


BEFORE THE WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION

	In The Matter Of The Petition of Qwest Corporation for Permanent Waiver of Portions of WAC 480-120-088 and WAC 480-120-253

	)

)

)

)

)

)
	Docket No. UT-______________

QWEST CORPORATION’S PETITION FOR PERMANENT WAIVER OF PORTIONS OF WAC 480-120-088 

AND WAC 480-120-253


Qwest Corporation, for itself and its affiliates and subsidiaries (collectively, “Qwest”), petitions the Commission for a permanent wavier of certain provisions of WAC 480-120-088, a rule pertaining to Automatic Dialing-Announcing Devices ("ADAD"), and WAC 480-120-253 (collectively, the “ADAD rules”).  WAC 480-120-088 is currently in effect, while WAC 480-120-253 takes effect on July 1, 2003 and will replace WAC 480-120-088.  The restrictions and requirements of which Qwest is seeking a waiver in this petition are identical in both ADAD rules.

I. RELIEF REQUESTED

A.
Qwest seeks a permanent waiver of the portions of the ADAD rules prohibiting the dialing of unlisted numbers
 for the following purposes:

1.
Contacting existing Qwest customers for instructional or advisory purposes regarding their ordered or existing voice mail service.  

2.
Contacting existing Qwest customers regarding “Working Left-In” inquiries.

3.
Contacting subscribers as part of project Enhanced Call Back to inform customers that a cable cut has been repaired.

4.
Contacting existing Qwest customers to correct or confirm service appointments.

5.
Contacting existing Qwest customers to advise that a service order not requiring the dispatch of a technician has been completed.

6.
Contacting existing Qwest customers requesting a call back or with information about potential adverse action, including service interruption, due to the customer’s non-payment or other default.

B. Qwest also requests waiver, for scenario number 3 above only, of the portions of the ADAD rules requiring identification of the individual, business, group or organization for whom the call is being made.

C. Qwest also requests waiver, for scenario number 3 above only, of the portions of the ADAD rules requiring inclusion of a telephone number to which a return call can be placed. 

II. DESCRIPTIONS OF PROPOSED ADAD USES 
A. Waiver for Voice Mail Notification.

Qwest provisions Voice Messaging Service (“VMS”) to its business and residential customers.  When a customer subscribes to VMS, the service can be activated within 3 business days of the order.  An instruction booklet is mailed to the customer coincident with processing his or her order, but arrives approximately 4-7 business days after the order is placed.  Until a customer sets up the provisioned voice mailbox, callers cannot leave messages for the subscriber.  Qwest intends to advise these new voicemail subscribers via an autodialed message regarding how to set up their mailbox.  The message will be sent out the day after Qwest activates the mailbox so that the subscriber can begin to use the service and immediately receive voice messages prior to receipt of the instruction booklet.  Qwest estimates that these calls would go out to approximately 1,000 – 1,500 Washington customers daily. 

The autodialed message about how to set up the new voice mailbox will work as follows.  The day after a mailbox is activated, the autodialer will call the subscriber with a pre-recorded 1-minute message notifying him or her that the mailbox is activated and instructing the subscriber on how to set up the mailbox.  The message will only play when there is a live answer.  If there is no answer or a busy signal, the autodialer will make subsequent attempts later in the day, and once again the following day. 

B. Working Left-In Inquiries.

As part of the order taking process, Qwest’s Consumer Markets Group verifies that a new service can be provisioned at a specified address.  When the Qwest Consultant finds working service at the address and no disconnect order, the Qwest Consultant notes the Working Left-In (“WLI”) telephone number on the incoming customer’s order.  The Consultant also advises the incoming customer of a potential service delay because of the WLI service. 

When Qwest system records indicate that Qwest currently is providing service at the address, an autodialer call will be made under certain circumstances to the number at the WLI address.
  These calls will apprise the called party of the need to call his or her landlord or real estate agent to advise of the need to remove the working service.  The Consultant issues the order with the normal due date.  Qwest estimates that approximately 75 autodialer calls will be placed a day to Washington Qwest customers regarding WLI situations.

C. Project Enhanced Call Back.

Qwest is initiating a project called Enhanced Call Back (“ECB”).  On occasion, Qwest receives calls, either from customers or others, about a cable cut.  A cable cut is the accidental severing of Qwest facilities which causes partial or total loss of service.  After the cut is repaired, Qwest proposes to send, via an autodialer, a message to all customers in the affected area advising the cut is repaired and service is restored.  The message will generically identify that the call is being made on behalf of the “telephone repair” and will not identify Qwest as the caller, as these messages will be sent to all customers, including Qwest customers and customers of competitive local exchange carriers utilizing the affected Qwest facility.  

The message will advise the customers if they are still experiencing problems that they should contact their telephone company at the customer service number posted on their telephone bill.  The phone numbers to be used for the autodialer calls will be derived from repair tickets generated by calls placed reporting the cable cut and include all numbers served by the facility affected and restored.  The follow-up call is part of Qwest's efforts to inform customers of activities that affect their service.  

