AMENDATORY SECTI ON (Anmendi ng General Order No. R 494, Docket No.
UT-010558, filed 12/5/01, effective 1/5/02)

WAC 480-120-083 Cessation of telecomrunications services.
(1) This rule applies to any teleconmunications conpany that
ceases the provision of any telecomrunications service in all or
any portion of the state (exiting tel ecomunications conpany).
This rule does not apply to:

(a) Services offered by tariff that are subject to the
statutory notice requirenments of RCW 80.36.110 (Tariff Changes -
Statutory Notice — Exception);

(b) Discontinuance of service to an individual custoner in
conpliance with WAC ((480-120-081)) 480-120-172 (D scontinuance
of Service);

(c) Cessation of a service when the provider replaces the
term nated service with conparable service without interruption
For exanple, the notice requirenents of this rule do not apply
when a local exchange carrier (LEC) providing Centrex-type
service with one group of features replaces that service,
without interruption, with a version of Centrex-type service
that has a different group of features; and

(d) A service being discontinued that has no subscri bers.
Changes in custoners' service providers for |ocal exchange and
intrastate toll services when there is a cessation of service
are also subject to WAC ((480-120-139)) 480-120-147 (changes in
| ocal exchange and intrastate toll services).

(2) No telecomrunications conpany nay cease the provision
of any telecomunications service in all or any portion of the
state unless it first provides witten notice to the follow ng
persons at |east 30 days in advance of cessation of service:

(a) The conm ssi on;

(b) The state 911 program in the instance of |ocal
exchange service, private branch exchange service (PBX)

Centrex-type service, or private |line service used in the
provision of energency services related to the state 911
program

(c) Each of its customers, including custoners that are

t el ecommuni cati ons conpani es;

(d) Incunbent |ocal exchange carriers (ILECs) providing the
exiting telecommunications conpany Wwth unbundled network
el enents (UNEs) pursuant to the Tel ecommuni cations Act of 1996,
47 U.S.C. Section 151 et seq., if UNEs or conbinations of UNEs
are part of a tel econmunications service provided to some or al
of the exiting tel ecomunications conpany's custoners;
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(e) Each tel ecommunications conpany providing the exiting
t el econmuni cati ons conpany W th resol d t el econmuni cati ons
service, if resold service is part of a telecommnications
service provi ded to sone or al | of t he exiting
t el econmuni cations conpany's custoners;

(f) The national nunber admnistrator authorizing the
rel ease of al | assi gned t el ephone nunber s to ot her
t el econmuni cati ons conpanies and releasing all unassi gned
t el ephone nunbers to the nunber adm nistrator.

(3) The notice to the commi ssion and the state 911 program
required in subsections (2)(a) and (b) rnust incl ude:

(a) The nane of the exiting tel ecomruni cati ons conpany;

(b) For each —category of servi ce, the date each
t el ecommuni cati ons service will cease; and

(c) The nunber of custoners for each telecommunications
service and their |ocation, described by exchange or by city and
county for each tel econmunicati ons service being ceased.

(4) The notice to custonmers required in subsection (2)(c)
nmust i ncl ude:

(a) The date telecomunications service will cease;

(b) I nf ormati on on how to cont act t he exiting
t el econmuni cations conpany by telephone in order to obtain
i nformati on needed to establish service with another provider;

(c) An explanation of how customers may receive a refund on
any unused service. The exiting tel ecomrunications conpany nust
provi de information to consuners via its custonmer service nunber
outlining the procedure for obtaining refunds and continue to
provide this information for sixty days after the date of
cessation of service.

