that will infirm castomess abott and promote Centirylink's Lif

aryliik agroos to wiake the spplicalile sutomatic credits on: the bills of each
basic local felecommuieations service customer baved on fhe Servioo: Guarantes
iee: condition for purposes of this Sefvive.

schedule specified in. Table 1. An out-ofiso
Guarantee- credit oceurs when a subscriber’s service 1§

negligent or willful act of the sibscriber, and it vétiaing gutiof service i excess of 24
hours after being reported to the Compuny and-whiere the cugiomet is-able to continpe to
teke service (e:g., not where thi service location. has been destroyed by:fixe, flond, wind,

ete). Sundays and Kolidiys are. exclid
applicabifity of the credits in Table 1.

purposes of détenminin

- 16 -
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CenturyLink will commit to continue providing automatic pro-rala adjustments to
basic local telecommunications service customers who experience out-of-service conditions
during Sunday or holiday periods where such Sunday or-holiday periods are not included in
the duration caleulation 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 25-4.110(6), Florida Administrative Code.

TABLE 1

1

24' ﬁm

50

>24 to 48 Hours 511
> 216 Sdays SI5

2. Service Installation Intervals

CenturyLink agrees to make the applicable automatic credits on the bills of basic
local telecommunications service customers for whom CenturyLink fails to meet an
installation commitment for primary basic local telecommunications service. Table 2
contains CenturyLink’s commitment regarding the service installation and associated
customer Service Guarantee Credit where central -office and outside plarit facilities are
readily available with no work order required 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 CenturyLink fails to install service on the date CenturyLink and the
customer have agreed upon (commitment date), a Service Guarantee Credit will be
automa!:ically applied t0 the custorner’s account in accordance with Table 2. If CenturyLink

offers an installation date greater than three work days and the customer requests an earlier
2
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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 determining a commitment met.

TABLE 2

Commitmerst Met 0

3 Answer Time - 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 Intégrated Voice Response Unit (IVRU) and
ends when a service representative answers the call or the caller abandons the call. Where
an TVRU is not used, measurement begins as soon as the call is received at the automatic
call distnbutor (ACD) and ends when a service representative answers the call or the caller
abandons the call. The Company will maintain 100% accessibility to the ACD queue.
Within 60 seconds after the customer enters the IVRU, the callér will be given the option to
exit the menu and be connected to a service representative. CenturyLink will credit the
Community Service Fund for dispbsi!ion in the amounts specified in Table 3, following,

based on the achieved quarterly results.

- 18 -
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TABLE 3

<90% but >=§0% 52,000
<B0% bust 5,000
<70% 57,000

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.
C.  Definitions
1. Accessibility

Where an IVRU is not used, accessibility for a particular queue is defined as the
percentage of calls directed by the customer 1o the particular queue, where the numerator
is the total number of calls either answered by a service representative or abandoned by
the customer and the denominator is the total number of calls directed by the customer to
the particular queue. Where an TVRU is used, accessibility for a particular queue is
defined as the percentage of calls exiting the IVRU and directed by the customer to the
particular queye, where the numerator is the total number of calls either answered by a
service representative or abandoned by the customer and the denominator is the total

number of calls exiting the IVRU and directed by the customer to the particular queue.
4
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2. Service Representative

A repair or business office live attendant prepared to assist a customer with either 2

3. BasicLoeal Telecommuniestions Service

As that term is defined in Section 364.02, Floridé Stitutes; 45-amended by ch. 3009~
226, Laws of Florids:. o

4. Community Service Credits

Credits applicable for answer time results a5 specified in Table 3.,

L | Qommtmity Service Fund

The fund created by the payment of credits based on answet time vesults.

6.  Day

The tweaty-fout hour period begiming and ending st tridwight. (For example; if 2
‘trouble repott is teceived at 2 p.m; oa Monday, and the trouble is cleared at 2:01 . or
‘latér on Tuesday, a-¢redit forene day would apply. A credit for two days would apply if'thic:
repair. is. completed. atany time- during ‘the period’ 12:01 am. through 11:59 pa, on
‘Wednesday; a-eredit for three-days would #pply if'thie repair is. cotipletsd af dny tireduritig
ﬂwpﬁadlzolm through 11:59 piy: on Thursday; snd &5 forth).

