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CenturyLink™

Mark S. Reynolds | =
Vice-President of Public Policy, NW Region o ; ;
1600 7™ Avenue T

Seattle, Washington 98191
(206) 345-1568 - voice
(206) 343-4040 - facsimile

November 30, 2012

David Danner, Secretary & Executive Director
Washington Utilities and Transportation Commission
1300 S. Evergreen Park Dr. SW

Olympia, Washington 98504-7250

Attention: Kristen Russell
Re: Docket Nos. UT-921192, UT-950200, UT-991358, UT-030704, UT-061625

Dear Mr. Danner:

Enclosed are the October 2012 service quality performance reports required of Qwest d/b/a CenturyLink
QC in accordance with Docket Nos. UT-921192, UT-950200, UT-991358, UT-030704, UT-061625 and
WAC 480-120-438 — 480-120-440.

The following reports are enclosed:
1) Summary Report,
2) Orders Summary,
3) Trouble Report,
4)  Trunk Blocking Report
5) CSGP Report

Pursuant to WAC 480-07-160(3), CenturyLink QC requests that portions of these reports be held
confidential, as these documents contain valuable commercial information, the release of which would be
detrimental to CenturyLink QC.

Please call me on (206) 345-1568 if you have questions or need additional information.

Sincerely,

SO&% COQRM\L for

Mark Reynolds

Enclosures
cc: Lisa Anderl
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AP072405
AP072415

APQ072420

APQ072421

APQ72427

APQ72430

AP074414

APQ77380

AP077398

AP081340

AP(B1884

AP081921

AP081932

AP081958

AP081965

CIs

96

168

168

168

288

144

216

144

168

264

144

192 |

240

216

192

WASHINGTON TRUNK BLOCKING - OCTOBER 2012

TYPE OF
ALOCATION ZLOCATION CALLS DIRECTION
CARRIED

TOLL
TOLL

TOLL

TOLL

TOLL

TOLL

TOLL

TOLL

TOLL

TOLL

TOLL

TWO_WAY

TWO_WAY

TWO_WAY

TWO_WAY

TWO_WAY

TWO_WAY

TWO_WAY

TWO_WAY

TWO_WAY

TWO_WAY

TWO_WAY

TWO_WAY
TWO_WAY

TWO_WAY

TWO_WAY

Redacted Copy
Blanks in the report indicate no activity for the measure.

%
-BLOCK

2.02%

5.04%

2.52%

© 7.63%

1.58%

1.79%

1.56%

2.59%
2.95%
3.56%
1.75%
2.07%

1.79%

4.63%

2.10%

DETAILS OF ACTION TAKEN
TRUNK SERVICING RESPONSE

. Blocked 10/04/12@1400hr, 10/05/12@1100hr issued

sa tgsr to customer

10/15/12 Blocked@1800-1900 issued sa tgsr to
customer
10/15/12 BLOCKED @ 1100,1400,1700 HRS issued
SA Tgsr to customer

Blocked 10/16/12@1900, 10/17/12@1900,
10/19/12@1700-1800 issued Cap Tgsr

* Blocked 10/04/12@1400, 10/15/12@1100 issued SA
Tgsr to customer

10/24/12 BLOCKED @ 1600-2300 HRS. 10/25/12
BLOCKED @ 700-1100 HRS issued SA Tgsr to
customer

