AVE
7\
CenturyLink-~

Mark S. Reynolds

Vice-President of Public Policy, NW Region
1600 7" Avenue, Room 3206

Seattle, Washington 98191

(206) 345-1568 - voice

(206) 343-4040 - facsimile

January 23, 2014

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

Olympia, Washington 98504-7250

RV ARTA R

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

Dear Mr. Danner:

Enclosed are the December 2013 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 at (206) 345-1568 if you have questions or need additional information.

Very truly yours,

Skhetley Plucchert for

Shelley Glueckert for

Mark Reynolds REDA%

Enclosures
cc: Lisa Anderl



Washington Service Quality Summary Report - DECEMBER 2013

JANUARY 2013

METRIC DESCRIPTION

{0OS Tickets Cleared Within 48 Hrs
OOS Tlckels No( Cleared Within 48 Hrs

Number of OOS Exemptlons
AII Other Repalrs CIeared LT < 72 Hrs

All Other Troubles Cleared GTR > 72 Hrs

AII Other Troubles Cleared GTR > 72 Hrs Force Ma]eur

Repalr Appomlments Met

Prowswmng Missed for Carnpany Reasons

Provrsromng Mlssed for Customer Reasons )

% of Swnches Dellvenng D ] Tone Wllhm 3 seconds -

: | DENOM | RESULT NUM

RESUL
as 93% 867

" 93, 63%’
127

255 27
- 81 81
a8 "98.38%
66 6
= .
59 93 )
T B 16
90 53 53
9335% [ es51%

z 747 as 36% 88.07%

139 189 q 243
529 529 1 499
6673 " 100.00% 6,044 6,044 100.00%

Blanks in the report indicate no activity for the measure.
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Washington Service Quality Summary Report - DECEMBER 2013

. - T T T h":w’APRifzoj )
, NUM Y DENOM | RESULT NUM DENOM ;| RESULT NUM DENOM § RESULT
T ees L 17e " ee0 T2044 T 97.36% 1737 179%6
008 ka‘eis‘Nmmeared Within 48 Hrs [ T 40 “es ) e s 1T
Number of OOS Exemptions T ! ‘4 ‘65 66
AllOther Repairs Cleared LT <72 Hrs T Ta0eg 98.34% 4301
All Other Troubles Cleared GTR > 72Hrs T e 69 63
AIIOtnerTroubIes Cleared GTR > 72 Hrs ’ R 10 s “10
d All Other Troubles CI 3 T e R 56 58 58
i Y 55 73 T
ally 0bs(ructed Exclusxcns ) 1/ ) 16 : 2“8 ) 1‘ ) Q o 28 ]
e T 1 95.18% 95.54% TizozC 17es T esdaw
- seeov};/“ a7 62% T2031 ¢ 2335 | 86.98%
ProV|5|on|ng Mlésed f;)rCnmpany Rena;ons T 153 131 ' 142 T 142
Provisioning Missed for Customer Re}i;Shs T i a7 a0 486 Tass
% ofVSwilches Délweﬁh?Dial Tone wnmn 3‘ séconds V " 90.07% 100.00% 6233 99.98%

Blanks in the report indicate no activity for the measure. 20f21



Washington Service Quality Summary Report - DECEMBER 2013

_AUGUSTZ013 | SEPTEMBER2013

RESULT NUM

T9021%

e B

DENOM E RESULT

T 1,899

226
88
97.57%

OOS Tuckeis Nc(

{All Gther Troubles Cleared GTR > 72 Hrs - Force Majeure -

Physu:'ally Obstruded Al oiher Troubles C|eared >72 Hrs

Repalr Prvysvcally Ohstructed Exc|u5|ons '

,lnstallaﬂon Appomtmems Me(

'Prowswnmg Mlssed for Company Reasons N
P isi M|ssed for Ci

% ot Swm:hes Dellvenng Dlal Tone Wlthln 3 seconds o ' ; 6,448

"100.00%

Blanks in the report indicate no activity for the measure. 3o0f21



qot Cleared Within 48 Hrs

‘Number of oos Exemptmns
AII Olher Rep rs Cleared LT < 72 Hrs
AII Other Troubles Cleared GTR > 72 Hrs

Pnysmally Obstructed AII O(her Troubles Cleared > 72 Hrs
Repalr Force Ma]eure Exclusmns

Repalr PhySiCaIIy Obs(ructed Exclusrons

Installation Appeintments Met

All Other Troubles Cleared GTR > 72 Hrs - Force Majeure o

OCTOBER2013
RESULT

NUM NUM

85.56%
S
120
94.46%

202
e

1615

2, 143
T1e3
" 635

6034 " 99.97%

1582

T a2z

6254

Washington Service Quality Summary Report - DECEMBER 2013

Blanks in the report indicate no activity for the measure.