1. Force Majenre’

In the- évént of an emergency due to major events (such a5, hurricanes, work
stoppages, or.acts of thitd partics outside CenturyLink?s control) when: it is reasonsble 1o
expect. that e Company's installation and sepeir irtervals #nd answei times will, be
sink thay déclire a service emergency. In

extended as a vesult of the major event; Certury

declaring & Service amergency, the Comipany shall define the geographic ares, on @

=20 -



http:thro.lt~59pllt.Ob
http:h:r.!;o!.i;..oi

Docket No. 090552-TL Attachment A
Date: March 25, 2010

minimom of an exchange. bosis, whers the: emorgency exists, may make indefinits
commitments’ for .installation and repair services within the affected areas, shall injtiate
public service annauncements to inform customers, -and shall notify the Commission: at the
tirne of implementition and tertination of the service emergency period. In such cases, the
Company shall be relieved of its obligations to provide Service' Guarantee Program credits |

Where CenturyLink is relieved of meeting s obligations undsr. the Serviey
‘Guarantee Program, it will revett to makiitg refinids.or adjustmets: for customers affected
by'a sérvice emengency, pesusa to Rule 25-4.110(6), Floride Administrative Code, for
cut-of service canditions dsfined by Ruls 28-4.070(1)(b), Florida Adminisirative Code.

2. Community Service Fund and Community Service Credits

the Commuity Service Fiind, such oo shall b disposed of, i coordinat
Counsél, 10 inforn customers about and promote CenturyLirk’s. Lifeline.

. Community Service Credits shall be acorued quarterly sod shall tie spent during the
salender: year fillowing the accnal. For examplc, -any amounts aceried during calendat
year 2010 shall be spemza iﬁfamxwmm about-aid promibte CenturyLink's Lifelifie
servics during calendlr year 2011, The Pates feserve-the right 0 sipe 10  differnt

atmer to dispose of amounts-credited pui tee Program, subjest

to the approval of the Florida Public. Servics Commiss

3 Commission Jurisdiclon & Repuorting

The Secvios Guarantes: Progosm and (e sutometic:credits willreliove CenturyL ik
from the requirements. of Rules 254,066 {Z}é 25-4.070(3)(a), 25-4.073. (1){d). and (c) and
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25-4.110(6), Florida Administrative Code, for the duration of the Service Guirantee
Program.

CenturyLink will provide reports quarterly to the Comrission within 30 days of
the: eid of ‘each quarter detiling the amount of credits. giveri. Repuir aod installation
related reports of credits will be presented in a quarterly format at -a statewide level,
grouping exchanges together for those having' access lines of 50,000. or more anid.
separstely grouping together exchanges Having fewer then 50,000 access lines. A
separate report representing the combined business office snd repsir answer time results
for'the quarter will be provided.

4.  Term of Bervice Guaraniee Program

“The term of the Service Guararitee Program i5.for en indefinite.period beginning on.

fation date. The Company or the :Cormmission may tesminate the: Setvice:

7 at any time.

-22-




Docket No. 090552-TL Attachment B
Date: March 25, 2010

S&mwm&eeum%w&ﬁs.,mpm

I The deﬁmhcm OfB&SW W Telecommmumcatio
mqvmﬁmmbepmmdedmaﬁlewlyam}mmww Please
Mmtxfy tlw‘method(s) (a{almg pattern) that consumers midy use to ghin fccess to loeally

mmm Qastomhavmvmmofdmlmgpwwmmmmmm;
Saing it b Jotl teeoammarictions denice. Lised below ars.the.dialing

. 161+1+w
4 OHNPANKR-XO
¢ Calling cards

y mecammmcmm&d mfﬁxetabhbdcw,piewesmte, """ ¥ (Yes)oe N {N6),
if the custotner is. eligible for CentiiryLink’s proposed. Assmnethcmh&s
cﬂunyhnk*smdmmdemrhnﬂwspmﬁcﬁm:emaﬂywmpma specifits &
presetited in the tablé:

o
2
B
g

:
|

g

- -
MY

[

[ A
1

sy

:

N

~
ot

] ]

0973 regi2

B il

2

i
FPSC-COMMISEITE L

DOCUMEN: HLM2TR- DA

-23-




Docket No. 090552-TL

Date:

Derkse

Attachment B

Featilrd

SGP

Rationale
Label

“Repeat Dial

_Eligible
N

'Sec,No 3

.See,No 3
| below.

third pary product submitied by 2|

See, No. 3
biclow,.

R mhjﬂuﬁwaﬁlﬁmc

"See;No. 3

ik Unlitmited toll calling plan (With LPIC/PIC)

| See, No. 3
‘| below..

- PIC and LPIC:tt Centu
- ClenturyLink.

callingpian

t sclechion of & |

See,No. 3

.PIC amdultilc to Cmm‘yl,mk TD with selection of &

See, No, 3
below.

" Gomplm 2911 enl'l

'See, No. 3
| below..

| Completes O+ call billed via e LEC

‘See.NQ 3

| Completes O call nofbillad via the TEC

S%.Noa 3

| Completes Kelay Call via 711 billed via the LEC

letes Relay Call'via 711 not billed via the LEC

44 4 < 1z =

: 'Saa,Naa

' LEC ietos. Relay. Cell via toll-froe acoess billed via the.

sec, Na 3
below,

Complctes Relay Call via oll-froe access fiok bIled iathe.

