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 Staff Investigation - WTI, LLC

PURPOSE, SCOPE, AND AUTHORITY

: ‘Purpose

The purpose of Docket UT-080455 is an mvestlgatlon into WTL, LLC’s (WTT).cessation of dial-
tone service by the staff of the Washmgton Utilities-and Transportatron Commission
(commlssmn)

Scope‘ ,
- The scope of the.investigation focuses on whether WTI provided proper notice to its customers
and the commission when the company discontinued dial-tone service and whether WTI
- responded to commission—referred complaints in accordance with the rules.

Authorlty

Staff undertakes this investigation under the authorlty of the Revised Code of Washmgton
(RCW) 80.01.040, which directs the commission to regulate telecommunications companies in
the pubhc interest, and to adopt such rules and regulations as may be necessary to do so. The
commission has adopted such rules in Washington Administrative Code (WAC) 480-120-083,
which sets requirements for companies that cease the provision of any telecommunications
service in all or any portion of the state and WAC 480-120-166, which sets requirements for
compariies respondlng to customer complaints. In addition, RCW 80.04.070 makes it clear that
the commission is authorized to conduct such an mvestlgatlon and RCW 80.04.380 provides for
penalties for violations by pubhc service compames and officers, agents, and employees thereof :

K

! See referenced laws and rules at Appendix A,
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EXECUTIVE SUMMARY

The commlssmn $ Comphance Investlganons staff investigated WTI’S actions as it pertains to its
cessation of dial-tone service to 1ts customers.

Based on the information obtalned in thls 1nvestlgat10n staff finds that WTI LLC, violated _
- WAC 480-120:083 by failing to prov:de the commission notice under WAC 480-120-083 when -
it ceased providing dial-tone service in the state of Washington, In addition, staff firids that WTI
violated WAC 480-120-166(6) in 53 instances by failing to respond to commlssxon—referrcd
- service-affecting complaints tlmely

Staf‘f recommends the commission issue a $73,000 penalty to WTI, LLC, as provided under

" RCW 80.04.380,.$53,000 for 53 violations of WAC 480-120-166(6) and $20,000 for 20

violations of various provisions of WAC 480-120-083, 18 recorded in individual consumer
* complaints and an additional two recorded in this investigation for failure to provide proper
-~ notice to the commission when it ceased prov1d1ng service in both Qwest and Venzon S service

: terrltory

" Total recommended penalties: $73,000
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'BACKGROUND

Company Information

This investigation was prornpted by WIT's cessatlon of dial-tone service to some of ifs
-Washlngton customers in February 2008, WTl is a. competltlve]y classified telecommunications
carrier authorized to provide local and Iong distance services, as well as debit and data services, -
in the state of Washmgton The company’s registration does not authorize it to provide operator
services or payphone services.

‘ WTI petitioned the commission for registration as a competitive telecommunications company
on July 22, 2005. The petition was filed in theé name of WTI, LLC, doing business as Marathon
Communications, The company’s mailing address is 22722 29t Drive Southeast, #120, Bothell,

- Washington, 98021. Gary Keister, Robert Manning and Bob Baur were listed in the spaces
provided on the registration application for the officers or directors of the company. All three had
a title of “Manager®.” The registration- was granted by the commission on August 19, 2005, under
Docket UT-051136. o _ , .

‘©On September 30, 2005, in Docket UT-051486, WTI requested removal of its trade name,
Marathon Communications, citing the confusion of having multiple trade names and only one
showing on its registration certificate from the commission. The removal of the trade name was
allowed to become effective on October 12, 2005, ' '

On May 3, 2007, WTI filed its 2006 annual report. It reported $499,536 in intrastate revenue and

. paid $949.07 in regu]atory fees. However, on page two of the 2006 annual report, WTI stated it
provided operator services at a call aggregator location (such as at a pay phone) and that it did
not provide local exchange services in Washington. A review of WTI’s 2005 annual report
received on May 3, 2006, reflected the same, the company stated it provided operator services at
a call aggrepator loCation and did not provide EOCal exchange services in Washington.

WTI's Web szte (www,wtille,com) indicatés the company “offets a full suite of
telecommunications products and services, 1nclud1ng local voice, long distance, hlgh speed
1nternet VoIP, calling cards, toll- free, and Tl services.” -

Prior Enforcement Actmty
On May 4, 2007, the commission penalized WTI $7 600 for 76 violations of WAC 480-120- 166.
- Despite receiving technical assistance from Consumer Protection staff on numerous occasions
between December 2006 and April 2007, WTI failed to respond in accordance with the rules in
. five consumer complaints, WTI requested mitigation of the penaity, from $7,600 to $3,800. WTI
- argued that it did not attend to correspondence from the commission because it faced a difficult

- business situation in the preceding weeks. The commission received WTI's request for

mitigation 12 days after the statutory deadline for such petitions had expired. On June 26, 2007,
" the commission denied mitigation based upon the untimely filing of the petition and WTI was -
ordered to pay the $7,600 pena]ty immediately. The commission received WTI's payment in full

©.on July2 2007.

R Copy of registration application at Appendix B.

R .
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WTI Affiliate

" In April 2006, the commission issued a $16 300 penalty assessment for violations of WAC 480-

. 120-166 to Marathon Communications, Inc. (Marathon), a then-registered telecommunications
: provnder Marathon did not pay the penalty assessment and in September 2006 notified the
- commission it had transferred all of its customers to another telecommunications provider,
closed its bank accounts'and shut down its business in Aprll 2006. Marathon stated it followed
the proper notification process, however, the commission did not receive prior notification of the
cessation of services in accordance with WAC 480-120-083. The $16,300 penalty assessment
.. was ertten off by the commission as uncollectable in January 2007.

Upon further i 1nvesttgat10n of Marathon in September 2006, it was discovered that another
registered telecornmunications company, WTI, had the exact same address and telephone

. riumbers as Marathon. In addition, company contacts for Marathon were the same contacts as for
. WTI. Consumer complaints for Marathon were passed to Lisa Rucks af lrucks@marathon net.
After Marathon notified the commission that it had ceased operating, consumer complaints for

- WTI were passed to Ms. Rucks at Irucks@wtille. com. There were no consumer comp]amts filed .
against WTI prior to December 2006.

Electronic communications regardmg staff’s mvestigation of Marathon and the subsequent
- $16,300 penalty assessment, between Ms, Rucks and Compliance Investigations® staff were often
copled by Ms. Rucks to Andy Wilson and Robert Manning, both at an e-mail address of
..@wtille.com.” Robert Mannlng is ]1sted as WTI, LLC’s CEO on its 2005 and 2006 annual
' reports '

Based upon the information presented above, staff believed that Marathon customers were
transferred to WTT and that Marathon and WTI were affiliated. Further, staff believes it is likely
that Marathon has continued to provide telecommunications services in Washmgton state.

On April 10, 2008, a Washington consumer filed a complaint against World Communications,

Inc. (WCI) (a company unrelated to this mvestlgatlon) ‘The consumer alleged that WCI slammed

his local long distance and long distance services away from his preferred provider, Marathon,

“The consumer provided the commission with a copy of his September 10, 2007, Verizon bill .

- statement which demonstrated long distance services being switched from WCI back to
Marathon on August 29, 2007, more than a year after Marathon clalmed it ceased provzdmg _

.telecommumcatlons services in Washmgton : :

? See a.copy of the consumer September 10, 2007, bill siétgment at Appendix C.
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'INVESTIGATION

_ Consumer Complamts

" The commission’s Consumer Protection office was contacted on January 10, 2008, by a WTI
customer stating he received an automated call on January 9, 2008, which informed him WTI

_would no longer provide dial-tone in one week’s time (consumer complaint 102458). The
customer received confirmation of that information on J anuary 10, 2008, when he spoke directly
with a WTI representative. The customer told Consumer Protection staff that he received no
notice prior fo the automated phonc call regardlng the cessation of servnce

i Consumer Protection staff Nancy Paulson- passed consumer complaint 102458 to WTI complaint
‘contact Susan Hunich on January 10, 2008. Marcos Melendez of WT! responded to Ms. Paulson -

“ that same day, stating he was looking into the situation and would get back to her with the:
supporting documentation. In accordance with WAC 480-120-166(6), WTI’s response fo the
service-affecting complaint was due by close of business on January 14, 2008.