. NOVEMBER2013 _

i
H

RESULT
‘9a27%
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9757% i
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100.00%

6457 |

1548

6,457

i

:100.00%
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w
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87.39%
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EXCHANGE

STANDARD
BERDEEN-HOQUIAM
| AUBURN B
‘BAINBRIDGE ISLAND
[BATTLEGROUND
BELFAR

BELLEVUE

BLACKDIAMOND

'BREMERTON

‘BU

CLEELUM

COLVILLE

‘COPALIS(OCEAN SHORES)
‘COULEE DAM )
CRYSTALMTN.
'DAYTON o

DEERPARK
DES MOINES

WIRECENTER

Washington Orders Summary - DECEMBER 2013
from RSOR and OP15A

INWARD

INWARD | ;

| roraL | AGE 'g;g';” [PCTINWARD  ORDS ;PCT INWARD ~ ORDS  PCTINWARD |
TOTAL | e | OF | ORDS | NOT | ORDS | NOT - | ORDS |
INWARD | | PENDING |  COMPLETED | COMPLTD | COMPLETED | COMPLTD | COMPLETED |
ORDERS | :,”;VD‘;';‘; L INW ‘cw:’:.‘irsnt WITHINS | <=90DAYS . WITHINSO | <= 180 DAYS | WITHIN 180 |
{ ORDERS DAYS DAYS FROM DAYS i FROM DAYS
ORD DATE ORD DATE
T SR Yl R
Tos0a% 100.00% 100.00%
0 100.00% 100.00% 1 99.17%
0 " 100.00% " 400.00% 100.00%
2 9429% 1 97.14% 1 [TAT
1 '9.30% 1 C%630% T 10000%
2 98.06% 1 | 90.03% 3 © e7.09%
2 95.12% " 100.00% 1 7 orse%
0o "100.00% El 98.39% 27T Teet%
a 7 es70% 1 98.92% 1 T e892%
0 " 100.00% ' 100.00% ’ 100.00%
4 95.35% 1 98.84% 1 98.84%
o 100.00% o 100.00% 1 9167%
2 ‘97.92% 100.00% 10000%
0 "100.00% woow | 10000%
2 97.65% 100.00% 100.00%
o 100.00% ) 100.00% 100.00%
0 "100.00% T 00.00% 100.00%
T " 100.00% “T10000% 1 To231%
o T10000% " 100.00% )
) Teaso%
e o
. : -
o 7T Troooo% A T 7%
BT H00.00% 100.00%
b o " 100.00% 100.00%
" se.00 0 100.00% T 88.89%
"o 100.00% 100.00%
) T100.00% "10000%
1 9091% 10000%
"800 o 100.00% 100.00%
98.33 0 10000% 100.00% 1 98.91%
5200 |0 "100.00% 100.00% "100.00%
55 1 s ioreo 0 7100.00% 100.00% 1 1 eB1e%
Source: 5 and 90 day data from RSOR completed orders
180 day data from OP15A pending orders
Blanks in the report indicate no activity for the measure. Sof 21



» EXCHANGE l WIRECENTER

STANDARD
'EASTON

e
'GREEN BLUFF

KENT O BRIEN

UBERTY LAKE
ILONGVIEWKELSO
‘LooNiakE
MAPLE VALLEY
MOSES LAKE

'NEWMAN LAKE
NORTHPORT
OLYMPIA

- " OLYMPIA EVERGREEN
! e F s e
{OLYMPIA WHITEHALL
OROVILLE
OTHELLO B
pasco
‘PATEROS
‘POMEROY

‘PT. ANGELES

KENT ULRICH R

Washington Orders Summary - DECEMBER 2013
from RSOR and OP15A

: | AVERAGE
. TOTAL AGE

! PENDING OF . ORDS

INWARD ':mg':g | COMPLETED mﬁ;&ﬁf
ORDERS WITHIN 5

ORDERS i
@®usDavs) DAYS

ORDERS

DAYS

" 100.00%
100.00%
100.00%

-
olsiwicoiwioio

7100.00%
98.20%
"100.00%

oimioiniNn. o

" eB.89%

oo . »io

[N
P2
S

'95.35%
96.88%
100.00%
87.50%
" 98.46%
"100.00%

© 100.00%

168.33
) 100.00%

clolooa w o » Ao w olooiaalcioaioND MO O OO O 20O

clw o alais o aiviwiol
=3
O
=N
]

