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Overnight delivery

Mr. Steven King, Executive Director and Secretary _ =
Washington Utilities & Transportation Commission o -
1300 S. Evergreen Park Drive SW T =

P.O. Box 47250 1
Olympia, WA 98504-7250 e
=
Re:  Docket No. UT-100820 _ =
CenturyLink’s Compliance with Merger Condition 26 b. o
™

Dear Mr. King:

Merger Condition 26 b. requires:

Within 60 days after the Transaction closes, the CenturyLink ILECs and Qwest will institute

a program with the executive complaint handlers for the treatment of consumer upheld
WTAP complaints, to include the following:

i A root cause analysis that indicates the cause of the problem leading o the customer
complaint;

L. The corrective action the company has taken to remedy the underlying problem;
(L. An issuance of a three-month service credit to the affected customer at the current
applicable WTAP, Lifeline or Link-up rate, plus any additional credits that may be
due the customer.

iv. Upon implementation of the Lifeline credit program, CenturyLink shall provide a
quarterly report that shows by month:

(1) The total number of Lifeline complaznts received under the program;
and

(2) The total number of Lifeline credits that were issued during the
preceding quarter.
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CenturyLink has complied with this condition by establishing a program with its executive
complaint handlers whereby they will conduct a root cause analysis to determine the cause of the
problem leading to the customer complaint; document the corrective action the company has
taken to remedy the underlying problem; and issue a three-month service credit to the affected
customer at the applicable rate. Attached is CenturyLink's second quarter report (confidential
and redacted versions) that provides monthly data regarding the total number of Lifeline
complaints received under the program, root cause analyses and corrective actions taken
regarding each complaint, and the total number of lifeline credits that were issued during the
preceding quarter.

The electronic copy is being provided by email.
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Lisa A. Ander!
LAA/jga
Enclosures

cc: Jennifer Cameron-Rulkowski
Lisa Gafken



CERTIFICATE OF SERVICE
Docket No. UT-100820

CenturyLink’s Compliance with Merger Condition 26b.

I certify that I have caused to be served copies of CenturyLink’s Compliance with Merger Condition
26b. by email and mail on the following parties:

Jennifer Cameron-Rulkowski Lisa Gafken

Assistant Attorney General Public Counsel Section

1400 S Evergreen Park Dr SW Office of the Attorney General
P.O. Box 40128 800 Fifth Avenue, Suite 2000
Olympia, WA 98504-0128 Seattle, WA 98104-3188

Tel: (360) 664-1186 . Tel: (206) 464-6595

Email: jcameron @utc.wa.gov Email: Jisa.gafken @atg. wa.gov

DATED this _9th day of August 2013.
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Total Number of Lifeline Total Number of Credits Total Dollar Amount of

Month Complaints for 2nd Q 2013 issued 2nd Q 2013 Credits Issued 2nd Q 2013
Apr-13 -
May-13 _
—— REDACTED
—_———

Confidential Pursuant to the Protective Order in Docket No. UT-100820



Area Primary Secondary Additional Credits
Month Day Year Handler Company Name State code Prefix Number Subject Subject Detail Issued

REDACTED

Confidential Pursuant to the Protective Order in Docket No. UT-100820



Root Cause How Resolved

REDACTED

Confidentlal Pursuant to the Protective Order in Docket No. UT-100820



Area Secondary
Month Day Year Handler Company Name State code Prefix Number Primary Subject Credits Issued

REDACTED

Confidential Pursuant to the Protective Order in Docket No. UT-100820



Root Cause How Resolved

REDACTED

Confidential Pursuant to the Protective Order in Docket No. UT-100820



) Area Primary Secondary Additional Credits
Month Day Year Handler Company Name State code Prefix Number Subject Subject Detail Issued

REDACTED

Confidential Pursuant to the Protective Order in Docket No. UT-100820



Root Cause How Resolved

REDACTED

Confidential Pursuant to the Protective Order In Docket No. UT-100820