On January 13, 2008, having received no further information from Mr. Melendez, Ms, Paulson
sent another e-mail to Mr. Melendez requesting an update on his investigation of the complaint
and notifying him she would be recording daily violations until his response was received. On
January 16, 2008, Mr, Melendez responded, stating he would have some documentation sent to
: her Ms. Paulson did not receive the promlsed information.

On anualgl 22, 2008 Susan Hunich provided Ms. Paulson with the notice that was sent to WTI

. customers’, The notice is dated the same day the consumer filed his complaint, January 10, 2008.

The notice states WTI will cease offering local dial-tone service to its customers as of February
10, 2008, Staff recorded two violations of WAC 480—120-166(6) in complaint'102458.

Six more complaints were filed against WTI in February 2008, In all six complaints, the
‘customers’ dial-tone service was disconnected, All six-customers alleged they received no prior
notice of the discontinuance of service. In those six complaints, WTI failed to prov1dc its initial

T rcsponsc to the ser\rlce-affectlng comp]alnts in accordance with WAC 480-120- 166(6)

- InMarch 2008, the commission received two more complaints, only one of whlch WTI
 fesponded to timely. That complaint (complaint 100307 filed on March 6, 2008), although

service-affecting, regarded WTT’s long distance service and not it’s discontinued dial-tone

service. WTT’s initial response was due by 5:00 pm on March 10, 2008, The response was

~ received the day after the ccmplamt was filed, on March 7, 2008. No violations were recorded.

The second service- -affecting complaint filed in March against WTI (complaint 103037) was
received on March 11, 2008, and regarded WTI’s dial-tone service. The customer alleged their .
dial-tone service was disconnected without prior notice from the company. Further, the customer
‘alleged four attempts were made to contact WTI, however, all requests to return his call were ~ -
ignored. WTt again failed to respond to the service-affecting complaint in accordance with WAC

©.480-120-166(6). WTTI’s initial response was due by 5:00 pm on March 13, 2008. On March 17,

R 2008, Consumer Protectlon staff Dennis Shutler notlﬁed WTI that he was reccrdmg dally

- See copy of January 10,._2008; customer notice at Appendix D. _
* See summary table of complaints and corresponding complaint records at Appendix E.
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violations of WAC 480- 120- 166(6) untxl such time as an initial response to the complalnt was
received from WTI. Fred Rychard of WTI responded to the complaint on March 20, 2008. Five
violations of WAC 480-120-166(6) were recorded for complaint 103037.

" In summary,‘ from January through Mérbh 2008, WTI failed to timely respdn'd to eight
commission-referred servwe—affectmg complaints, cornmlttmg a fotal of 53 v1olat10ns of WAC
480-120- 166(6)

Also, commission staff found that WTI failed to provide to customers associated with complamts
filed from January through March 2008, proper notice of cessation of telephone service in
compliance with commission rules. Staff found, and recorded, eight violations of WAC 480-120-
083(2)(c), three violations of WAC 480 120-083(4)(c), and seven v101at10ns of WAC 480-120-

: 083(4)(d)

Staff Contact w1th WTI

On January 23, 2008, Sharyn Bate, a Regulatory Analyst w1th the commission’s

‘telecommunications section, received an e-mail inquiry from John Cupp of the commission’s

Consumer Protection Office. Mr, Cupp inquired if the commission had recéived notice regarding

WTD’s cessation of dial-tone service. Ms. Bate began her investigation by cheéking the

* commission’s Records Management System to determine whether WTT had noticed the

commission in accordance with WAC 480-120-083. Ms. Bate found no such filing on behalf of

WTL: Ms, Bate then attempted to contact Bob Baur, WTT's Chief Financial Officer, however, his

voice mailbox was full and she was unable to leave a message for him. Ms. Bate next attempted

- 1o contact Christopher Gillen, WTT’s Project Coordinator. Although Ms. Bate left a message on
Mr. Gillen’s voicemail asking that he return her call, she received no return call.

On January 24, 2008, Ms. Bate sent an e-mail to Christopher Gillen advising him of the
- _requirements of WAC 480-120-083, The e-mail was returned “undeliverable.”

On January 25,2008, Ms. Bate spoke with Nancy Paulson of the ¢ commission’s Consumer
Protection Office. Ms. Bate inquired how Ms. Paulson had acquired a copy of the WTI notice
regarding the cessation of dial-tone service that was sent to WTI customers. Ms. Paulson
received the notice during her investigation of a consumer complaint against WTL. Susan Hunich
provided Ms. Paulson with the notice as part of WTI’s response to the complaint. Ms. Paulson
- provided Ms. Bate with Ms. Hunich’s name and contact information, That same day Ms. Bate
 left a voicemail message for Ms, Hunich. In the message Ms. Bate explained that WTI is
required to notlfy the commission of any cessation of services. Ms. Hunich returned the call and
. ‘Ms. Bate again explalned the requirements of WAC 480-120-083. Ms. Bate spoke with Ms.
* Hunich at length stressing that W was not in compliance with the rule. Ms. Hunich told Ms.
 Bate that she would inform WTF's owner. As the affected WTI customers were in Qwest’s
service ferritory, Ms, Bate attempted to contact Mark Reynolds, regulatory contact for Qwest,
Ieavmg a voicemail message for hlm as well.

On January 28, 2008, Ms. Bate-again left a voicemail message for Ms. Hunich, Ms Hunich did
. not return that call. Ms. Bate then spoke with Mr. Reynolds of Qwest, dlscussmg calls Qwest
" - was receiving from WTI customers: asking for a transfer of dial-tone service from WTI to Qwest.

S See summéry' table of complaints and correéponding complaint records at. Appendix E.
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On January 29, 2008, Ms, Bate agaili attcm}ited to reach Ms. Hunich without success, Ms. Bate
~ also attempted to contact WTT using its customer service line. After remammg on hold for more
- than 15 minutes, Ms. Bate disconnected the call,

On January 30,.2008, Mr. Reynolds advised Ms, Bate that Qwest would honor the February 10,

2008, disconnection date printed on WT1’s customer notice, and would then be disconnecting

WTD's service. Mr. Réynolds informed Ms. Bate that WTI owed Qwest hundreds of thousands of

dollars that he felt would never be recovered. He also mformcd Ms. Bato that 100 orso '
' customers still remained with WTI

On or about February 3, 2008, Mr. Reynolds mforrned Ms Bate that Qwest had arranged for a
toli-free number to assist in cxpedltmg WTI customers’ migration to Qwest’s service.

As of the date of this report, Ms. Bate has had no contact from WTI since her January 25, 2008,
telephone conversation with Susan Hunich. In addition, WTI has failed to notify the commission
~ that it ceased to provide dial-tone serv‘ice in compliance with WAC 480-120~083 '

- On March 24,2008, staff sent Robert Manning, WTT's CEO, an-e-mail rcquestmg mforrnatlon
regarding the number of WTI customer’s affected by its cessation of dial-tone service. In

~ addition, staff asked for clarification of information provided on WTI’s 2005 and 2006 annual

*reports, specifically why the annual reports indicate WTI does not provide dial-tone service yet
- WTI customers have been receiving dial-tone scrv1ce

On March 26, 2008, Trisha Smith, WTI Controller, responded to staff’s inquiry’. Ms. Smith
feported that, in Qwest’s service territory:
- o 451 WTI customers switched their dial-tone service back to Qwest
- o 68 WTI customers went with another provider of their choice.
e Eight WTI customers cancelled service, either sw1tch1ng to another provider or dec1dmg
. -to use cell phones exclusively.
_ e 23 WTI customers were not contacted by WTI, due to the customer elthcr not havmg
- voicemail service or having not returned WTT’s calls.
e 55 WTI customers, that WTI was unaware of, lost dial-tone service and were then
* assisted by WTI in getting their dial-tone servme restored with Qwest.

.. Commission staff clarlﬁed with Ms. Smith as to the meaning of WTI being “unaware” of 55

~ customers. Ms. Smith stated that some of the 55 WTI customers were coded as service levels

. other than local resale in its billing system and so they did not turn-up in a printout of the
affected customers ‘Tn addition, some were on its reseller account but did not have WTI
accounts, and some had left WTI and transferred their service back to-Qwest but had remalned
on WTI s account with chst '

In Venzon Northwest, Inc.’s (V erlzon) temtory, Ms. Smith reportcd WTI would cease prov1dmg

L dlal-tone service to 159 customers. That cessation was scheduled for April 15,2008.