N N S - R ST

Source: 5 and 90 day data from RSOR completed orders
180 day data from OP15A pending orders

Blanks in the report indicate no activity for the measure.

" egrw

98.15%

10000%

T10000%

INWARD
ORDS
NOT
COMPLTD

ORDS
<= 90 DAYS |

FROM |
ORD DATE

WITHIN 90
DAYS

99.00%
100.00%
100.00%
17T oseaw
) 100.00%
100.00%
100.00%

100.00%

T egltow
T 100.00%
2 ;

'98.15%
100.00%
1 Cor7em
2L
100.00%

100.00%
17T csmaw
. 100.00%
100.00%
T -
’ "100.00%
100.00%
100.00%
1 "97.63%
" 100.00%

' PCT INWARD |

T10000%

i

i
i

100.00%

INWARD
ORDS
NOT

FROM

: PCT INWARD

ORD DATE |

ORDS

DAYS

"100.00%
7 100.00%
" o5 3%
" 100.00%
100.00%
100.00%

100.00%

100.00%
[ e8.8a%

96.88%

! COMPLETED: COMPLTD | COMPLETED
{ <= 180 DAYS | WITHIN 180

T10000%

95.83%
100.00%

100.00%
100.00%
97.89%

10000%
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Washington Orders Summary - DECEMBER 2013

from RSOR and OP15A
, ! | AVERAGE | |oaon INWARD . INWARD ;
! : ! AGE | ' tng  PCTINWARD| ORDS  PCTINWARD: ORDS | PCTINWARD
¢ oF  (or  ORDS . NOT . ORDS | NOT . ORDS
: PENDING | : COMPLETED ; COMPLTD : COMPLETED. COMPLTD :COMPLETED:

ORDERS INWARD © \\\wapp COMPLETED: “iuiriin's © <m90DAYS & WITHIN S0 : <= 180 DAYS ; WITHIN 180 |

ORDERS ¢ | WITHINS

:
3

EXCHANGE : WIRECENTER

ORDERS = "po® . DAYS . FROM . DAYS . FROM . DAYS
| | ORDDATE | ! ORDDATE | 5

‘9000%
100.00% 97.73%
100.00% 100.00%
Cedoan R Teesm .1 Tesst%
90.48% o loooow 1 95.24%
o565% Cerem 100.00%
| o787% 97.87% 100.00%
“95.92% ‘wwn . "100.00%
g . i O00%

[STANDARD

PT.LUDLOW
PT. ORCHARD

"iPORT ORCHARD COLBY
IPT. ORCHARD

H

-PT. TOWNSEND
PUVALLAP
e
RIDGEFELD
'ROCHESTER

S
SEATTLE

Nl ata

100.00%
100.00%
"99.06%

iaia o N Ria NN MIOIO

[N

SEATTLE CAMPUS
SEATTLE CHERRY
SEATTLE DUWAMISH
SEATTLE EAST

oloraintalal

- " SEATTLE ELLIOT '100.00%
SEATTLE EMERSON 100.00% 100.00%

Tor2%
woT% 2
% 97%

"100.00%
17T Teserw
e e
‘e007% 1 " 10000%
9483% | ) 100.00%
100.00% 100.00% [ 98.33%
%831% 1 98.31% T 10000%
98.08% 100.00% 100.00%
100.00% ’ . 100.00% 100.00%
98.56% 3 99.46% 3 90.46%
100.00% T T q00.00% 1 U Brs0%
" 10000% 100.00%
100.00% o 100.00%
10000% | o 10000%

