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480-120-535. Service quality performance reports. 
 
 Beginning June 1, 1993, each local exchange company shall submit the following reports as 
indicated: 
 
 (1) Each local exchange company shall demonstrate upon request by the commission that the 
performance of its central office switch(es) meets acceptable central office performance 
standards. 
 
 (2) Local exchange companies with less than fifty thousand access lines shall file appropriate 
reports according to subsection (3)(a) through (c) of this section, when deemed necessary by the 
commission, and shall file the report required by subsection 3(d) of this section on a monthly 
basis. Performance records for such companies shall be kept in a format suitable for each local 
exchange company's operation and in such condition that they can be forwarded to the 
commission upon request or as required by this section. 
 
 (3) Local exchange companies with over fifty thousand access lines shall report monthly the 
information required by (a) through (d) of this subsection. 
 
 (a) Installation appointments met. 
 
 This report measures the percentage of appointments for the connection of service met on the 
commitment date. The actual date on which installation was completed shall be compared to the 
applicable commitment date to determine the percentage of appointments met. 
 
 (b) Held orders. 
 
 For purposes of this section a held order is any request for primary exchange service that is not 
filled on or before the commitment date. This report measures the provisioning of primary 
exchange access lines in locations where there are presently no company services or facilities, 
and locations where service is presently being provided, but where the company is temporarily 
unable to provide service to new subscribers because of a lack of facilities. The number of held 
orders shall be expressed as a ratio per one hundred new or reestablished lines ordered. 
 
 (c) Regrade orders held. 
 
 This report measures the number of requests for higher grades of service  (e.g., a request to 
upgrade from multiparty to single party service) unfilled for more than thirty days. The number 
of regrade requests unfilled for more than thirty days shall be expressed as a ratio per one 
hundred requests for regrades (new requests plus unfilled requests from the previous months). 



 (d) Trouble reports. 
 
 This report measures the number of subscribers indicating improper functioning of service. The 
total number of initial trouble reports (including repeated reports) shall be expressed as a ratio 
per one hundred lines in service. Trouble reports related to customer premises equipment shall 
not be included. This measurement shall be reported on an exchange basis. 
 
 (4) When the commission believes it is necessary to investigate or address such problems as 
excessive levels of subscriber or consumer complaints, or otherwise to protect the public interest, 
the commission may request further detailed information from companies with more than fifty 
thousand access lines for subsection (3)(a) through (d) of this section, by geographic or service 
unit. Performance records for such companies shall be kept in a format suitable for each local 
exchange company's operation and in such condition that they can be forwarded to the 
commission upon request. 
 
Statutory Authority: RCW 80.01.040. 93-06-055 and 93-14-119 (Orders R-384 and R-389, 
Docket No. UT-921192), S 480-120-535, filed 2/26/93 and 7/2/93, effective 3/29/93 and 8/2/93. 
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