7 See copy of e-mail correspondence between commission staff and Ms. Smith at Appendix F.-
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Regarding information provided on WTI's 2005 and 2006 annual reports, Ms. Smith reported
that it appears there may have been confusion regarding how WTI should have answered the
question about providing dial-tone service. Ms. Smith stated that WTI customers billed for dial-
tone service are not provided that dial-tone service off of a WTI switch, instead they are resold
Qwest and Verizon.dial-tone service. WTI interpreted that to mean, for the purpose of the annual
report, that it did not provide dial-tone service. '

Qwest Corporation :
On March 4, 2008, commission staff sent an e-mail inquiry to Steve Oxnevad in the Executive
Offices of Qwest Corporation (Qwest) regarding WTI. The inquiry referenced information
provided by Mr. Oxnevad on January 31, 2008, to Consumer Protection staff Roger Kouchi for
complaint-102616, Mr. Oxnevad provided information to Mr. Kouchi on an inquiry basis
{(meaning information was sought from Qwest regarding a WTI complaint as Qwest was the
underlying carrier for WTI’s dial-tone service). Mr. Oxnevad stated that Qwest had begun the

- process of formal disconnection of Marathon for non-payment. M. Oxnevad stated that the
. disconnection date had been extended to February 11, 2008, so Marathon end users would have

time to arrange for a new provider. :

Staff’s March 4, 2008, e-mail to Mr. Oxnevad asked that he provide'the complete name for
“Marathon.” Mr. Oxnevad stated he believed Qwest was dealing with Marathon . ‘
Communications, Inc., based somewhere in the Seattle area. Mr. Oxnevad stated that Qwest
regulatory.staff had adwsed hir that the non-pay disconnect date was to be February 11, 2008,
however, he believed it did not physically happen until February 26, 2008. Mr. Oxnevad went on
to say that Qwest regulatory staff advised him that WTI appeared to be a holding company-of
some sort, offering telecommunications services such as long distance, whereas Marathon isa

- local service provider. ;

. Verizon Northwest Inec. .
On March 14, 2008, in an e-mail sent to Suzanne Stillwell, Supervisor, Consu:mer Protectlon
and copied to Susan Hunich and Marcos Melendez of WTI, Fred Rychard of WTI provided a -
copy of the March 13, 2008, notice mailed to WTI customers in Verizon’s territory notlfymg
" those customers of WTI’s intent to cease providing dial-tone service as of April 15, 2008°, Mr,
Rychard’s e-mail to Ms. Stillwell stated he believed WTI sent out about 150 of the notices. Ms.
- Stillwell inquired if WTI had sent the letter to the commission in accordance with WAC 480-
. 120-083(2)(a). Mr. Rychard responded that he would have to check and asked, since WTI was
“simply reselling Verizon dial tone” which part of WAC 480-120-083 applied. Ms. Stillwell
responded that WTI is operating as a telecommunications company, and therefore the rule
applies to WTI since the company is ceasing services in portions of the state. Ms. Stillwell went
on to-say that several sections of the rule would apply to the situation. Co

Although WTI provided Ms. Stillwell a copy of its March 13, 2008, notice to its customers in
Verizon’s territory, the notice did not meet the requirements of WAC 480-120-083(3). The

_ notice did not provide the number of customers for each telecommunications setvice and their
~ location, described by’ exchange or by city and county for each telecommumcatlons service
ceased.

% See copy of March 13, 2008, customer notice at Appendix G. -
o . : : . 10
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'(3) The notice to the commission and the state 911 program requ:red in subsectlons (2)(a)
and (b) must include: ‘ .

(a) The name of the exiting telecommunications company;

_ (b) For each category of service, the date each telecommunications service will cease;
cand . - '

(c) The number of customers for éach telecommunications service and their location,
-described by exchange or by city and county for each telecommumcahons service bemg
ceased :

At the time of this report, the commission had not been contacted by any WTI -customers in
Verizon’s service territory, nor has WTI approp'riateiy notified the commission in accordance
with WAC 480-120- 083(3) that it is ceasing or has ceased to prov:de dial-tone services in -
Washington.

" Violations of Commission Rules

Commission staff believes that WTI committed 53 violations of WAC 480- 120—1 66(6) by falhng
' to report the results of its investigation of scrvxce—affectmg informal complaints to commission

staff within two business days from the date commission staff passed the complaints to the

company. In addition, this 1nvest1gatlon finds that WTI violated prov1310ns of WAC 480- 120-083'

by failing to properly not1fy customers and the commission that it was ceasmg to provxde i

telecommumcatlon service, as follows

‘One violation of WAC 480-120-083(2)(a) '

" Eight violations of WAC 480-120-083(2)(c) 4
One.violation of WAC 480-120-083(4)(c)
Three violations of WAC 480-120-083(4)(c)'® -
Seven violations of WAC 480-120-083(4)(d) '

See summary table at Appendix E.
Wi
"1d

’ : 11
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CONCLUSIONS

- Based on the information obtained in this investigation, staff believes that Marathon continued fo
. - - operate after informing the commission in 2006 that it had ceased operating its business and after
- voluntarily canceling its telecommunications registration. Further, staff believes Marathon was

praviding dial-tone services for which WTI then billed the customer, giving the appearance that.
services were in fact provided by WTI. This is based upon information obtained from Qwest
which stated it was disconnecting its customer Marathon for non-payment. That disconnection of
service resulted in WTI’s customers losing dial-tone, This belief is further backed up by WTI’s
2005 and 2006 annual reports which state WTI does not provide dial-tone services in ‘
~ Washington, and Marathon being the preferred provider for a Washingtoh customer’s local and
long distance service more than a year after Marathon told the cominission it had ceased domg
business in Washington,

Staff believes WTI did not give many customers written notice of cessation of service at least

- thirty days in advance as required by WAC 480-120-083(2)(c). In addition, staff belicves that

~ ‘WTI did not give proper notice to its customers under WAC 480-120-083(4) as the notice did not

provide information on how customers could obtain a refund on prepaid unused services. WTI .

~ did not provide the required second written notice or a telephone notice within the required time-
frame. In addition, WTI did not provide_ proper notice to the commission that it was ceasing to

- provide dial-tone services to its customers in compliance with WAC 480-120-083(2)(a) and
WAC 480-120-083(3). Further, staff believes WTI knowingly violated WAC 480-120-083
because commission staff spoke with WTI, provided it a copy of the rule and still WTI did not
provide proper notice of the cessation of dial-tone service to the commission..

Finally, staff also believes WTI failed to respond to commission-referred service-affecting
~.complaints regdr'ding‘ its dial-tone service, accruing 53 violations of WAC 480-120-166(6), fully
" aware it was in violation. This belief is demonstrated by WTI’s willingness to respond timely to
- anon-dial-tone complaint in thie midst of its suspccted purposcful non-response to dial-tone
-complaints.