" SEATTLE MERCERISLAND (ADAMS) | 33, 1
(SEATTLE PARKWAY ¢
SEATTLE SUNSET [
{SEATTLE WEST : 60
'sequm [ o h " se
'SHELTON : 52
lsLverRDAE : o . [ T
o . o e
SPORNE e s oy
" SPOKANE FAIRFAX : [
" spokaNEHUDSON w0
"' SPOKANE KEYSTONE T e

o N AN O o

2

BSOS S AU SO SO

LN O.® O 3 A0 W A asal NG

NS w N

Source: 5 and 90 day data from RSOR completed orders
180 day data from OP15A pending orders
Blanks in the report indicate no activity for the measure. 70f21



Washington Orders Summary - DECEMBER 2013
from RSOR and OP15A

: AVERAGE |
. AGE

INWARD
ORDS

EXCHANGE i WIRECENTER i INWARD

i

[STANDARD

" SPOKANE MORAN
| SPOKANE RIVERSIDE
{SPOKANE WALNUT
jéédKANEmeWOhTFc T s

NN W N

100.00%
100.00%

O 00NN+

97.44%

o

TACOMAFORT LEWIS T e

"~ TACOMA GREENFIELD T

ACOMA JUNIPER

- ) COMA SKYLINE o
} - ‘TACOMA WAVERLY-2 | 10000% !

“o7.75%
" oB.58%
" 99.48%
" 99.01%
95.00%
" 100.00%
" 100.00%

85.71%

" 100.00%
- 995%

TACOMA WAVERLY-7

ANCOUVER ORCHARDS
/ANCOUVER OXFORD

YAKIMA :

*
Loloiola ool

YAKIMACHESTNUT Y
“YAKIMA WEST

O sin o s o0o wa s N O alwias O a0l

"E’chh eéln Nelgnborin‘g t

{ PCT INWARD |

100.00%

T Y

TOTALS

Source: 5 and 90 day data from RSOR completed orders
180 day data from OP15A pending orders
Blanks in the report indicate no activity for the measure.

sis | 242 Teres T 00 emoaw

:  FROM |
| ORDDATE

40

{PCTINWARD |
. ORDS !
COMPLTD | COMPLETED, COMPLTD

" 100.00%

" 100.00%

" 100.00%

.

DAYS

'99.00%
97.37%
100.00%
'99.35
98.21%
100.00%
100.00%
99.83%

98.81%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%

99.72%
99.48%
100.00%
100.00%

10000% |

93.02%
100.00%

99.25%
98.90%
100.00%

" 100.00%

INWARD
ORDS
NOT

B

ORDS

| PCT INWARD :

MPLETED

DAYS

97.37%

100.00%

Toa3aw
100.00%
100.00%

100.00%
100.00%

98.50%

0%

<=90DAYS | WITHINS0 : <= 180 DAYS | WITHIN 180 |
! | FROM
ORD DATE

9762%

10000%

'99.35%
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WASHINGTON TROUBLE REPORT RATE - DECEMBER 2013

|STD| 5 RATE | RATE | RATE RATE RATE ‘ RATE RATE RATE RATE | ; RATE : RATE | RaTE
WIRECENTER [EXD,| LINES ,RPTsznec 13! NOV-13K0CT1 |SEP-13 AUG-13| JUL-13 | JUN- 13’MAY-13 APR-13 MAR-13, FEB-13 | JAN-13
[ b i ~ : , , j
'STANDARD B ; 400 : 400 | 400 400 “4.00 .
| ABERDEEN-HOQUIAM Ceats . 72 . 112 086 10 nn : KT
‘AUBURN 11,167 089 | 114 062 | 084 106 | 078 © 134
BAINBRIDGE ISLAND . 6195 114 114 081 078 Cogs | 078 128
*BATTLEGROUND 6,231 152 | 136 ) Toe s

‘103

BELFAR

a2z
'BELLEVUE

133

S .
'BLACK DIAMOND‘ o
BREMERTO o
REMERTON CROSBY
; "IBREMERTON ESSEX
- " BREMERTON SUNNYSLOPE
R S o s

CASTLE ROCK

‘CHEMALIS

{COPALIS(OCEAN SHORES)
|COULEE DAM
\CRYSTAL MTN.
DAYTON
'DEERPARK
{DES MOINES

0o oo oo o oo oo oocoooo0ocooo0oo0 0o 00 0 o0

" 'DESMOINES
'DES MOINES FEDERAL WAY

'EASTON
lELK
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WIRECENTER
'STANDARD
JENUMCLAW