10/25/12 BLOCKED @ 700-1200 HRS Issued Sa Tgsr
to customer

Blocked 10/15/12@1800hr, 10/19/12@1300hr issued
Sa Tgsr to customer

10/10/12 BLOCKED @ 1300 HR SA Tgsr issue to
customer

Blocked 10/08/12 @ 0700 HR issue Sa TGSR to
customer

‘Blocked 10/04/12@1400hr, 10/05/12@1100hr, issued
, sa tgsr to customer

' Blocked 10/08/12@0900hr, 10/10/12@1400hr issued
sa tgsr to customer

1x blocking 10/08/12@1300hr issued sa tgsr to
customer

1x blocking 10/25/12@1900hr issued sa tgsr to
customer

1x blocking 10/25/12@1900 issued sa tgsr to
customer



WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - OCTOBER 2012

MEASURE EOﬂ__A._.m._. OCT-12 NOV-12 DEC-12

Number of Scheduled Appointments (dispatched oa,m_.mv ‘ o _»m,m,
Number of Scheduled Appointments (dispatched orders) Bmmmma a:m(;vo Company reasons o Wmm
z:acmﬂ,o*,mn:mac_mo_;,>,vno_33m3m (dispatched orders) missed due to n:mmoimﬂ reasons s RES
Number of Scheduled OoBBE.:mEm A:o:.,n_vmum,ﬁo:ma o,im_.mv i s_wﬁw ~
Number of Scheduled Commitments (non-dispatched orders) missed a,c,,m;mo,Oova:v\ reasons RES
Number of Scheduled Commitments (non-dispatched orders) missed due to customer reasons RES
Number Exclusions ; ; o Wmm
Number of Scheduled Appointments (dispatched oamav V, mcmis j
Number of Scheduled Appointments (dispatched orders) missed due to Oo..:mmﬁ reasons | mcm
Number o,ﬁ mo:mac_ma Appointments (dispatched orders) missed due to ncm»oa;m_..«_.. asons mcm
Number of Scheduled 0033_56:6 (non-dispatched orders) o o BUS
Number of Scheduled OoBB:Bn:G A:o:-a_m_um»n:ma orders) missed due to Company reasons o mcm
Number of Scheduled Commitments (non-dispatched orders) Bmmmma acm 6 mcmSBm_. reasons mcm
ZC_.ZU@_. mXO_CMNODW‘ PR, [ . mcm .
Number of Scheduled Appointments (dispatched tickets) o o RES
Number of mo:mac.mn Appointments (dispatched tickets) missed due to Company reasons. o N mmm

Redacted Copy
Blanks in the report indicate no activity for the measure. 17 of 23



WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - OCTOBER 2012

MEASURE

Number of Scheduled Appointments (dispatched orders)

Number of Scheduled >uuo_:§m3m a_wnmﬁsma :oxmﬁvgémmma due to customer reasons.
Number of Scheduled Commitments (non-dispatched tickets)

z:;chﬂ of mosna:_mq Commitments (non-dispatched tickets) missed acm to Ooanm.a«.wnmmo:m B
Number of Scheduled Commitments So:-g_mum»o:_mn:nxm@ missed due to customer reasons ;

Number Exclusions

Number of mo:mac_mn >uvo_33m3,m (dispatched tickets)
Number of Scheduled Appointments (dispatched tickets) missed due to Ooaum:< reasons.
Number of Scheduled Appointments (dispatched :oxm@ Bmmmma due 6 customer reasons.

Number of Scheduled Commitments (non-dispatched tickets)

Number of Scheduled Commitments (non-dispatched tickets) B_mmma n:m‘ to 003vm:< reasons
Number of Scheduled Commitments (non-dispatched tickets) missed due to customer reasons

Number Exclusions

Total amount of missed appointments credits paid
Number of customers receiving credits for company missed mvuo_aamam\ooaa:Emam-_:ﬁm__

Total amount of missed appointments credits paid

Redacted Copy

MARKET
UNIT

BUS
BUS
BUS
BUS
BUS

| BUS

_Nmm‘
RES

BUS

Blanks in the report indicate no activity for the measure.

OCT-12

NOV-12

DEC-12
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WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - OCTOBER 2012

MEASURE _sﬂ_”__Aﬂmq. OCT-12 = NOV-12 DEC-12

Number of Scheduled Appointments (dispatched orders) o o RES
Number of ncmﬁoammﬁ‘anﬂsso Qm&ﬁm for company 3_mmma mvuo_:;ﬁamam\ooaazam:»m-_:mﬂ__ii, o L m.cm
Total maoca of missed appointments credits paid - o , RES
z:Ecw_. of ocmﬁoama receiving Qm%m for company missed mouo_:ﬁsmam\ooianimam-mmvm: o mmm
Total amount of missed mvuo_:aamaw credits vma; ) mcm
Number of customers receiving credits for company missed mnwmﬁmam:»m\noaamﬂam:»m-mmum: o mcmc
Count of All Orders ; o RES
WA Completed Orders for Primary Service installed within 5 business days o , , RES
Number of credits-First Month's O:wamA:Oi_wﬂnci:E o "RES
Amount of credit-First Month's O:m_.mm;AIO‘ Recur) N _wmm
Number of credits-Installation (HO zgmmocc ) , o mem
Amount of credits-Installation (Ho NonRecur) ; - o RES
Number of Voice Mail Nonrecurring Credits R ) mmm
Amount of Voice Mail ZO:_.mo::_:o Credits o o ‘ _»mwmiz
Number of Remote Call _u:za_:@-Zo:-mmoc:.m:m o o RES
Amount of Remote Call Frwding-Non-Recurring R RES

Redacted Copy
Blanks in the report indicate no activity for the measure. 19 of 23



WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - OCTOBER 2012

MEASURE

Number of Scheduled Appointments (dispatched orders)

,00:2 of All OﬁamG

WA Ooau_m,ﬁn Orders for _uzamé Service installed within 5 business days
Number of credits-First Month's Charge(HO mmnmqie

Amount of credit-First Month's Charge(HO Recur)

Number of credits-Installation (HO NonRecur)

Amount R credits-Installation (Ho NonRecur)

Number of Voice Mail Nonrecurring Credits

Amount of Voice Mail Nonrecurring Credits

Number of Remote Call Frwding-Non-Recurring

Amount of Remote Call Frwding-Non-Recurring

Number of out of service repair reports n_m,m_.m,a within two working days

Percentage of out of service repair reports cleared within two Eoﬂx‘_:m days

Number of out of service repair reports not cleared within two working days minus exceptions.