- Recommendations

WTI, LLC is subject to penalties of up to §1, 000 for cach and gvery vmlatlon of commission
“rules, as provided by RCW 80.04.380. Staff recommends the commission issue a complaint and
. penalize WTI, LLC, $1,000 for each of the 53 violations of WAC 480-120-166(6). In addition,

" staff recommends the commission penalize WTI, LLC, $1,000 for each of the 20 violations of
WAC 480-120-083. In addition to the 18 violations recorded in the consumer complaints where
WTI failed to provide its customers proper notice of disconnection of dial-tone, staff finds WTI
_ failed to provide proper notice to the commission for cessation of service in both Qwest and

~ Verizon territories, an addmonal two violations of the rule. The total recommendcd penalty is

$73,000. :

Total recommended pené!ties: '$73,000

12
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. APPENDIX A

RCW 80.01.040

General powers and duties of commission,
The utilities and transportation commission shall:

(1) Exercise all the powers and perform all the duties prescribed therefor by this title and' by
- Title 81 RCW, or by any other law. :

(2) Regulate in the public interest, as provided by the public service laws, the rates, services,
facilities, and practices of all persons engaging in the transportation by whatever means of
" persons or property within this state for compcnsati'on, and related activities; including, but not -
limited to, air transportation companies, auto transportation companies, express companies,
freight and freight line companies, motor freight companies, motor transportation agents, private
“car companies, railway companies, sleeping car companies, steamboat companies, street railway
companies, toll bridge companies, storage warchousemen, and wharfingers and warehousemen,

(3) Regulate in the public interest, as provided by the public service laws, the rates, services,
facilities, and practices of all persons engaging within this state in the business of supplying any
utility service or commodity to the public for compensation, and related activities; including, but
not limited to, electrical companies, gas companies, irrigation companies, telecommunications
companies, and water companies. : B

(4) Make such iju[es and regulations aS"rnay be necessary to carry out its other powers and
.duties. - - : . ' ' o

" [1985 ¢ 450 § 10; 1961 ¢ 14 § 80.01.040. Prior: (i) 1949 ¢ 117§ 3; Rem. Supp. 1949 § 10964-
. 115-3. (i) 1945 ¢ 267 § 5; Rem: Supp. 1945 § 10459-5. (iif) 1945 ¢ 267 § 6; Rem. Supp. 1945 §
10450-6, Formerly RCW 43.53.050] - L |

13- .
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WAC -480-120-083
Cessation of telecommunications services.

(1) This rule applies to any telecommunications company that ceases the provision of any
telecommunications service in all or any portion of the state (exiting telecornmumcatlons company)

. This rule does not apply to:

(a) Servwes offered by tariff that are subject fo the statutory notice requirements of RCW
80.36.110 (Tariff Changes — Statutory Notice — Exceptlon), :

(b) Discontinuance of service o an 1nd1v1dua1 customer in comphance w1th WAC 480-120- 172
{Discontinuing service -- Company initiated);

(c) Cessation of a service when the provider replaces the terminated service with comparable

_service without interruption. For example, the notice requirements of this rule do not apply when a
local exchange carrier (LEC) providing Centrex-type service with one group of features replaces that

service, without interruption, with a version of Centrex-type service that has a different group of

- 'features and

(d) A service being discontinued that has no subscribers.

Changes in customers' service prov1ders for local exchange and intrastate toll services when there isa
cessation of service are also subject to WAC 480-120-147 (Changes in local cxchange and intrastate
toll services).

(2) No telecommunications company may cease the provision of any telecommunications service -

inall or any portion of the state unless it first provides written notice to the foliowmg persons at least-
30 days in advance of cessation of service:

(a) The commission;

' (b) The staté 911 program, in the instance of local exchange service, privaté branch exchange _

‘service (PBX), Centrex-type service, or private line service used in the provision of emergency

serv1ces re]ated to the state 911 program;
(p) Each of its customers, including customers that are telecommunications companies;

(d) Incumbent local exchange carriers (ILECs) providing the exiting telecommunications
company with unbundled network elements (UNEs) pursuant to the Telecommunications Act of
1996, 47 U.S.C. Section 151 et seq., if UNEs or combinations of UNEs are part of a
telecommunications service provxded 10 some or all of the exiting telecommumcatlons company's
customers;

(e) Each telecommunications company. providing the exiting telecommunications company with
resold telecommunications service, if resold service is part of a telecommunieations service provided
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to some or all of the exiting telecommunications company's customers;

(f) The national number administrator authorizing the release of all assigned telephone numbers to
_other telecommunications companies and releasing all una331gned telephone numbers to the number
“administrator. :

(3) The notice to the commlssmn and the state 911 program requlred in subsectlons (2)(a) and (b)
. must include:

(a) The name of the exiting telecommunications company;
(b) For each category of serv1ce, thc date each telecommumcatlons service w111 cease; and

" (¢) The number of customers for each telecommunications service and. their locatlon descrlbed by
exchange or by city and county for each telecommunications service being ceased.

(4} The notice to customers required in subsection (2)(c) must include:
(a) The_datc telecommunications service will cease;

~ (b) Information on how to contact the exiting telecommunications company by telephone in order.
to obtain information needed to establish service with another provider;

_ (c) An explanation of how customers may. receive a refund on any unused service. The exiting
telecommunications company must provide information to consumers via its customer service
number outlining the procedure for obtalmng refunds and continue to provide this 1nformatxon for
sncty days after the date of cessation of service,

(d) A second notice provndcd by one of thc two optlons Ilstcd bclow

(i) Between ten and thn‘ty days before cessatlon of service, the exiting telccommumcatlons
. company must complete one direct call advising every customer of the cessation of service, including
the date of cessation of service and a number to call for more information, if necessary. A direct call
means a call in which the company leaves a recorded voice message for or speaks dlrecﬂy to the
' rcspon51ble party or its agent on the blllmg account or

. (ii) At least ten days before cessation of service, the exiting telecommunications company must
. provide a second written notice of cessation of service inicluding the date of cessation of service and a
number to call for more information, if necessary; : :

(e) A company may seek the commission's assistance in drafting the customer notices.

.(5) The notice to ILECs reqaired in subsection (2)(&) must include:
~ (a) The date te]ecommunications service will cease;

(b) Identification of the UNE components in relationship to the service information provided to
. the customer when such information differs from the ILEC's identification information as billed to -
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the exiting telecommunications company. For example, if the ILEC identifies a UNE loop with a .
circuit identification number, the exiting telecommunications company must provide the ILEC with
the customer telephone number assigned to the ILEC's UNE loop circuit identification nurnber, and

(e The telephone contact mformatlon to enable the ILEC or new provider to obtain UNE service
and circuit identification information needed to establish service for a customer who will no longer
-receive service from the exiting telecommun1cat1ons company.

(6) The notice to suppliers required m-subsecuon (2)(e) must include:
(a) The date_te]eco‘mmunicaﬁOns. service will cease;

.(b) Identification of the resold service element components in relationship to the service
information provided to the customer, when such information differs from the supplier's
1dent1ﬁcat1on mformauon as billed to the exiting telecommumcatlons company; and

: (c) Te]ephone cont_act information to enable the regulated suppher or riew provider to obtain
underlying service and circuit identification information needed to establish comparable replacement
-service for a customer who will no longer receive service from the exrtmg telecommunications
company.

) The notice to the national number administrator reciuir_ed in subs.ection. (2)(F) must include:
() Identification of all working telephone numbers assigned to customers;

(b) Identification of all unassi gned or administrative numbers available for reassignment to other
providers and the date such unassigned telephone numbers will be available for reassignment; and -

(c) Authorization of the release of each individual assigned customer s telephone number(s) to
subsequent providers selected by the customer., .

(8) ILECs and telecommunications companies that are suppliers under subsection (6)- must
provide the information in the required notlce(s) (if recelved) fo the subsequent prov1der upon a
. request anthorized by the customer.

(A telecommumcatlons company ceasmg a local exchange service, a PBX service, a Centrex-
_ type service, or a private line service used in the provision of emergency services related to the state
911 program must inform the commission and the state 91T program within twenty-four hours of the
‘cessation of telecommunications service of the number of customers and their location, listed by
exchange or by cxty and county, that remained as customers for the telecommunications semce when
service ceased.
{Statutory Authority: RCW 80.01.040, 80.04.160, 81.04.160, and 34.05.353. 03-22-046 (Docket No.

- A-030832, General Order No. R-509), § 480-120-083, filed 10/29/03, effective 11/29/03. Statutory
; Authonty RCW 80.04.160 and 80.01,040, 01-24-114 (General Order No. R-494, Docket No. UT- -
. .010558),. § 480—120-083 filed 12/5/01 effectlve 1/5/02]
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WAC 480-120-166

Commlssmn-referred complamts

(1) Each company must keep a record of all complaints conccrmng service or rates for at ]east
two years and, on request, make them readily available for commission review. The records must
~ contain complainant's name and address, date and the nature of the complaint, action taken, and
, ﬁnai -result.

(2) Each company must have personnel avallab]e during regular business days to respond to
_commlssmn staff., :

(3) App]icants, customers, or their authorized representatives, may file with the commission
-an informal complaint as described in WAC 480-07-910 (Informal complaints) or a formal
.complaint-against a company when there are alleged violations of statutes, admmlstrat:vc rules,
- or tariffs as prov1ded by WAC 480-07-370 (Pleadmgs -- General).