(d) A second notice provided by one of the two options
listed bel ow

(i) Between ten and thirty days before cessation of
service, the exiting teleconmunications conpany nust conplete
one direct call advising every custonmer of the cessation of
service, including the date of cessation of service and a nunber
to call for nore information, if necessary. A direct call neans
a call in which the conpany | eaves a recorded voi ce nessage for
or speaks directly to the responsible party or its agent on the
billing account; or

(ii) At least ten days before cessation of service, the
exiting tel econmuni cati ons conpany nust provide a second witten
notice of cessation of service including the date of cessation
of service and a nunber to call for nore information, if
necessary; and

(e) A conpany my seek the conmission's assistance in
drafting the custoner notices.

(5) The notice to ILECs required in subsection (2)(d) nust
i ncl ude:

(a) The date tel econmunications service wll cease;
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(b) Identification of the UNE conponents in relationship to
the service information provided to the custonmer when such
information differs from the ILEC s identification information
as billed to the exiting teleconmunications conpany. For
exanple, if the ILEC identifies a UNE loop with a circuit
identification nunber, the exiting teleconmunications conpany
must provide the ILEC with the custoner telephone nunber
assigned to the ILECs UNE loop circuit identification nunber;
and

(c) The tel ephone contact information to enable the ILEC or
new provider to obtain UNE service and circuit identification
i nformati on needed to establish service for a custonmer who wll
no |onger receive service from the exiting telecomunications
conpany.

(6) The notice to suppliers required in subsection (2)(e)
nmust i ncl ude:

(a) The date tel ecommunications service will cease;

(b) Identification of the resold service el enent conmponents
in relationship to the service information provided to the
custonmer, when such information differs from the supplier's
identification i nformation as billed to t he exiting
t el econmuni cati ons conpany; and

(c) Tel ephone contact information to enable the regul ated
supplier or new provider to obtain wunderlying service and
circuit i dentification i nformation needed to est abl i sh
conpar abl e repl acenent service for a customer who will no | onger
recei ve service fromthe exiting tel econmuni cati ons conpany.

(7) The notice to the national nunber adm nistrator
required in subsection (2)(f) must include:

(a) Identification of all wor ki ng tel ephone nunbers
assi gned to custoners;

(b) ldentification of all wunassigned or admnistrative
nunbers available for reassignnment to other providers and the
date such unassigned tel ephone nunbers wll be available for

reassi gnnent; and

(c) Authorization of the release of each individua
assigned custoner's tel ephone nunber(s) to subsequent providers
sel ected by the custoner.

(8) ILECs and telecomrunications conpanies that are
suppl i ers under subsection (6) nmust provide the information in
the required notice(s) (if received) to the subsequent provider
upon a request authorized by the custoner.

(9) A telecomunications conpany ceasing a |ocal exchange
service, a PBX service, a Centrex-type service, or a private
line service used in the provision of energency services rel ated
to the state 911 program nust inform the conm ssion and the
state 911 program within twenty-four hours of the cessation of
t el econmuni cations service of the nunber of custoners and their
| ocation, |listed by exchange or by city and county, that
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remai ned as custoners for the teleconmmunications service when
service ceased.

AMENDATORY SECTI ON ( Anendi ng Docket No. UT-990146, General Order
No. R-507, filed 12/12/02, effective 7/1/03)

WAC 480-120-147 Changes in |ocal exchange and intrastate
toll services. (1) Verification of orders. A |local exchange or
intrastate toll carrier that requests on behalf of a custoner
that the custoner's carrier be changed, and that seeks to
provide retail services to the custoner (submtting carrier),
may not submit a change-order for |ocal exchange or intrastate
toll service until the order is confirnmed in accordance with one
of the procedures in (a) through (c) of this subsection:

(a) The conpany has obtained the custoner's witten or
el ectronic authorization to submt the order (letter of agency).
The letter of agency nust be a separate electronic form | ocated
on a separate screen or web page, or a separate witten docunent
(or easily separable docunent) containing only the authorizing
| anguage described in (a)(i) through (vi) of this subsection,
having the sole purpose of authorizing a telecomunications
carrier to initiate a preferred carrier change. The letter of
agency, whether witten or electronic, nust be signed and dated

by the custoner of the telephone Iline(s) requesting the
preferred carrier change. The letter of agency shall not be
conbi ned on the same docunment or on the same screen or web page
with inducenments of any kind; however, it nay be conbined with

checks that contain only the required letter of agency | anguage
as prescribed in (a)(i) through (vi) of this subsection, and the
necessary information to nmake the check a negotiable instrunent.
The check nmay not contain any pronotional |anguage or material
It nust contain, in easily readable, boldface type on the front
of the check, a notice that the custoner is authorizing a
preferred carrier change by signing the check. Letter-of-agency
| anguage nust be placed near the signature line on the back of
t he check. Any carrier designated in a letter of agency as a
preferred carrier nust be the carrier directly setting the rates
for the custoner. If any portion of a letter of agency is
translated into another |anguage, then all portions nust be
translated into that |anguage, as well as any pronotional
materials, oral descriptions or instructions provided with the
letter of agency. The letter of agency nmust confirm the
followng information fromthe custoner:

(i) The custonmer billing nanme, billing tel ephone nunber and
billing address and each tel ephone nunber to be covered by the
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change order;

(ii1) The decision to change;

(iii1) The customer's understandi ng of the change fee;

(iv) That the customer designates (nanme of carrier) to act
as the custoner's agent for the preferred carrier change;

(v) That the custoner understands that only one
t el econmuni cations carrier nmay be designated as the custoner's
((+nterstate)) intralATA preferred carrier; that only one
tel econmuni cations carrier may be designated as the custoner's

i nter LATA preferred carrier,; and t hat only one
t el econmuni cations carrier nmay be designated as the custoner's
| ocal exchange provider, for any one telephone nunber. The

letter of agency nust contain a separate statenment regarding the
custoner's choice for each preferred carrier, although a
separate letter of agency for each choice is not necessary; and

(vi) Letters of agency may not suggest or require that a
custonmer take some action in order to retain the current
preferred carrier.

(b) The submtting carrier has obtained the custonmer's
aut hori zati on, as described in (a) of this subsection,
el ectronically, by use of an automated, electronic telephone
menu system This authorization nust be placed from the
t el ephone nunber(s) for which the preferred carrier is to be
changed and nust confirm the information required in (a)(i)
t hrough (vi) of this subsection

Tel econmuni cations conpanies electing to confirm the
preferred carrier change electronically nust establish one or
nore toll free tel ephone nunbers exclusively for that purpose.

Calls to the nunber(s) nust connect a customer to a voice
response unit, or simlar device, that records the required
information regarding the change, including recording the
originating automati c nunber identification (ANl).

(c) An appropriately qualified and independent third party
operating in a location physically separate from the
tel emarketing representative has obtained the custoner's oral
aut horization to submt the change order that confirns and
i ncludes appropriate verification data (e.g., the custoner's
date of birth). The independent third party nust not be owned,
managed, controlled or directed by the carrier or the carrier's
mar keting agent; and nust not have any financial incentive to
confirm preferred carrier change orders for the carrier or the
carrier's marketing agent. The content of the verification nust
i ncl ude cl ear and unanbi guous confirmation that the custoner has
aut hori zed a preferred carrier change.

(2) Where a teleconmunications carrier is selling nore than
one type of telecommunications service (e.g., local exchange
intralLATA toll, and interLATA toll) that carrier nust obtain
separate authorization, and separate verification, from the
customer for each service sold, although the authorizations may
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be made within the same solicitation.

(3) The docunmentation regarding a custoner's authorization
for a preferred carrier <change nust be retained by the
submtting carrier, at a mninmum for two years to serve as
verification of the customer's authorization to change his or
her tel ecommunications conpany. The docunentation nust be made
avai lable to the custoner and to the comm ssion upon request and
at no charge. Docunent ation includes, but is not limted to,
entire third-party-verification conversations and, for witten
verifications, the entire verification docunent.