D. Service Appointment Confirmations.

Qwest proposes to use an ADAD to make service appointment confirmations where the service appointment will require inside access at the customer premises to ensure Qwest and the customer resolve the purpose of the appointment without delay.  Applicable service appointments include, but would not necessarily be limited to:  (a) an installation appointment to install jacks or wire inside the customer premise; (b) a repair appointment for reported trouble with a jack or wire; and (c) a reported problem when the customer is unsure whether there is an equipment or a Qwest problem.  In each of these instances, Qwest requires access to the customer premise.  These calls will tell the called party of the need to ensure Qwest service personnel have the access necessary to perform the inside installations or isolate and fix inside problems.  These calls will benefit both Qwest and the customer, as Qwest’s largest volume of repeat repair reports are from customers who are not at home to allow Qwest to isolate and fix inside problems.  

E. Non-Dispatch Service Order Completion Updates.

Qwest proposes to use an ADAD to place follow-up calls to residential and small business customers after service orders for POTS (local residential or business lines) are complete.  Such calls will be for non-dispatched orders only as the customer would not be immediately aware that that Qwest has completed the installation of requested service and that the services ordered are ready for his or her use.  If such service orders include more than one service, the order carries one due date by which all services will be ready for customer use.  Calls will be placed after all services on the order are installed and available for the customer's use.  Qwest completes 8,000 non-dispatch service orders per day for its retail customers in Washington.  Calls will tell the called party that his or her service order request has been completed and service is available for use.  The message will also include a number to contact the Qwest Repair group if the customer finds the service is not working properly. 

F. Request for Call Back/Provide Information Before Taking Adverse Action due to Customer Default.

Lastly, Qwest (including Qwest wireline and wireless units) proposes to use an ADAD to place calls to residential and small business customers prior to taking adverse action (including service interruption) where the customer is in payment or other default to Qwest.  Such calls will be scripted to comply with applicable customer credit laws and regulations.  The program is aimed to prevent service and account interruptions where the customer has overlooked a payment, a bill, a notice or the like.  Calls may be placed at different intervals before an interruption, based on the nature of the customer’s account status, and the scripting will apprise the called party that a problem exists with the service that may result in suspension or interruption, and advise (or provide a means for) the called party to contact Qwest via a toll free number to resolve the matter.  Qwest estimates that approximately 200 autodialer calls will be placed a day to Washington Qwest customers for this purpose.  This use of the ADAD will supplement, and not replace, Qwest’s applicable obligations with regard to notifying customers of potential service interruption due to non-payment or other default.

III. DISCUSSION

A. The ADAD Rules.

WAC 480-120-253(1) defines an ADAD as “a device that automatically dials telephone numbers and plays a recorded message once a connection is made.”  

WAC 480-120-088(3)(a) requires, among other things, that a recorded ADAD message identify “the individual, business, group, or organization for whom the call is being made. .....and a telephone number to which a return call may be placed.”  These requirements were carried forward in the new ADAD rule.  See WAC 480-120-253(5)(a).

WAC 480-120-088(5) provides in relevant part that, as to any ADAD, “provision must be made to preclude the dialing of unlisted telephone numbers . . .”  Similarly, WAC 480-120-253 states in relevant part that “an ADAD may be used for calls to telephone customers within the state only if . . . (c) [t]he ADAD does not dial unlisted telephone numbers . . .”

B. Waiver of the Identification and Return Number Requirements for the Project Enhanced Callback is Appropriate.  

As noted above, Qwest intends to place ADAD calls as part of Project Enhanced Callback to both its customers and affected customers of competitive local exchange carriers following repair of a cable cut.  Qwest believes that CLECs would prefer that such customer service calls not be branded as Qwest calls.  As such, Qwest proposes to generically refer to the caller as “telephone repair” and not to provide a specific return phone number.  Instead, recipients of the calls will be instructed to follow up, if need be, with their service provider regarding any problems stemming from the cable cut incident.  Qwest believes this proposed unbranded use is consistent with its obligations under the Telecommunications Act of 1996 and under its approved interconnection and resale agreements with CLECs.

C. Waiver of the Prohibition on Telephoning Unlisted Numbers is Appropriate.

For each of the above-described uses, Qwest believes a permanent waiver of the WAC 480-120-088(5) and WAC 480-120-253(5)(c) prohibition of calling unlisted numbers is appropriate and in the public interest.  Approximately 32% of Qwest retail customers (wireline and wireless) in Washington are unlisted.  None of these uses is for solicitation purposes.  Utilizing the autodialer to convey this information is an economical means for Qwest to provide customers critical information in a timely manner.  For some of these uses, including for instance the WLI use described in section II.B. above, the use of the ADAD will be valuable in avoiding inconvenience to customers, such as would occur if a WLI situation is not resolved prior to a new customer moving into his or her new residence.  A permanent waiver of the unlisted number provision of the ADAD rules is thus appropriate for these purposes.

IV. CONCLUSION
For the reasons stated above, Qwest requests a waiver of those portions of WAC 480-120-088 and WAC 480-120-253 as outlined in Section I above. 

Respectfully submitted this ___ day of February, 2003.
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By
__________________________________







Lisa A. Anderl, WSBA #13236







Adam L. Sherr, WSBA #25291







Attorneys for Qwest

� 	For purposes of this petition, Qwest has not attempted to distinguish among non-published numbers, non-listed numbers and wireless numbers, all of which might be characterized as “unlisted” numbers.  Rather, it is intended that this petition and any waiver granted by the Commission will apply to all of these numbers in the applicable circumstances.


�	Those circumstances are:  incoming due date must be within 14 days or less; the last attempt to call is 2 days before the due date; and there must not be a disconnect order already issued.
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