(4) When the commission staff rcfers an informal complamt to a company, the company
must:

(a) Stop any pending action involving the issues raised in the complaint provided any ‘
- amounts nof in dispute are paid when due (e.g., if the complaint 1nvolvcs a disconnect threat or
: collectlon actlon, the dlsconnect or collectlon must be stopped); : .

- (b). Thoroughly investi gatc all issues raised in the complaint and prov1de a complete rcport of
the results of its investigation to the commission, including, if applicab]e, information that
demonstrates that the company s action was in comphance with commission rules; and

(c) Take corrective action, if warranted, as soon as approprlate under the clrcumstance's.

- (5) Commission staff will ask the customer filing the informal complaint whether the '
customer wishes to-speak directly to the company during the course of the complaint, and will
relay the customer’s preference to the company at the time staff opens the complaint. '

(6) Unless another time is specified in this rule or unless commission staff spcclﬁcs a later
- date, the company must report the results of its investigation of service- affcctmg informal
. complaints to commission staff within two business days from the date commission staff passes
the complairit to the company, Ser\iice-affecting complaints include, but are not limited to,
nonfunctioning or impaired services (i.e., dlsconnected services or those not functlonmg

“properly).

(7) Unless another time is specified in this rule or unless commission staff speclﬁes a later
date, the company must report the results of its investigation of nonservice-affecting informal
complaints to commlssmn staff within five business days from the date commission staff passes

© the complaint to the company. Nonserv:ce—affectmg complamts 1include, but are not llmitcd to,
'bllling dlsputes and rate quotes.
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(8) Unless ahother time is specified in this rule or unless commission staff sj)eciﬁes a later
~ date, the company must provide complete responses to requests from commission staff for
additional information on pending informial complaints within three business days.

(9) The company must keep commission staff informed when relevant changes occur in what
has been previously communicated to the commission and when there is final resolution of the
1nforma1 complalnt -

(10} An informal comp]aint opened with the compariy by commission staff may notbe
" considered closed until commission staff mforms the company that the complalnt is closed.

[Statutory Authortty RCW 80.01.040 and 80. 04.160. 05-03-031 (Docket No. UT 040015,
General Order No, R-516), § 480-120-166, filed 1/10/05, effective 2/10/05; 03-24-028 (General

Order R-510, Docket No. A-010648), § 480-120-166, filed 11/24/03, effective 1/1/04; 03-01-065

_ (Docket No. UT-990146 General Order No. R- 507) § 480-120-166, filed 12/12/02, effective
- .7/1/03] ‘ _ _

. RCW80.04.070

Inspection of books, papers, and documents.

The commission and each commissioner, or any person employed by the commission, shall have .

the right, at any and all times, to 1nspect the accounts, books, papers and documents of any

public service company, and the commission, or any commissioner, may examine under oath any
- officer, agent or employee of such public service company in relation thereto, and with reference

to the affairs of such company: PROVIDED, That any person other than a commissioner who
shall make any such demand shall produce hls authorlty from the commission to make such -
. 1nspect10n :

[1961 ¢ 14 § 80.04. 070 Prior: 1911 ¢ 117 §77; RRS § 10415] '
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" RCW 80.04.380

Penalties — Violations by public servﬁi.ce.companies.

Every public service company, and all officers, agents and employees of any public service
company, shall obey, observe and comply with every order, rule, direction or requirement made
by the commission under authority of this title, so long as the same shall be and remain in force.
Any public service company which shall violate or fail to comply with any provision of this title,
or which fails, omits or rieglects to obey, observe of comply with any order, rule, or any
direction, deimand or requirement of the commission, shall be subject to a penalty of not to
exceed the sum of one thousand dollars for each and every offense. Every violation of any such.
order, direction or requirement of this title shall be a separate and distinct offense, and in case of
a continuing violation every day's continuance thereof shall be and be deemed to be a separate -
“and distinct offénse.

[1961 ¢ 14 § 80.04.380. Prior: 1911 ¢ 117A§.94; RRS § 10443, Formerly RCW 80.04.380, part.
FORMER PART OF SECTION: 1911 ¢ 117 § 96 now in RCW 80.04.387 ]
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APPENDIX B

S O e

WASHINGTON

; . REGISTRATION, COMPETITIVE S:L_:ASSIFICATION,
: . - . TELECONMY 0 'ANIES
: . ) T AN welecommunications componies sl reglstar with the Wishington Unilisfes
UTILITIES AND TRANSPOR_TAHON and Tranaporiation Co;:ﬁ:sion (WUTC) prior ke bcglmlugop:mtions in the stetd of
COM M [SSION Lo . Washington. Roforto the following: RCW 8.36, WAC 480-121, 480-80, and 480120,

1300 South Evargrucn Park Drh'a 8w ' ) -‘I‘(')LL ¥FREE |-588-606-9366 / FAX 360-586-1150
POBox 47250 ) : TTY 360-586-8203 or1-800-416-5289
Dlympla. WA 98504-7250 . . ' Wobslte: wivi.wulo.wa goy

The WUTC has » policy of praviding equal access to its services,
To reqques( this dowmm n sliomale formals, please call 360-664-1133,

L Comp!cto the applicallon and indtiad price tet forme. You may submit thess forms to mm@mmmmm m electronic atiachment.
% WUTC will {ssuo s voglstration cartitioate with un offective dato 30 days from the date the cotpléte application is received and approved,
< Whea o filing has beon sulmdllud electronically ult subsequent fifings mizst also be submitted clecronically. o

Namo:  WTI, LLC d/bfe: Masathon Communiontions - & 0,
Company Mailing Address: 22722 29”’ Dr SE#120 . o P
City/Siale/Zip: Bothell, WA 98021 ' . R b

. Quiestions regarding this application should be directed to: . . e
Neme: Bob Baur o R

.- Phone Number: 425-949-0055 Faxt Number: 425-415-8370 B-Mail; bbaur@rmarathothet

- Mailing Address; 22722 29" Dr. SE #120 . _ N
City/State/Zip: Bothell, WA 98021 . . ' - :

Registered Agent 1) Washington Agent is reqmred if the company is located outs:de Washington State):
© o Name: )
© Malling Address:
City/State/Zip:

Naome, addvess and titie of euch officer or director (attach separate documentation if asdditional spaco Iy nocded)

: (‘ary Keister ; PO Box 1929 Port Townsend, WA Manager
. DR3GR - - -
Robcrt Mannmg 22722 29" Dr. SR #120 Bothell, WA | Manager
- . 98021 .
‘ Bob Baur 22722 29" Dr. SB ﬁlZO Bothell, WA Manager
o 28021
Include the following: . :
] Current Balance Sheet [0 Price List- " [ Latest Annual Report, if any

) [[] Check box if applicant iz subjcct to offective compet:lmn and requests walver cf the ragulalory reqmruments set
forthin WAC 480-121-053 (l) ‘
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FOR YOUR INFORMATION

- from your financial institution,

" Staff Investigation — WTI, LLC

APPENDIX C
] /’ i ' ’ ) ) ‘Billing Pate: 06/10/07 Page 3 of 4 7
- - - : Tolephone Number ; 425 774-2289 940321
fzon Account Number: 03 0242 1052544428 08

3 ) : . . How to Reach Us : See page 2 -
MONTHLY SERVICE - NON-BASIC (Jun 10 to Jul 10) -

Description Qty Unit Rate )
-t Remote Call Forwarding-meas add! 1 “19.00 19.00
2 Remote eall forwarding ' | S 19.00 . 19.00

Total : : : § 38.00

MISCELLANEOUS CHARGES AND CREDITS

3 late payment charge on $87.58. 5.

) ‘otal - . ) . §5.00
NON-BASIC SERVICE TAXES AND SURCHARGES
4 FHederal excise tax - . LI7
5 City utility tax . : S 1,14
& Siole & local Sales Tax : 348

Totnl R 5579

¥erlzon ron-busic charges ** ' % 48.79

**Non-payment: of non-hasic service charges WILL NOT result in the -
disconneetion of your locul telephenc scrvice. o

Total Verizon charges T T $48.79
Virizon Reads - ' )

- If you have checked the box on the first page of your pﬁone bill or called your local

business office and- signed up to be a Literacy Champion, a tax deductible $1
donation will be included monthly in the Verizon section of your bill,
Contributions will benefit Verizon Reads, « non‘?roﬁt elfort sup?‘grung literacy
programs, Even if you check the box or cali-the local business office to sign up,
you are not required to pay the literacy donation. Phone service will not :

.- terminated i you do not contribute. To discontinue your leracy donation, call the
. phone number on page two of your bill, : .