(4) Inplenmenting order changes. An executing carrier may
not verify directly with the custoner the subm ssion of a change
in a custoner's selection of a provider received from a
submitting carrier. The executing carrier nmust conply pronptly,
wi t hout any unreasonable delay, with a requested change that is
conplete and received from a submtting carrier. An executing
carrier is any telecommunications carrier that affects a request
that a custoner's carrier be changed.

This section does not prohi bit any conpany from
investigating and responding to any custoner-initiated inquiry
or conpl aint.

(5) Preferred carrier freezes. A preferred carrier freeze
prevents a change in a custoner's preferred carrier selection
unl ess the custoner gives the carrier from whom the freeze was
requested express consent. Express consent neans direct,
witten, electronic, or oral direction by the custoner. Al
| ocal exchange conpanies (LECs) nust offer preferred carrier
freezes. Such freezes nust be offered on a nondiscrimnatory
basis to all custoners. Ofers or solicitations for such
freezes nust clearly distinguish anong teleconmunications
services subject to a freeze (e.g., local exchange, intralLATA
toll, and interLATA toll). The carrier offering the freeze nust
obtain separate authorization for each service for which a
preferred carrier freeze is requested. Separate authorizations
may be contained within a single docunent.

(a) Al LECs must notify all custoners of the availability
of a preferred carrier freeze, no later than the custoner's
first telephone bill, and once per year nust notify all |oca
exchange service custoners of such availability on an individua
custonmer basis (e.g., bill insert, bill nmessage, or direct
mai | i ng) .

(b) Al carrier-provided solicitation and other nmaterials
regarding freezes nust include an explanation, in clear and
neutral |anguage, of what a preferred carrier freeze is, and
what services nmay be subject to a freeze; a description of the

specific procedures to Ilift a preferred carrier freeze; an
expl anation that the custonmer will be unable to make a change in
carrier selection unless he or she lifts the freeze; and an

expl anation of any charges incurred for inplenmenting or lifting
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a preferred carrier freeze.

(c) No local exchange carrier may inplenent a preferred
carrier freeze unless the custonmer's request to inpose a freeze
has first been confirnmed in accordance with the procedures
outlined for confirmng a change in preferred carrier, as
described in subsections (1) and (2) of this section.

(d) Al LECs nust offer custoners, at a mninmm the
foll owi ng procedures for lifting a preferred carrier freeze:

(i) A custoner's witten or electronic authorization
stating the custoner's intent to lift the freeze;

(ii) A custonmer's oral authorization to lift the freeze
This option nust include a nmechanism that allows a submtting

carrier to <conduct a three-way conference call wth the
executing carrier and the customer in order to |lift the freeze.
When engaged in oral authorization to lift a freeze, the

executing carrier nust confirm appropriate verification data
(e.g., the custoner's date of birth), and the custoner's intent
tolift the freeze.

(e) A LEC may not change a custoner's preferred carrier if
the custoner has a freeze in place, unless the custoner has
lifted the freeze in accordance with this subsection

(6) Renedi es. In addition to any other penalties provided
by law, a submtting carrier that requests a change in a
custoner's carrier wthout proper verification as described in
this rule shall receive no paynent for service provided as a
result of the unauthorized change and shall pronptly refund any
amounts collected as a result of the unauthorized change. The
customer may be charged, after receipt of the refund, for such
service at a rate no greater than what would have been charged
by its authorized teleconmunications conpany, and any such

paynent shal | be remtted to the custoner's authorized
t el ecommuni cati ons conpany.
(7) Exceptions. Conpanies transferring custoners as a

result of a nerger, purchase of the conpany, or purchase of a
speci fic custoner base are exenpt from subsections (1) through
(6) of this section if the conpanies conply with the foll ow ng
condi tions and procedures:

(a) The acquiring conpany nust provide a notice to each
affected custoner at least thirty days before the date of
transfer. Such notice nust include the follow ng information:

(i) The date on which the acquiring conpany will becone the
custoner's new provider

(it) The rates, terns, and conditions of the service(s) to
be provided upon transfer, and the neans by which the acquiring

conpany wll notify the customer of any change(s) to those
rates, terns, and conditions;
(iii1) That the acquiring conpany wll be responsible for

any carrier change charges associated with the transfer;
(iv) The customer's right to select a different conpany to
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provi de the service(s);

(v) That the customer wll be transferred even if the
custoner has selected a "freeze" on his/her carrier choices,
unl ess the custoner chooses another carrier before the transfer
dat e;

(vi) That, if the custoner has a "freeze" on carrier
choices, the freeze will be lifted at the time of transfer and
t he custonmer must "refreeze" carrier choices;

(vii) How the customer may neke a conplaint prior to or
during the transfer; and

(viii) The toll-free customer service tel ephone nunber of
the acquiring carrier.

(b) The acquiring conpany nust provide a notice to the
commi ssion at least thirty days before the date of the transfer.
Such notice nust include the follow ng information:

(i) The nanes of the parties to the transaction;

(ii) The types of services affected;

(1i1) The date of the transfer; and

(iv) That the conmpany has provided advance notice to
affected custoners, including a copy of such notice.

(c) If after filing notice with the comm ssion any materi al
changes devel op, the acquiring conpany nust file witten notice
of those changes with the conmm ssion no nore than ten days after
the transfer date announced in the prior notice. The comm ssion
may, at that tinme, require the conpany to provide additional
notice to affected custoners regardi ng such changes.

AMENDATORY SECTI ON (Anendi ng General Order No. R 499, Docket No.
UT-991922, filed 5/14/02, effective 6/17/02)

WAC 480-120-264 Prepaid calling services. (1) For the
purposes of this section, prepaid calling services (PPCS) neans
any transaction in which a custoner pays for service prior to
use and applies only to those services where the nunber of
avai l able m nutes decreases as the custoner uses the service
Prepaid calling services do not include flat-rated basic | ocal
service that is billed in advance of use.

(a) PPCS may require the use of an access nunber or
aut hori zati on code.

(b) This section excludes credit cards and cash equival ent
cards. Services provided at pay telephones using these cards
are regul ated under the provisions of WAC ((480-120-138)) 480-
120- 263.

(2) PPCS providers nust provide custoners a w thout-charge
t el ephone nunber staffed by personnel capable of:
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(a) Responding to technical problens or questions related
to their service twenty-four hours a day, seven days a week;

(b) Responding to general account-related questions during
regul ar busi ness hours; and

(c) Providing the conmssion's toll-free nunber and address
to dissatisfied custoners as required by WAC ((480-120-101))
480- 120- 165

(3) Billing requirenents for PPCS

(a) A PPCS provider may charge only for the actual tine a
circuit is open for conversation. The price list or tariff and

presal e docunent nust define billing increnents. The provider
must not round up the length of conversation tine for |ess than
a full billing increment beyond that full increnent.

(i) If a PPCS provider uses an increnment based on a tine
nmeasurenent, the increnent nust not exceed one ninute.

(ii) If a PPCS provider bills usage in "unit" neasurenents,
it nmust clearly define wunits wusing both equivalent dollar
anounts and tine neasurenent. Unit billing increnents cannot
exceed the equival ent one nminute rate.

(b) At the custoner's request, a PPCS provider nay add
additional tinme to an existing account in exchange for an
addi ti onal paynent at a rate not to exceed those on file wth
t he comm ssi on. The PPCS provider nust inform the custoner of
the newrates at the tine of the recharge request.