{EPHRATA

\GREEN BLUFF

HOODSPORT
ssAQuAH
KENT

LBERTYLAKE
‘LONGVIEW-KELSO

: KANOGAN
oroviLLE
O™HELLO
B
‘PATEROS
POM

T. ANGELES
‘PT. LUDLOW
‘PT. ORCHARD

"IOLYMPIAEVERGREEN
OLYMPIA LACEY
oLYMP

"PTANGELES JOYCE

RT ORCHARD COLBY

WASHINGTON TROUBLE REPORT RATE - DECEMBER 2013

oo oo oioio 0 o;

oo 0 0 00

6,788

1208

9623

21012

oioio,oic,o 0 0. 00 oo, 00 O

7,009
5,089
9,814
531

1,296

971
855

C 3241

2,426

“ 13882
16103

1,429

1,046

9,630
823

8807

1,594
9636

3'525;

6477 4

! RATE | RATE ' RATE ' RATE | RATE
DEC-13; NOV-13: OCT-13 SEP-13 | AUG-13 | JUL-1

| RATE

RATE | RATE | RATE | RATE | RATE = RATE |
UN-13 | MAY-13 APR-13 | MAR-13! FEB-13  JAN-13

H
H

s00 " Tabo
138 . 140 |
077 | 057
12
084 151
064 . 134
052 121
094
IRECH
044
1.03
050
152
070

oss
0.47

1.09
090
a2
0.76
096
162
e
RE

082
0.82
e
067
097
179
244

10 0f 21



WASHINGTON TROUBLE REPORT RATE - DECEMBER 2013

|
RATE RATE RATE | RATE | RATE,RATE RATE RATE RATE RATEYRATElRATE
‘DEC-13 INOV-13’ OCT- 13 SEP13 AUG-13 JUL-13 : JUN-13 MAY-13 APR-13 MAR- 13 FEB-13 | JAN- 13>

®

WIRECENTER | {EXD | LINES RPTS

T 4.00' :
102 107 141
081 o7 . 083 |

400
082 | 1.

'STANDARD

R
{7548

PUYALLAP 076 | 082 142 |
'RENTON 075 © 118 | 120
RIDGEFELD T T To096 | 162 | 102
[ROCHESTER i

127 0 123 186

1548
T 149,205
10781 |

'SEATTLE 742 072 |

xSEATrLEATWATER T
ASEATTLE CAMPUS

SEATTLE EAST 16,956 | 101 “o70

oo 0o o o0 0 0 0 o

EATTLE ELLIOT 4,996 o‘.15
_ SEATTLE EMERSON_ [ 18261 ¢ :
ISEATTLE LAKEVIEW 13,908 : 089
" ISEATTLE MAIN ' o 2sw 17 008 019
SEATI'LEMERCERISLAND(ADAMS) T amid e ;"101‘
{SEATTLE PARKWAY “o lqogst | 76 | o7
’ {SEATTLE SUNSET o e
T seaTILEWEST 0
’ i e
SILVERDALE o
'SPOKANE B

=

5,953
4,006

SPOKANE Rlv}zr{élDE

087 078 :
403 os ¢ 140 107
T4as 1S3 a2 | 392 | 180
Cio0 138 138 1 097 083

om0 o0 0o o

'SUMNER (BONNEYLAKE)

110f21



WASHINGTON TROUBLE REPORT RATE - DECEMBER 2013

(s :
WIRECENTER {EXD i LINES | RPTS

! LONT! DEC-13 | NOV-13; OCT-1

i
+

400 400
T
022
T
0.83
102
103 -

68,008
171,384
“o.048

‘TACOMA MARKET (FAWCETT)
“ITACOMA SKYLINE
T ACOMAWAVERLY2
‘TACOMA WAVERLY-7

"VANCOUVER

/ANCOUVER ORCHARDS
ANCOUVER OXFORD

‘WAITSBURG

IWINLOCK
(YAKIMA

‘o’oco 0o oo 20000 0D o000 00000 o

‘Exchanges in Neighboring States e
CLARKSTON

HTOTALS ‘728884 5273 072

. RATE | RATE & RATE |

RATE ' RATE | RATE | RATE | RATE RATE | RATE | RATE | RATE |
SEP-13AUG-13’ JUL-13 | JUN-13 | MAY-13} APR-13 | MAR-13 | FEB-13 | JAN-13
; i i i i ! i

