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This document is provided to stakeholders so that they may
respond to the Small Business Economic Impact Statement (SBEIS)
questionnaire at <http.//www.wutc.wa.gov/990146/SBEIS> and so
that stakeholders may prepare oral comments on draft rules that will
be taken at the Open Meeting of the Commission on March 27, 2002
(See notice for details).

This document contains rules concerning customer private
account information (WAC 480-120-202 through 480-120-217).
These rules were prepared after two public meetings, an opportunity
to file written comments, and an Open Meeting discussion dedicated
fo this topic.
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Most other rules that are included in this document will be repealed and
replaced by the sections that appear in this document. For example, WAC
480-120-106 (Form of bills) will be repealed when WAC 480-120-161
(Form of bills) is adopted.

A cross-reference chart of current WAC numbers and WAC numbers to be
adopted follows.
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“Class A company” means a local exchange company with two percent or more
of the access lines within the state of Washington.

“Class B company” means a local exchange company with less than two
percent of the access line within the state of Washington.

“Commercial mobile radio service (CMRS)” means any mobile (wireless)
telecommunications service that is provided for profit that makes interconnected
service available to the public or to such classes of eligible users as to be
effectively available to a substantial portion of the public.

“Commission (agency)” in a context meaning a state agency, means the
Washington utilities and transportation commission.

“Company” means any telecommunications company as defined in RCW
80.04.010.

“Competitively classified company” means a company that is classified as
competitive by the commission pursuant to RCW 80.36.320.

“Customer” means a person to which the company is currently providing
service.

“Customer premises equipment (CPE)” is equipment located on the customer
side of the SNI (other than a carrier) and used to originate, route, or terminate
telecommunications.

“Customer proprietary network information (CPNI)” means:

(a) Information that relates to the quantity, technical configuration, type,
destination, location, and amount of use of a telecommunications service,
including call detail, requested by an applicant or subscribed to by any customer
of a company, and that is made available to the company by the customer solely
by virtue of the customer-company relationship, which includes information
obtained by the company for the provision of the telecommunication service; and

(b) Information contained in the bills pertaining to telephone exchange
service or telephone toll service received by a customer of a company; except
that CPNI does not include subscriber list information.

“Discontinue; discontinuation; discontinued” mean the termination of service
to a customer.

“Drop facilities” means company-supplied wire and pedestals placed between
a premise and the company distribution plant at the applicant's property line.

“Due date” means the date an action is required to be completed by rule or,
when permitted, the date chosen by a company and provided to a customer as
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four months in any one twelve-month period. This standard does not apply to
trouble reports related to customer premise equipment, inside wiring, force
majeure, or major outages of service caused by persons or entities other than the
local exchange company.

Amend 480-120-535

480- 120-439 Serwce quallty performance reports

Class A companies must report monthly the |nformat|on
required in subsections (3), (4), and (6) through (10)_of this section. Companies
must report within thirty days after the end of the month in which the activity
reported on takes place (e.g., a report concerning missed appointments in
December must be reported by January 30)

(2) . .
RCW-80-04-530 Class B companies need not report to the commission as
required by subsection (1)_of this section. However, these companies must
retain, for at least three years from the date they are created, all records that
would be relevant, in the event of a complaint or investigation, to a determination
of the company’s compliance with the service quality standards established by
WAC 480-120-X%X107, 480-120-X%08108, 480-120-XX¥112, 480-120-540132,
480-120-5645401, 480-120-625411, and 480-120-X16440

(3) Missed appointment report. The report must include the number of
appointments missed for which missed appointment credits were required by
WAC 480-120-X08108.

(4) Held orders for installation or activation of basic service report.
The report must state the total number of orders taken, by central office, in each
month for all orders of up to the initial five access lines as required by WAC 480-
120-%X%107. The report must include orders with due dates later than five days
as requested by a customer. The held order report must state, by central office,
of the total orders taken for the month, the humber of orders that the company
was unable to complete within five business days after the order date or by a
later date as requested by the customer.

(a) A separate report must be filed each calendar quarter that states the
total number of orders taken, by central office, in that quarter for all orders of up
to the initial five access lines as required by WAC 480-120-XX%X107. The held
order ninety-day report must state, of the total orders taken for the guarter, the
number of orders that the company was unable to complete within ninety days
after the order date.

(b) A separate report must be filed each six months that states the total
number of orders taken, by central office, in the last six months for all orders of
up to the initial five access lines as required by WAC 480-120-XXX107. The held
order one hundred and eighty day report must state, of the total orders taken for
six months, the number of orders that the company was unable to complete
within one hundred and eighty days.