(4) PPCS providers nmust naintain the followng call-data
for a mnimum of twenty-four nonths:

(a) Daling and signaling information that identifies the
i nbound access nunber called or the access identifier;

(b) The nunber of the originating phone when the
information is passed to the PPCS provider;

(c) The date and tinme the call was origi nated,;

(d) The duration or termnation time of the call;

(e) The call ed nunber; and

(f) The personal identification number (PIN), or account
nunber .

(5) Disclosure requirenents - Prepaid calling services.

(a) A PPCS provider nust disclose, prior to the sale, the
foll owi ng information:

(i) The PPCS provider's name as registered wth the
comm ssi on;

(i) The "doing business as" nanme as registered with the
comm ssion, if applicable;

(iii1) The maxi mum charge per billing increnent. A PPCS
provi der charging varying rates for intrastate and interstate
calls nust provide all applicable rates. The rates disclosed

must be no nore than those in its price list or tariff on file
with the conmi ssion at the tinme of purchase;

(iv) Charges for all services, including any applicable
surcharges, fees, or taxes, and the nethod of application;
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(v) Expiration date, if applicable. If a card expires
after a set period of tinme from activation, the PPCS provider

must specify the expiration date on the card. If an expiration
date is not disclosed on the card it wll be considered
unexpired indefinitely; and

(vi) Recharge policy, if applicable. If a PPCS provider
does not disclose the expiration date at the time service is
r echar ged, t he service wi || be consi der ed unexpi r ed
indefinitely.

(b) A PPCS provider nust disclose, at the tinme of purchase,
the follow ng information:

(i) The wthout-charge tel ephone nunber(s) a custoner may
use to resolve technical problens, service-related questions,
and general account-rel ated questions; and

(ii) Authorization code, if required, to access the service
or, if applicable, the wthout-charge telephone nunber used to
est abli sh access capability.

(c) If the PPCS provider is not the entity that packages
the services for sale to the public, it must require the conpany
that does so, through a witten agreenent, to conply with the
di scl osure requirenments of this section.

(6) Tinme of use disclosure requirenents. The PPCS provider
nmust :

(a) Announce at the beginning of each <call the tine
remai ni ng on the prepaid account or prepaid calling card; and

(b) Announce the time remaining at |east one mnute before
the prepaid account bal ance i s depl et ed.

(7) When a PPCS provider has failed to provide service at
rates disclosed prior to the sale or quoted at the tinme an
account is recharged, or the PPCS provider has failed to neet
performance standards, it nust provide refunds for any unused
service or provide equivalent service credit when requested by a
cust oner. Refunds or credits nust equal the value remaining on
the prepaid calling account. The customer nay choose either the
refund or equivalent service credit option.

(8) Performance standards for prepaid calling services.
Each PPCS provi der nmust ensure that:

(a) Custonmers can conplete a mnimum of ninety-eight
percent of all call attenpts to the called party's nunber. The
PPCS provider will consider any busy signals or unanswered calls
as conpl eted calls.

(b) Custoners can conplete a mninmum of ninety-eight
percent of all call attenpts to the PPCS provider. The PPCS
provider will not consider any busy signals or unanswered calls
as conpl eted calls.
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AMENDATCORY SECTI ON ( Anendi ng Docket No. UT-990146, GCeneral Order
No. R-507, filed 12/12/02, effective 7/1/03)

WAC 480-120-439 Service quality performance reports. (1)
Cl ass A conpani es. Cl ass A conpanies nust report nonthly the
information required in subsections (3), (4), and (6) through
(10) of this section. Conpanies nust report within thirty days
after the end of the nonth in which the activity reported on
takes place (e.g., a report concerning mssed appointnments in
Decenber nust be reported by January 30).

(2) Cass B conpanies. Cl ass B conpani es need not report
to the conm ssion as required by subsection (1) of this section.
However, these conpanies nust retain, for at |east three yars
from the date they are created, all records that would be
relevant, in the event of a conplaint or investigation, to a
determ nation of the conpany's conpliance with the service
gquality standards established by WAC 480-120-105, ((480-120~
107-)) 480-120-112, 480-120-132, 480-120-401, 480-120-411, and
480- 120- 440.