Your local toll provider is WORLD COMMUN]CAT[ONS, INC,

. “You have selected WORLD COMMUNICATIONS, INC as your long distance provider.
- 425 774-2299 .

Notlce: Your local tﬁll,p_rovider has been clmnﬁed fuim Marathon
Communicaiions, Inc. to WORLI) COMMUNICATIONS, INC on May 26, 2007. -

Cost of chanpe: 5.00

425 774-2299

Netice: Your long distance rbvhler has been changed from Mat-'atlmn.
Communications, Inc. to WORLD COMMUNIC%TIONS, INC on May 26, 2007,

Cost of change: 5.00

T ab ok e vl e i b Ve e e ke e e e vk ke e e e

Important billing information _

When you provide a check, you authorize us cither to use information from youor
check to make a one-lime eleetronic fund. transfer from your avcount or 10 process
this transaction ag a check. If you wish to be excluded from this process, please .

“call 1-888-500-5358. When we usc informaution from your chock (o make an
" clectronic fund transfer, funds may be withdrawn from your account as spon as

the same d?y we receive your payment, and you will nol receive your check back

<

03 0242 4257742299 940921 05° 06 WAZ{1"HDRDA1 10234987 0_9-0009015599
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' APPENDIX D

January 10, 2008

" <FIRST_NAME>> «<LAST_NAME>> .
<<STREET_ADDRESS>> .
~ <<CITY>>, <<STATE>> <«<ZIP>>

: Dear <<FIRST_NAME>>,

WT! will cease affering local dialtone service to our cusiomers as of February O™, 2008,

To insure that you do not suffer a service interruption, please contact us at 1-800-919-1000

- as scon as possible and we will guide you through the process of converling your local sepvice -

- to Gwest, Verizon or-whichever avallable carrier you prefer,

-Thig change applies 1o {ocat servlce only. Any Iong distance sarvice you have through WT
wili femain unaffected.

if we have already conlactad you about the change I service offerings and!or assisted

you n establishing Iocal servlce with ancther carrlér piease féel free lo disregard this
notica.

Thank you,

~ WTI Customer Cars
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APPENDIX E

umbe

1 102458

"~ N, Paulson

This service-affecting complaint was passed on
January 10, 2008, A response was due by

- 5:00p.m., on January 14. WTI did not provide its

response to the complaint until January 16, 2008.

"| Two violations of WAC 480-120—166(6), one

viclation of WAC 480-120-083(2)(c), WAC 480-
120-083(4)(d)(i) and one violation of WAC 480-
120-083(4)(c) were recorded, '

2. 102616 -

“R. Kouchi.

This complaint was passed on January 29, 2008. A

response was due, and received, on February 5,
2008, '

One vielation of WAC 480-120-083(2) and one
violation of 480-120-083{4)(d} were recorded.

3, - 102910

M. Meeks

"This service-affecting complaint was passed on

February 26, 2008, A response was due on
February 29, 2008. WTI provided its initial _
response after business hours on March 12, 2008,

This customer’s service was disconnected.
Customer alleged no prior notification of
impending disconnection was received.

| Nine violations of WAC 480-120-166(6), one

violation of WAC 480-120-083(2) and one.
violation of 480-120-083(4)(d) were recorded.

4, 102917 .

N. Paulson

| This service-affecting complaint was passed on

February 26, 2008. A response was dug by
5:00p.m., on February 28, 2008. WTI did not
provide its initial response timely. On March 12,
2008, staff notified WTI that additional violations
were being recorded and that daily violations
would continue to accrue until such time as it -
responded. WTI responded after business hours
that same day. This customer’s service was
disconnected. Customer alleged no prior
notification of disconnection was received.

Nine violations of WAC 480-120-166(6) and cne
violation of WAC 480-120-083(2)(c) were
recorded. \ :
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5, 102918 .

N. Paulson /
S. Stiflwell

This service-affecting complaint was passed on
February 26, 2008. A response was due by
5:00p.m., on February 28, 2008, On March 12,
2008, staff notified WTI that nine violations of
WAC 480-120-166(6) were being recorded due to
WTI’s fack of response to the complaint. WTI
provided its initial response on March 14, 2008,
This customer’s multiple-line service was -

| disconnected. Customer alleged no prior

notification of disconnection was received,

| Eleven violations of WAC 480-120-166(6), one

violation of WAC 480-120-083(2)(c), one
violation of WAC 480- 120-083(4)(c) and one
violation of WAC 480-120-083(4)(d} were
recorded.

6. | 102922

" M. -Méel_(s

This service-affecting complaint Wwas passed on

| February 27, 2008. A response‘was due by
-5:00p.m., on February 29, 2008. WTI provided its

initial response on March 12, 2008. This
custemer’s service was disconnected. Customer
alleged no prior notlﬁcation of disconnection was

received.

{ Bight violations of WAC 480-120-166(6), one

violation of WAC 480-120-083(2) and one
violation of WAC 480-120-083(4)(d) were
recorded, )

7. | 102924

N, Panison .

-t This service-affecting complaint was passed on

February 27, 2008. A response was due by
5:00p.m., on February 29, 2008. WTI provided its
initial response on March 12,-2008. This
customer’s service was disconnected. Customer

‘alleged no prior notification of disconnection was

received.

Eight violations of WAC 480-120-166(6) and one "

viclation of WAC 480-120- 083(2)(c) were
recorded, .
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8 | 102970

G. Griffin-Wallace

This servide-affeétiné r::dmpia{hf v.vas pas'sed‘c-m'
March 3, 2008. A response was due by 5:00p.m.,

i on March 5, 2008, Staff did not receive a response,
-{ 80 on March 7, 2008, staff sent another e-mail
‘requesting a response. That same day Marcos

Melendez responded stating he had not received
the complaint on March 3, 2008. The complaint
was re-passed to Susan Hunich that same day,
however, the company did not respond until March
12,-2008. This customer’s service was_
disconnected. Customer alleged no prior-
notification of disconnection was received.

One violation of WAC 480—120 166(6) and one
violation of WAC 480-120-083(4)(d) weré
recorded,

9. | 103037

D. Shutler RE

This service-affecting complaint was passed on

March 11, 2008. A response was due by 5:00p.m.,

on March 13, 2008. On March 17, 2008, staff

notified WTI that two violations of WAC 480-120-

166(6) had been recorded, and stated that daily
violations would be recorded until such time as an

-initial-response was received. WTI provided its

initial response on March 20, 2008. This

- customer’s service was disconnected. Customer

alleged no prior notification of disconnection was
received, :

| Five violations of WAC 480-120-166(6), one_
‘| violation of WAC 480-120-083(2)(c), one

violation of WAC 480-120-083(4)(c) and one
violation of WAC 480-120-083(4)(d) were

‘ recorded
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Washington UTC.Complaint o . 102458
Corhgany: ~WTI, LLC ‘

Customer: Accounti#

 teo Stefurak
. Contact:

2712 49th Ave SW
Seattle, WA 98116

Primary Phone: (206) 923-2233

Complaint: 102458 Serﬁuced by: Nancy Paulson
Opened on: 01/10/2008 Grouped by: Disconnect
Closed on: 01/24/2008 o DprOSlthﬂ Company upheld

Description: '
,

- Customer received an automated call on 1/9/08 stating the company is no longer able to provide dial tone
after another week. Customer spoke with Parana today. She told him that WTl is dtscont;numg dial tone to
residential customers in one week. This change is due to a business change. Parana asked the customer
if he still had dial tone and sotinded surpriséd when he said yes, that he was calling on that line. He
wonders if dial tone will be disconnected before one week. Customer said he received no notice that the
company was ceasing dial tone to resndentlal customers.

-Results:

~ WTI mailed nofices to all customers on 1/10/08 notifying that Ioca[ service will be dlscontmued to all
customers on 2/10/08. WT! also called all customers. The letter offered to assist customers to switch to
.their preferred carrier. WTI long distance i is not affected.