Orders for which customer-provided special equipment is necessary;
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when a later installation or activation is permitted under WWAC 480-120-074145;
or when the commission has granted an exemption under WAC 480-120-015
from the requirement for installation or activation of a particular order may be
excluded from the total number of orders taken and from the total number of
uncompleted orders for the month.

(5) Major outages report. Not withstanding subsections (1) and (2) of
this section, any company experiencing a major outage that lasts more than
forty-eight hours must provide a major outage report to the commission within ten
business days of the major outage. The major outages report must include a
description of each major outage and a statement that includes the time, the
cause, the location and number of affected access lines, and the duration of the
interruption or impairment. When applicable, the report must include a
description of preventive actions to be taken to avoid future outages. This
reporting requirement does not include company-initiated major outages that are
in accordance with the contract provisions between the company and its
customers or other planned interruptions that are part of the normal operational
and maintenance requirements of the company.

The commission staff may request oral reports from companies
concerning major outages at any time and companies must provide the
requested information.

(6) Summary trouble reports. Each month companies must submit a
report reflecting Any—eempany—e*peﬁenemg—tpeuble—repe#s—in-e*eess—ef the
standard established in WAC 480-120-X44438. The report ; must include repert
summaries-of- troublereports-thatineclude the number of reports by central office
and the number of lines served by the central office. exchange-ofimpairment-or
loss-of-service—and .In addition, the report must include an explanation of causes
for each central office that exceeds the service quality standard established in
WAC 480-120-X14438. The reports, including repeated reports, must be
presented as a ratio per one hundred lines in service. The reports caused by
customer-provided equipment or inside wiring should not be included in this
report.

(7) Switching report. Any company experiencing switching problems in
excess of the standard established in WAC 480-120-545401(2)(a), must report
the problems to the commission. The report must identify the location of every
switch that is performing below the standard.

(8) Interoffice, intercompany and interexchange trunk blocking
report. Companies that experience trunk blocking in excess of the standard in
WAC 480-120-545401(3) must report each trunk group that does not meet the
performance standards. For each trunk group not meeting the performance
standards, the report must inciude the peak percent blocking level experienced
during the preceding month, the number of trunks in the trunk group, and the
busy hour when peak blockage occurs. The report must include an explanation
of steps being taken to relieve blockage on any trunk groups that do not meet the
standard for two consecutive months.

(9) Repair report. (a) For service-interruptions repairs subject to the
requirements of WAC 480-120-X16440, companies must report the number of
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service interruptions reported each month, the number repaired within twenty-
four forty-eight hours, and the number repaired more than forty-eight hours after
the initial report. In addition, a company must indicate the number of
construction orders requiring permits as provided for in 480-120-%46440.

(b) For service-impairment repairs subject to the requirements of WAC
480-120-X16440, companies must report the number of service impairments
reported each month, the number repaired within seventy-two hours, and the
number repaired more than seventy-two hours after the initial report. In addition,
a company must state the number of construction orders requiring permits as
provided for in WAC 480-120-%X46440.

(10) Business office and repair answering system reports. When
requested, companies must report compliance with the standard required in
WAC 480-120-X42133. If requested, companies must provide the same reports
to the commission that company managers receive concerning average speed of
answer, transfers to live representatives, station busies, and unanswered calls.

(11) The commission may choose to investigate matters to protect the
public interest, and may request further information from companies that details
geographic area and type of service, and such other information as the
commission requests.

New Section 480-120-X16
480-120-440 Repair standards for sService interruptions and impairments,
excluding major outages.

(1) Ee#sewme—mtem&phe%-ﬂqai—aﬁe—net—pan-e#a—majepeutage—arA company

aII out-of-servnce |nterrupt|ons except those which are part of a major outage
(WAC 480-120-520412) and those caused by force majeure within forty-eight-
hours from the time a customer initially reports the problem to the company.

For purposes of th|s secﬂon—eempames—may—exelude&&nda—ys—and—#ega

|nterrupt|on is deflned as a condition that prevents the use of the telephone

exchange line for purposes of originating or receiving a call and does not include
trouble reported for non-regulated services such as voice messadging, inside
wiring, or customer premises equipment.

(2) A company must repair all other regulated service interruptions within
seventy-two hours from the time a customer initially reports the problem to the

company.

hour and seventy-two hour standards do not apply during company work
stoppages directly affecting provision of service in the state of Washington.
(4) A company is considered to have met its obligations under this rule if it
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