1l H
¢ e

4.00
0.80
059

i
079

400
T 104
0.38

122
101

‘400
080
067
102
078 |
120
082

! 079 101
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WASHINGTON TRUNK BLOCKING SUMMARY - DECEMBER 2013

g ; # OF
| #OF | TRKGRPS
! TRK GRPS | EXCEEDING
| STANDARD

% OF
TRKGRPS |
BLOCKED

E911

?26 0003/0

6

Redacted Copy
Blanks in the report indicate no activity for the measure. 130f 21



! GROUP

| APO72411

1 APQ72421

WASHINGTON TRUNK BLOCKING - DECEMBER 2013

DETAILS OF ACTION TAKEN
TRUNK SERVICING RESPONSE

| AP073982

! APO77380

. i
3 < %
CIS ;. ALOCATION : ZLOCATION i CALLS }DIRECTION BLOCK
% : CARRED; (
, ; e
i M
144 TOLL | TWO_WAY ' 4.85%
168 TOLL . TWO_WAY ; 2.99%
168 TOLL | TWO_WAY = 589%
! ,
216 TOLL | TWO_WAY = 325%
144 TOLL ~ TWO_WAY | 069%
» i
264 TOLL | TWO_WAY = 4.41%
Redacted Copy

blkng 12/16/13@0900-1100, 12/17/13@0900-1100,

12/18/13@1000, 12/19/13@1000-1100hr issued sa tgsr to the

customer

1x blkng 12/19/13@1500hr issue sa tgsr to cust

issued sa tgsr to the customer

blkng 12/09/13@1200, 12/10/13@1800-1900, 12/1 1/13@1800hr

blkng 12/10/13@1900,12/11/13@1800hr issued satgsriothe |

customer

1x blkng 12/11/13@1800hr issued sa tgsr to the customer

blkng 12/16/13 @ 1200 hr issued sa tgsr to the customer

Blanks in the report indicate no activity for the measure.
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WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - DECEMBER 2013

: MEASURE MARKET } OCT-13 : NOV-13 ; DEC-13
; UNIT i ! {
H i H

et o

{Number of Scheduied Appointme

{Number of Scheduled Appointm

§
{Number of Scheduled Ap nts (dispatched orders) missed due to customer reasons

iéNumber of Scheduled Commits on-dispatched orders)

iNumber of Scheduled Commi

{

INumber of Scheduled Commitments (non-dispatched orders) missed due to customer reasons
iNumber Exclusions .

§gNumber of Scheduled Commitments (non-dispatched orders)

Scheduled Commitments (non-dispatched orders) missed due to Company reasons

1Nu ber of Scheduled Appointments (dispatched tickets)

mber of Scheduled Appointments (dispatched tickets) missed due to Company reasons.

Redacted Copy

Blanks in the report indicate no activity for the measure. 15 of 21



WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - DECEMBER 2013

NOV-13 DEC-13

iNumb of Scheduled Appointments (dispatched orders)

Number of Scheduled Appointments (dispatched tickets) missed due to customer reasons.

Number of Scheduled Commitments (non-dispatched tickets)

Number of Scheduled Commitments (non-dispatched tickets) missed due to Company reasons
Number of Scheduled Commitments (non-dispatched tickets) missed due to customer reasons
éNumber Exclusions

i

Number of Scheduled Appointments (dispatched tickets)

{Number of Scheduled Appointments (dispatched tickets) missed due to Company reasons.
Number of Scheduled Appointments (dispatched tickets) missed due to customer reasons.

Number of Scheduled Commitments (non-dispatched tickets)

Number of Scheduled Commitments (non-dispatched tickets) missed due to Company 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 appointments/commitments-Install

Total amount of missed appointments credits paid

Redacted Copy
Blanks in the report indicate no activity for the measure. 16 of 21



WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - DECEMBER 2013

MEASURE [MARKET | 0743 | NOVA3 | DEC43
CUNIT | ; ;
e e e . i i

:Number of Scheduled Appointments (dispatched orders)

Number of customers receiving credits for company missed appointments/commitments-Instalt

Total amount of missed appointments credits paid

Number of customers receiving credits for company missed appointments/commitments-Repair
%Total amount of missed appointments credits paid

Number of customers receiving credits for company missed appointments/commitments-Repair