' ‘Activity:

. Activity Links

_ ’;* 011’1012008 10:50 AM Email: Nancy Paulson >> shunich

B .

" Good Mcrnlng Passing new complaint See complamt activity belfow for details. Is WTI ceasing. dlal tone
to residential customers? If so, were customers and the commission given at least a thirty day notice?
What is the scheduled disconnect date? Please provide cqpies of notices. Thank you. (sent complaint
descrlptcon)

‘ *-** 01/10/2008 1 1:05 AM Emaii: Pauison, Nancy(UTC) << Marcos Melendez!WT I
B
Nancy,”

-l am looking inta this and will be getling you the support:ng documentation.

: *.** 01!15!2008 03:21 PM Email: Nancy Paulson >> mmelendez
E '
Good Aftemoon Do you have an update yet? This was sent as an urgent, and complete responses fo
urgents are due within two business days. The due date was 1/14/07. [ will assess late violations until a
“response is received.Thank you for your assistance! .

‘ ;* 01/16/2008 09:42 AM Email: Paulson,'Nancy (UTC) << Marcos Melendez
Nancy,
A letter went out to all customers you should have recewed a copy. I wsll

26. -




have one forwarded to you' ASAP:
et 01722/2008 10:06 AV Emall Nancy Paulson >> mmelendez

' Thank you. However, | still have not recewed a copy of the customer notice. Please email or fax mea
copy. My fax number i is 360-664-4291. '

;* 01/22/2008 11:54 AM Email: Paulson, Nancy (UTC) << Susan Hunlch
)
SEE ATTACHMENT BELOW.
. Nancy Pauison _
Afttached is the lefter notifying our customers that we are no Ionger providing
-dial tone service. This'letter was sent on-January 10, 2008 and several
‘customers received the letter on the 11th and called in. We are also calling
each customer to insure that they have a smooth transition to their new
provider.
-7 I you require addttlonal information regarding this issue please let me know.

- Thank you
- Susan J. Hunich
 Customer Service Manager

WTI, LLC
425-948-0053 Direct Line
. 425-415-8370 FAX
email shunich@wtilic.com

’;‘ 01/24/2008 03:33 PM Voice Mail: Nancy Paulson >> customer

E: : _

" Left detailed voice mail stating that WT! just sent me a copy of the notice it

- sent to customers, dated 1/10/08. It advised customers that local service only

- will be disconnected but any long distance with WTI will not be affected. The

- letter directed customers to call for assistance.in switching to another

carrier. Since 30 days nofice was given to customers, |t was in comphance with
the rules. Closing the complaint.

*.** 01!24!2008 03: 37 PM Violation: 480-120-166(6)

B

-The company must report the results of its mvestlgataon of serv:ce-affectmg informal complalnts to o
- ‘commission staif w&thm two busmess days from the date commlssmn staff passes the comp]alnt to the
. company.

_ *.** 0'1!24!2008 03'53 PM Email: 'Nancy Pauison >> shunich
B
Thank you for the éustomer notice copy. ! am citing three viclations for fa:lure to respond to an Urgent
complaint. Complaint sent to WTlon
1/10/08, response due 1/14/08, Initial response receaved 1/46/08 . This complamt is now closed Please

note that the UTC Consumer Affairs
‘Section has an internal quality review program and all closed comp!alnts are subject to possnble Teview
A and!or re-opening. (forwarded above violation).

*.** 03/18/2008 02:29 PM Email: Nancy Paulson >> ASAPIWT i
Es
. Good Afternoon 1 am making a violation correctly Prevlously | recorded three violations for Iate response.

- The Urgent complaint was sent to WT! on-1/10/08,
. response due 1/14/08, Response recewed 1/16/08. The two Vtolatlons are for 1!14[08 and 1!1 5/08.

’ ** 04/17/2008 05:26 PM Violation: 480-120- 083(4)(0) -
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The exiting telecommunications company must provide information to consumers via its customer service

number outlining the procedure for obtalmng refunds and continue to provide this information for sixty
days after the date of cessation of service. .

';* 04/17/2008 05:40 PM Email: Nancy Paulson >> 'mmelendeleT i
~Upon further raview, ! am recording a violation of WAC 480-120-083(4)(c) for failure to provide information
. o consumers via its customer service number outlining the procedure for refunds and continuing to
. provide this information for sixty days after service cessation. {forwarded above violation).

;* 04/17/2008 05:41 PM Violation: 480.120-083({4){d){i) -
B ' ' . A :
Between ten and thirty days before cessation of service, the exiting telecommunications company must

" complete one direct call advising every customer of the cessation of service, including the date of
cessatior of service and a number to call for more information, if necessary. A-direct call means a call in
" which the company leaves a recorded voice message for or speaks directly to the responsmle party or its
agent on the billing account,

. 04/17/2008 05:50 PM Email: Nancy Paulson >> mmelendez/WTI
Upon further review, 1 am recording a violation of WAC 480-120- 083(4)(d)(|) for failing.to-make a direct
call fo the customer between ten and thirty days before cessation of service. Company called the -

. customer on 1!9/08 and said he would be disconnested in one week. (forwarded above wolatlon)

*; 07/31/2008 04:20 PM Violation: 480-120-083(2)(0)
& J
No telecommunlcations company may cease the provision of any telecommunlcations service in aH or any
- portion of the state uniess it first provides written notice to the following persons at least 30 days in
advance of cessation of service: (c) Each of lts customers, mcludmg customers thatare
telecommunlcatuons companies.

*.** 07/31/2008 04:30 PM Email: Nancy Paulson >> mmelendezlfred rychard

B

Upon further review, | am recording a violation of- WAC 480- 120-083(2)(0) for failure to notzfy each
customer, including customers that are telecommunications -companies, of cessat:on of services,
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Washington UTC Cornplaint . : : - 102616
Company: WTI, LLC | ' '

Customer: Account# 1500052170-0000

" Leslie J. Spotkov
Contact:
124 Juniper Lane
Port Angeles, WA 98362

Primary Phone: (360) 452-8316
E-mail addr: Ispotkov@ifon.com

Complaint: 102616 Serviced by: Roger Kouchi
" Opened on: 01/29/2008 Grouped by: Customer Service
Clesed on: 02/14/2008 .- Disposition: Consumer upheld

Description: -
:
WTI is ceasing local telephone service as of February 14 2008. They assisted a conference call with me
and Qwest to transfer my service, but have a local freeze on my account so my service cannot be
transferred. | cannot reach them through their 1-800-919-1000 number nor the direct line to their customer

service manager, Susan Hunich at 426-949-0053, CSM Hunich left a message for me that the local freeze
-is-Qwest's fault, Qwest says they can do nething until WTI releases the freeze from my account

\Drd you speak to a superwsor from your ut|l|ty or transportatlon company?

Yes

If "'Yes', what was the result?

~WTl does not permit direct contact. | have left messages They continue to blame Qwest and offer no
other resolutlon .

What do you thmk the company should do to resolve your complaint? ‘
"Clear the freeze from my account; aliow me to mamtarn my present local phone number allow me to
- . discontinue any service with WTI, LLC ~

‘Results: - |
-Consumer's line was ported to Qwest. Service was discontinued with WT!.

Activity:

- Activity Links

;* 01!29!2008 07:49 AM Emali Roger Kouchi >> Susan humch
E

Susan Humch Please respond to this complalnt Thank you

;* 01/29/2008 10:17 AM Email: Kouchl, Roger (UTC) << Cortwrrght Kathy
B
. Steve will respond to this complaint,

LB 01/31/2008 11:49 AM Email: Kouchi, Roger {UTC) << Oxnevad, Steven

-

. Upon review, this end user of CLEC Marathon Commumcattons is attempting to
winback local ‘
service to Qwest. Ms Spotkov began the process on 1/15/08, W|th our LSR
initially requesting

- @a1/18/08 due date. On 1!17/08 the wmback order was put on hold due to Iocal
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service freeze A )

being in place on the CLEC account. We advised Ms Spctkov that the freeze
needed to be

removed by the CLEC, i'm told by our regulatory staff that Marathon Comms began
advising

their customers on 1/10/08 that they would soon be ceasing operations. Qwest
has begun the .

process of formal disconnection for non-payment and has been working wuth
commission staff

in that regard. The discennect date has been extended to 2/1 1!08 s0 Marathon
end users have

some time to arrange for & new provrder Our who[esale organization.has -
restricted Marathon's ahility

to generate service order flow. So if Ms Spotkov had contacted them for freeze

- removal, Marathon

. may not have been able to submit an order However, in this partlcular gase, a
record order was

-somehow. generated yesterday, removing the local freeze information from the
CLEC account.