Percentage of out of service repair ﬂmwo:m not cleared st_: two working days minus mxnmn:osm.

Total amount of two day out of service condition credits

Redacted Copy

MARK

ET

OCT-12

UNIT

RES

BUS

BUS

BUS

Blanks in the report indicate no activity for the measure.

NOV-12

DEC-12
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WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - OCTOBER 2012

; E
MEASURE MARKET OCT-12 NOV-12 DEC-12
UNIT
Number of Scheduled Appointments (dispatched orders) - RES
Total amount of two day out of mmE_oﬁno:QEo: credit fm,xomvzoom% L mmm

ZQ. of 2-day OOm credit mxomnﬁ_ozm for Damage Outside Qwest Control: eg. Vandalism, Ocmﬁoaqu’,<maaoﬂ mm,m

Number of two day out of service oo:a:_o: credit exceptions for Weather Related m<m2m - . RES

Number of two day OOS condition credit exceptions for OEmﬁm,:m:oBm:m (eg. Rodents, Foilage, etc) = RES

No. of two day OOS credit exceptions because customer requested date beyond standard commitment date RES

Number of out of service repair ﬂmvoaw cleared <<=E,: ;~<<o Eoﬂr_:m, days } ,mcw
Percentage of out of service repair reports ,o_mman <<=:5 two Eo_.x_sm ﬂm<m B mcm
Number of out of service repair reports not cleared within two working nm«mkaicm exceptions. ) mcm;
Percentage of out & service repair reports not cleared within two working am«m;?., s exceptions. i , mcm B
Total amount of two day out of service condition credits o o BUS
Total amount of two day out of service no:n_:oa credit exceptions o , mcm i

No. of 2-day OOS credit exceptions for Damage Outside Qwest Control: eg. Vandalism, Customer, Vendor . BUS

Number of two day out of service condition credit exceptions for Weather Related Events ; ~ BUS

Number of two day OOS no:az_o:,oﬁn: exceptions 3« Other Phenomena (eg. Rodents, Foilage, etc.) BUS

No. of »éozknmv\ OO0S credit exceptions because customer requested amﬁ v@o:a mﬁm:nma commitment date BUS

Redacted Copy
Blanks in the report indicate no activity for the measure. 21 of 23



WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - OCTOBER 2012

MEASURE

Number of Scheduled Appointments (dispatched orders)
Number of out of service repair reports cleared within seven calendar days

Percentage of out of service repair reports cleared within seven calendar days
Number of out of service repair reports not cleared within seven calendar days minus exceptions.
Percentage of out of service repair reports not cleared within seven calendar days minus exceptions.

Total maoca oﬁ seven day out of service condition credits

Total amount of seven day out of service condition credit exceptions

No. of 7-day OOS credit mxomuzo:m,ﬁoﬂ, Damage Outside Qwest Control: eg. <m:qm,=,m3< Ocmﬁiwn ,<m:aoﬂ

Number of seven day out of service condition credit exceptions for Weather xm_m»mn Events

Number of seven day OOS credit exceptions for Other Phenomena (eg. Rodents,

V.,_,mmmA etc.)

No. of 7-day OOS credit exceptions because customer requested date beyond standard commitment date

Number of out of mm_.<_nm repair reports cleared within seven calendar days
Percentage of out of mmiom repair reports o_mm,_.ma within seven calendar days

Number of out of service repair reports not cleared within seven calendar days minus exceptions.

Percentage of out of service repair reports not cleared within seven calendar days minus exceptions.

Total amount & seven day out of service condition credit exceptions

No. of 7-day OOm credit exceptions _,“o,ﬂ Damage Outside o,<<mm~ Control: eg. Vandalism, Customer, <m:a2;\

Redacted Copy

MARKET

UNIT

RES
RES
_Nmm,
RES
RES
RES
RES
RES
mmm.
RES

RES

BUS

BUS

OCT-12 NOV-12 DEC-12

Blanks in the report indicate no activity for the measure.
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WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - OCTOBER 2012

MARKET
MEASURE UNIT
Number of Scheduled Appointments (dispatched orders) ; . RES
Number of seven day out of service condition credit exceptions for Weather Related Events , ! 3 mcm
Number of seven day OOS credit exceptions for Other Phenomena (eg. monmama_uo__mmm_ mﬁ.v, B ,mcm,,
!
No. of 7-day ooam‘oaa: mxom,go:m cmﬁm:mm ocmﬁo,a,mq ﬂmncmmﬁmn date beyond standard ,nnaa:aoa date i mcm )

Redacted Copy

Blanks in the report indicate no activity for the measure.

OCT-12

NOV-12

DEC-12

23 of 23