Count of All Orders

‘WA Completed Orders for Primary Service installed within 5 business days
{Number of credits-First Month's Charge(HO Recurring)
:Amount of credit-First Month's Charge(HO Recur)

iNumber of credits-Installation (HO NonRecur)

;Amount of credits-Installation (Ho NonRecur)

ENumber 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

Redacted Copy

Blanks in the report indicate no activity for the measure. 17 of 21



WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - DECEMBER 2013

MEASURE
Number pf Schedulsq App’o‘intn'klent”s (Qispatqheq qrders) )
Count of AROMARIS o
WA Completed Orders for Primary Service installed within 5 business days I
Number of credits-First Month's Charge(HO Recuring)
{Amount of credit-First Month's Charge(HO Reeur)
f%,'n‘}f",‘,'.’f'?fFE‘?“?!D?E'P\??T (HO NonRecur) . - .
%Amountwfyf credits-ln;tﬁ"gtion (Ho NonRe‘c‘HQWW o ~
%F‘V‘i",,‘“"e.'\.?f;‘!v"‘;‘:i""lﬁ?" Nonrecuring Credits
Amount of Voce Ml Nowecuring Crets _
%NHTH‘?IE’I Remote Call Frwding-Non-Recurring
Amount of Remote Call Frwding Non-Recurming oot i e
Number of out of service repair reports cleared within two working days
Percentage of out of service repalr reports cleared within two working days
Number of out of service repair repoits ot cleared within two working days minus exceptions.

{Total amount of two day out of service condition credits

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

Redacted Copy
Blanks in the report indicate no activity for the measure.
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WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - DECEMBER 2013

i
MEASURE NOVA3 = DEC13 |
Number of Scheduled Appointments (dispatched orders)

Total amount of two day out of service condition credit exceptions

er, Vendor |

‘No. of 2-day OOS credit exceptions for Damage Outside Qwest Control: eg. Vandalism, Custom:

iNumber of two day out of service condition credit exceptions for Weather Related Events

Number of two day OOS condition credit exceptions for Other Phenomena (eg. Rodent Foilage, etc.) :
No. of two day OOS credit exceptions because customer requested date beyond standard commitment date

Number of out of service repair reports cleared within two working days

Percentage of out of sevice replr eports cleared wifin two vorking days :
Nurmber of ot of sevi rpalf ropots ol leared wiin two woring days minue

Percentage of outofsevi repai reports ol leared wifin wo working days mins excoptons

Totl smountoftwo dey outof sevice condition credis : -

Total amount of two day out of service condition credit exception:

No. of 2-day O0S credit exceptions for Damage Outside Qwest Col

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

a Rodents, Foilage, etc.)

umber of two day OOS condition credit exceptions for Other Ph
0. of two day OOS credit exceptions because customer requested date beyond standard commitment dat

Redacted Copy

Blanks in the report indicate no activity for the measure. 19 of 21



WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - DECEMBER 2013

OCT-13 . NOV-13
i

DEC-13

MEASURE

‘Number of Scheduled Appointments (dispatched orders)

gNumber of out of service repair reports cleared within seven calendar days

fPercentage of out of service repair reports cleared within seven calendar days

{Percentage of out of service repair reports not cleared within seven calendar days minus exceptiof

i Total amount of seven day out of service condition credits

‘Total amount of seven day out of service condition credit exceptions

iNo. of 7-day 00S credit exceptions for Damage Outside Qwest Control:
%Number of seven day out of service condition credit exceptions for Weather Related Events

i

umber of seven day OOS credit exceptions for Other Phenomena (eg. Rodents, F ilage, etc.)

Number of out of service repair reports cleared within seven calendar d

{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

i

Percentage of out of service repair reports not cleared within seve

alendar days minus exceptions.

Total amount of seven day out of service condition credits

Total amount of seven day out of service condition credit excepti

Redacted Copy
Blanks in the report indicate no activity for the measure.
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WASHINGTON CUSTOMER SERVICE GUARANTEE PROGRAM CREDITS - DECEMBER 2013

NOV-13 | DECA3

No. of 7-day OOS credit exceptions for Damage Outside Qwest Control: eg. Vandalism, Customer, Vendor !

Number of seven day out of service condition credit exceptions for Weather Related Events

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

‘No

7-day OOS credit ex

Redacted Copy

Blanks in the report indicate no activity for the measure. 21of21