(3) Mssed appointnment report. The m ssed appointnent
report nust state the nunber of appointnents mssed, the tota
nunber of appointnments made, and the nunber of appointnents
excl uded under (b), (c), or (d) of this subsection. The report
must state installation and repair appointnents separately.

(a) A LEC is deened to have kept an appointnent when the
necessary work in advance of dispatch has been conpleted and the
technician arrives within the appointnent period, even if the
techni cian then determ nes the order cannot be conpleted until a
|ater date. |If the inability to install or repair during a kept
appoi ntnent | eads to establishnment of another appointnent, it is
a new appointnment for purposes of determning under this
subsection whether it is kept or not.

(b) When a LEC notifies the custoner at |east twenty-four
hours prior to the schedul ed appointnment that a new appoi nt nent
i's necessary and a new appoi ntnent is nade, then the appoi ntnent
that was canceled is not a mssed appointnment for purposes of
this subsection. A conpany-initiated changed appointnment date
is not a change to the order date for purposes of determ ning
conpliance with WAC 480-120- 105 and 480-120-112.

(c) A LEC does not miss an appoi ntnent for purposes of this
subsection when the custoner initiates a request for a new
appoi nt nent .

(d) A LEC does not m ss an appointment for purposes of this
subsection when it is unable to neet its obligations due to
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force mmjeure, work stoppages directly affecting provision of
service in the state of Washington, or other events beyond the
LEC s control

(4) Installation or activation of basic service report.
The report nust state the total nunber of orders taken, by
central office, in each nonth for all orders of up to the
initial five access lines as required by WAC 480-120-105. The
report nust include orders with due dates later than five days
as requested by a custoner. The installation or activation of
basic service report nust state, by central office, of the tota
orders taken for the nonth, the nunber of orders that the
conpany was unable to conplete within five business days after
the order date or by a later date as requested by the custoner.

(a) A separate report nust be filed each cal endar quarter
that states the total nunber of orders taken, by central office,
in that quarter for all orders of up to the initial five access
lines as required by WAC 480-120-105. The installation or
activation of basic service ninety-day report nust state, of the
total orders taken for the quarter, the nunber of orders that
the conpany was unable to conplete within ninety days after the
order date.

(b) A separate report nust be filed each six nonths that
states the total nunber of orders taken, by central office, in
the last six nonths for all orders of up to the initial five
access lines as required by WAC 480-120-105. The installation
or activation of basic service one hundred eighty day report
must state, of the total orders taken for six nonths, the nunber
of orders that the conpany was unable to conplete within one
hundred ei ghty days.

Orders for which custoner-provided special equipnent is
necessary; when a later installation or activation is permtted
under WAC 480-120-071; when a technician arrives at the
customer's prenmses at the appointed tinme and prepared to
install service and the customer is not available to provide
access; or when the conm ssion has granted an exenption under
WAC 480-120-015 from the requirenent for installation or
activation of a particular order, may be excluded from the total
nunber of orders taken and from the total number of unconpl eted
orders for the nonth.

For calculation of the report of orders installed or
activated within five business days in a nonth, orders that
could not be installed or activated within five days in that
mont h due to force majeure may be excluded fromthe total nunber
of orders taken and from the total nunber of unconpleted orders
for the nonth if the conpany supplies docunentation of the
ef fect of force maj eure upon the order.

(5) Major outages report. Not wi t hst andi ng subsections (1)
and (2) of this section, any conpany experiencing a mjor outage
that lasts nore than forty-eight hours nust provide a major
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outage report to the commssion within ten business days of the
maj or  out age. The mjor outages report nust include a
description of each nmjor outage and a statenent that includes
the time, the cause, the location and nunber of affected access
lines, and the duration of the interruption or inpairnent. Wen
applicable, the report nust include a description of preventive
actions to be taken to avoid future outages. This reporting
requi rement does not include conpany-initiated major outages
that are in accordance with the contract provisions between the
conpany and its custonmers or other planned interruptions that
are part of the nornal operational and nmintenance requirenents
of the conpany.