See, No. 3.
below.

LEC
| Completes DA Call — service provided

and, biljed by the

See, No. 3
below.

sec,NOB

| Sea, Nu.3
 below.

No LPICNGFC

P PR VI PR P

 See; No. 3.

below.

| No LPIC/No PIC and Local Toll Call completed by dial

See, No. 3

| below.

aronnd code, billed by LEC:
No LPIC/No PIC andwml Tell Call cmnplewd by -digl
o nuthinedby‘

See, No. 3

| below.

| See, Ne.-3

| avound %wt billed by LEC.

de _bﬂlec_l_bch. :

8ee, No. 3
below.

| No LPIC/With PIC

R

See, No. 3
below.
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Né."

R eatiye

| Rationale

ag

No LPIC/With PIC — LD cails billed by LEC

Eligible

| below,

“No LPIC/With PIC - LD calls not Silled by LEC

N

| around code; billed by LEC.

No LPIC/with ﬂCmﬂWToﬁCaﬂwmp}eteﬂbydml

| below:.

No LPICTwith PI&ML@@TQHC&H@WMM

| See, No. 3
below.

mmd;m,@thxﬂedbywa

| See, No. 3
bélﬁ’w‘. )

[SeaNa3

1§ .

Wi LPICJNo “mcm Lwai Toll Call completed by dial

pieted by dial

Wimw'cme mémx;broncairwmbyasax

A mxmdﬁdgwbéli%dbymc

With LPICYW

217 |2 |z z ’z z |z z

mmmgqaae.mmwm

| sround & lginguy
' wm:wzuw Pﬁ:ﬁﬁwwﬂ ‘Call campleted by dial

WMMWWLE@

With LPIC/With, PIC —all t01] calls billed via LEC

With LPIC/With PIC — all toll calls notbilied via LEC

See, No, ™

s g 2 g »] #] =] &] 8 3 g

Collect Call illed via the LEC.

bdow
below:

See; No. 3
| below,

See,Noa '

*ch and me o an INC  other Wan|

9 3 ‘:‘.ﬂk m

See; Na 3.
‘below,
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Dat% I\%&E 2o %Icl&mmyLmk‘s legat and/or policy retioniale for why eath example in the table
above is or is not SGP eligible. Assuming some-of the examples may have the sume rationale,
ptmlmmemousmﬁm as-a response 10 this question, aisigh each rationale a label,
and identify the rationale label in the column titled “Rationiale Label™in theabove table,

¢: CentiryLink’s legal andfor policy rationale: for its classification. of whether the
mp‘fes in No. 2 are SGP-cligible 15 that these: classifications are-consistent with, the
Comrmission’s discussion concerning:the scope of basic gervite tnder the 2009 legislative
chianges-at this January 26, 2010 Agenda Confery nice in Docket No, 09046.1~'I‘X.,Intﬁe114aaur
of Petttion for Modification of Sevvive Guarantee Program. by BellSoiith: Telecorn v
Inc. dita AT&T Florida,

4. Pleaso:add-ary cothbination-of dial tone service, alonig with a festvrs of specific aetion that is
nat listed that CenturyLink believes should be fisted in the table.

espopise: Any combinatior ofdldmcmmdmymmemwmfiuMyMs
Fbﬁda@&wﬁlEx&mngeTmﬁ'ﬁ&hisBmédma mthly basis, ahd/or any unreguilate:
service that Centurylink is m‘dmmmwswmmmw

5. IfeCenturyLink customer is-not eligible for the SGP due to some combingtion(s) of dial tone-
wvmmﬂ Tenture(s), and the service is changed 10 g status that:qualifies for the SGP, will
-automatically qualify the castomer for SGP &ligibility?

Responye: Yes.

- sty nonbasjc if there is 2 one time use of a-non-SGP eligible

zweasmz Tuiecommunications mmm&rm@a{“*‘*s‘“-* sty
mmmmmnumbycmmsw

8. How many residential customers will or would be: covered by the SGP if CenturyLink
cancludes that residential customess with 2 PICVLPIC are SGP cligible?

Respouse: Cmdmm&ﬁxmm‘sdmmmﬂwmafm
sérvice wider the 2000 legisiative changes at ‘B Janiary 26, 2010 A  in
Docket No. 090461-TL, i the: Mater of Petition: for Modification qf.%wee&ﬁwrmee
Program by BellSoutk Telecommunicatinns, Inc. /e AT&T Florid; ,reddmh‘al eustomasi
with 8 PIC/LPIC ave hot basic custotners and would not bé SGP digible, See 3

reapmhquwm?ﬁmﬂxmmbaofmﬁmndwm@wmyﬁakmmnm.
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