Exhibit A

February 14, 2002

Amend 480-120-535
480-120-439 Service quahty performance reports.
(1) Locao . ines|
Weashington CIasA companres must report monthly the mformatron requi red 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 (eg., a
report concerning mrssed appor ntmentsin December must be reported by January 30).

80:04.530 Class B companres need not report to the commission as reqw red by
subsection (1) of thissection However, these companies must retain, for at least three
years from the date they are created, al 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-X6¢107, 480-120-x08108, 480-
120-XX¥ 112, 480-120-510132, 480-120-515401, 480-120-525411, and 480-120-
X216440.

(3) Missed appointment report. The report must include the number of
appointments missed for which missed gppointment credits were required by WAC 480-
120-x08108.

(4) Held ordersfor installation or activation of basic servicereport. The
report must state the total number of orders taken, by centrd office, in each month for dll
orders of up to theinitid five access lines as required by WAC 480-120-XX%X%107. The
report must include orders with due dates |ater than five days as requested by a customer.
The held order report must state, by centra office, of the total orders taken for the month,
the number of orders that the company was unable to complete within five business days
diter the order date or by alater date as requested by the customer.

{8 (a) A separate report must be filed each caendar quarter that states the total
number of orderstaken, by centra office, in that quarter for dl orders of up to theinitid
five access lines as required by WAC 480-120-Xx%x%107. The held order ninety-day
report must state, of the tota orders taken for the quarter, the number of orders that the
company was unable to complete within ninety days after the order date.

by  (b) A separate report must be filed each sx months that states the total number of
orders taken, by centrd office, in the last Sx monthsfor al orders of up to theinitid five
access lines as required by WAC 480-120-XXx%107. The held order one hundred and
dghty 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 specia eguipment is necessary; when alater
installation or activation is permitted under WAC 480-120-071145; or when the
commission has granted an exemption under WAC 480-120-015 from the requirement
for ingdlation or activation of a particular order may be excluded from the total number
of orderstaken and from the tota number of uncompleted orders for the month.

(5) Major outagesreport. Not withstanding subsections (1) and (2) of this
section, any company experiencing amajor outage that lasts more than forty-eight hours
must provide amaor outage report to the commission within ten business days of the
magor outage. The mgor outages report must include a description of each mgjor 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 gpplicable, the
report must include a description of preventive actions to be taken to avoid future
outages. This reporting requirement does not include company-initiated mgjor 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 operationd and
mai ntenance requirements of the company.

The commission staff may request ora reports from companies concerning maor
outages & any time and companies must provide the requested information.

(6) Summary trouble reports Each month companles must submit a report
reflecting AR u of the Any-company
expeqeqemg#euue;epensywe%ef—thestandard establlshed in WAC 480-120-

x—14438 The report ; must |ndudeFep9rt—sammaq&sef—treuble4epeFts¢het
i the number of reports by centra

officeand the number of Ilnes served by the centrd office. exehange-ef-impairment-or
lossof-service-and exchange.-ofimparment-or-loss of-serviee-and-In addition, the report
must indude an explanation of causes for each centrd office that exceeds the service
qudity standard established in WAC 480-120-%24438. The reports, including repesated
reports, must be presented as a ratio per one hundred linesin 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 480-120-515401(2)(a), must report the problemsto
the commisson. 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-
515401(3) must report each trunk group that does not meet the performance standards.
For each trunk group not meeting the performance sandards, the report must include the
pesk percent blocking level experienced during the preceding month, the number of
trunks in the trunk group, and the busy hour when pesk 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-%16440, companies must report the number of
service interruptions reported each month, the number repaired within twenty-
feur 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-%x16440.

(b) For service-impairment repairs subject to the requirements of WAC
480-120-%16440, 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-%16440.

(10) Business office and repair answering system reports. When requested,
companies must report compliance with the standard required in WAC 480-120-%32133.




If requested, companies must provide the same reports to the commission that company
managers receive concerning average speed of answer, transfersto live representatives,
dation busies, and unanswered cdls.

(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.