The comm ssion staff nmay request oral reports from
conpani es concerning mejor outages at any tinme and conpanies
nmust provide the requested informtion.

(6) Sunmary trouble reports. Each nonth conpani es nust
submt a report reflecting the standard established in WAC 480-
120- 438. The report nust include the nunber of reports by
central office and the nunmber of |ines served by the central
of fice. In addition, the report nust include an explanation of
causes for each central office that exceeds the service quality
standard established in WAC 480-120-438. The reports, including
repeated reports, nust be presented as a ratio per one hundred
lines in service. The reports caused by custoner-provided
equi pment, inside wiring, force mmjeure, or outages of service
caused by persons or entities other than the |ocal exchange
conpany should not be included in this report.

(7) Switching report. Any conpany experiencing swtching
problems in excess of the standard established in WAC 480-120-
401 (2)(a), nmust report the problens to the comm ssion. The
report nust identify the location of every switch that is
perform ng bel ow t he standard.

(8) Interoffice, i nterconpany and interexchange trunk
bl ocki ng report. Conpani es that experience trunk blocking in
excess of the standard in WAC 480-120-401 (3) and (5) nust
report each trunk group that does not neet the performance
st andar ds. For each trunk group not neeting the performance
standards, the report nust include the peak percent bl ocking
| evel experienced during the preceding nonth, the nunber of
trunks in the trunk group, the busy hour when peak bl ockage
occurs, and whether the problem concerns a standard in WAC 480-
120-401 (3) or (5). The report nust include an expl anation of
steps being taken to relieve blockage on any trunk groups that
do not neet the standard for two consecutive nonths.

(9) Repair report.

(a) For service-interruption repairs subject to the
requi rements of WAC 480-120-440, conpanies nust report the
nunmber of service interruptions reported each nonth, the nunber
repaired within forty-eight hours, and the nunber repaired nore
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than forty-eight hours after the initial report. |In addition, a
conpany nust report the nunber of interruptions that are exenpt
fromthe repair interval standards as provided for in WAC 480-
120- 440.

(b) For servi ce-i npai r nent repairs subj ect to the
requi renents of WAC 480-120-440, conpanies nust report the
nunber of service inpairnents reported each nonth, the nunber
repaired within seventy-two hours, and the numnber repaired nore
than seventy-two hours after the initial report. |In addition, a
conpany nust report the number of inpairnents that are exenpt
from the repair interval standard as provided for in WAC 480-
120- 440.

(10) Business office and repair answering system reports.
When requested, conpanies nust report conpliance wth the
standard required in WAC 480-120-133. | f requested, conpanies
must provide the sane reports to the comm ssion that conpany
managers receive concerning average speed of answer, transfers
to live representatives, station busies, and unanswered calls.

(11) The conmi ssion may choose to investigate nmatters to
protect the public interest, and may request further information
from conpanies that details geographic area and type of service,
and such other information as the conm ssion requests.

(12) If consistent with the purposes of this section, the
conm ssion nmay, by order, approve for a conpany an alternative
measurenent or reporting format for any of the reports required
by this section, based on evidence that:

(a) The conpany cannot reasonably provide the neasurenent
or reports as required;

(b) The alternative measurenent or reporting format wll
provide a reasonably accurate neasurenment of the conpany's
performance relative to the substantive performnce standard;
and

(c) The ability of the comm ssion and other parties to
enforce conpliance with substantive performance standard will
not be significantly inpaired by the use of the alternative
nmeasurenent or reporting fornat.

(13) Subsection (12) of this section does not preclude
application for an exception under WAC 480-120- 015.
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