" We have now been able to release the customer's winback order, order number

NO3837950,

. due date of 2/5/08. | can follow up for the service order to complete and post
‘as a new Qwest account

’: 02!05!2008 11:24 AM Email: Roger Kouchi >> susan hunich
E=

-Susan Hunich - Please prowcfe the required |n|t|al response by close of
business today. Thank you. -

| ’;" 02/05/2008 06:43 PM Email: Kouchl, Roger (UTC) << Susan Hunich

-
i do apologize for the delay in respondmg | was out srok Iast week due to
fliness and when | returned my email somehow was corrupted and once restored |
received 671 emails all at once. | know you don't care about my problems so the

' 'followmg is my response to this complaint.

This custorriers Local Freeze was lifted by Qwest on 01/30/2008. The customer was
.catled by WTI nofifying them that the Freeze had bean removed by Qwest.

Qwest then processed the transition order to move the customers Local Service
back to Qwest. We have been told by Qwest that the order completed as of today :
. 02/05/2008. One would have thought Qwestwould have been more responswe to

‘ expednte a simple request. - . .

Please be aware, trying to get Qwest to change a code of LEFV (Local Freeze)
from a YES to NO has been an unbelievable experience not only for the End User
but also for us. Our goal was to make the transition for our customers as

" smooth as possible. Trying to obtain clarification from Qwest (multiple _
individuals) on the information required to make this minor change on their

- forms has been a nightmare. We did not ignore our customers frustration

’ regarding getting this freeze lifted by Qwest. .

’ llf you reqwre addrtionai mformatlon please let me know,
- = 02/07/2008 08:12 AM Email: Roger Kouchi >> steve oxnevad

‘Steve - WTI informed me that Qwest was slow to remove the 1oca1 freeze. Please
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comment on that. Does the consumer have Quest service at this time? Thank you,

' 02/07/2008 12:09 PM Email: Kouchi, Roger (UTC) << Oxnevad, Steven
Roger--yes, the customer's Qwest winback order did complete on 2/6/08. | cannot
provide any feedback to WTI's comments. This end user had an account with
Marathon Comms, Perhaps WTI utilizes Marathon's network. As I'd mentioned in my
response last week, Qwest has recently taken action to suspend Marathon's '
operations, such as the ability to request order activity to remove local

freeze from an end user's account. Marathon Comms is set to be disconnected for
non-payment on 2/11/08, confirmed again by our regulatory group today. Marathon
supposedly notified its end users of this pending-action and how.to proceed
accordlng!y

%% (2/12/2008 04:02 PM Emalil: Roger Kouchi >> consumer

=

| understand that Qwest was able to port your number and estabhsh service on ‘
-. February 5, 2008, | am providing a copy of the complaint record for your
files. Please let me know if you have any questions. Thank you.

';' 02/14/2008 10:03 AM Voice Mail: Roger Kouchi >> consumer
Provided consumer my findings. Informed the consumer that | will be closing my
investigation. Left my name and toll-free number. ‘

’;‘ 0211412008 10:04 AM Email Roger Kouchi >> susan hurich

a5

Thank you. This complaint is now closed. Please note that the Consumer Affalrs
section has an internal quality review program and all closed complaints are
subject to posmble review and/or re-opening. .

~ww 03/24/2008 02:57 PM Violation: 480-120-083(2) -
Company did not provide written notice at least 30 days in advance of cessation of service. Recorded
vuolatlon of WAC 480-120-083(2) :

WAC 480-120- 083
Cessataon of telecommunications services:

- {2) No telecommumcatlons company may cease the prowsson of any te!ecommumcattons service in all
or any portion of the state unless it first provides written notice fo the followmg persons at least 30 days in
- atvance of cessation of service:

, *.** .0312112008 02:59 PM Violation: 480—120-083(4)(d} -
-Company failed to inciude in its notice the following information.

WAC 480-120-083(4){d)
Cessatlon of telecommunlcatlons services.

(4) The notice to customers required in subsectlon (2)(c).must mclude

" (a) The date telecommunications serv__ice will. cease;




(b} Information on how to contact the exiting telecommunications company by telephohe in order to
obtain information needed to establish service with another provider,

) (¢) An explanation of how customers may receive a refund on.any unused service. The exiting
telecommunications company must provide information to consumers via its customer service number
- outlining the procedure for obtaining refunds and continue to provide this information for sixty days after
" the date of cessation of service. o : oo '

{dyA second notice provided by one of the two options listed below:

(i) Between ten and thirty days before cessation of service, the exiting telecommunications company
must complete one direct call advising every customer of the cessation of service, including the date of
© cessalion of service and a number to call for more information, if necessary. A direct call means a call in
- which the compariy leaves a recorded voice message for or speaks directly to the responsible party or its
* agent on the billing account; or : : i .

_ (ii) At least ten days before cessation of service, the exiling telecommunications company rﬁust provide
a second written notice of cessation of service including the date of cessation of service and a number to -
call for more information, if necessary; : :

[

** 03/21/2008 03:02 PM Email: Roger Kouchi >> susan hunich

B

Susan Hunich - 1 have recorded violations of WAC 480-120-083(2) and WAC
- 480-120-083(4) for failure to provide proper notice regarding cessation of
service and failure to include the proper information in the notice regarding
" cessation of service. Please let me know if you have questions. Thank you.

"WAC 480-120-083

N (1) This rule applies to any telecommunications company that ceases the .

provision of any telecommunicafions service in ail or any portion of the state
" (exiting telecommunications company). This rule does not apply to: -
. { . . R

- (a) Services offered by tariff that are subject to the statutory notice

. requirements of RCW 80,36.110 (Tariff Changes — Statutory Notice — Exception}; -

(b} Discontinuan'cé of service to an individual customer in comp!ian'ce'with
: .WA(_: 480-120-172 {Discontinuing service — Company initiated); :

(c) Cessation of a service when the provider replaces the terminated
service with comparable service without interruption, For-example, the notice
requirements of this rule do not apply when a local exchange carrier (LEC)

- providing Cenirex-type.service with one group of features replaces that

service, without interruption, with a version of Centrex-type service that has
a different group of features; and .

(d) A service being discontinued that has no.sub_scribérs.

Changes in customers' service providers for local exchange and intrastate toll
services when there is a cessation of service are also subject to WAC.
480-120-147 (Changes In local exchange and infrastate toll services). -

(2) No telecommunications company may cease the provision of any
telecommunications service in all or any portion of the state unless it first.
provides written notice to the following persons at least 30 days in advance of

- cessation of service:
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(a) The commission;

{b) The state 911 program, in the instance of local exchange service,
private branch exchange service (PBX) Centrex-type service, or private ling
service used in the provision of emergency services related to the state 911
program .

{c} Each of its customers ‘including customers that are telecommumcatlons
companies;

{d) Incumbent local exchange carriers (ILECSs) prowdlng the exiting
telecommunications company with unbundied network elements (UNEs) pursuani to
the Telecommunications Act of 1996, 47 U.S.C. Section 151 et seq., if UNEsor
combinations of UNEs are part of a felecommunications service provided to some
or all of the exiting telecommunications company's customers; '

{e} Each telecommunications company prcwd:ng the exiting
telecommunications company with resold telecommunications service, if resold
service is part of a telecommunications service provided to some or all of the

o exiting telecommunications company's customerS'

(f) The national number administrator authorizing the release of all

assigned telephone numbers to other telecommunications companies and releasing

all unassngned telephone numbers to the number administrator.
(3) The notice fo the commission and the state 911 program requrred in
subsectlons {2)(a) and (b} must include:

" - {a) The name of the exiting telecommunications company;

- (b} For each category of service, the date each telecommunications service -
~ will cease; and ‘ '

o (c) The number of customers for each telecommunications service and their
location, described by exchange or by city and county for each
' telecommunlcatlons service being ceased.

(4) The notlce o customers requlred in subsection (2)(c) must include:
-{a) The date telecommumcatrons service will cease;

(b) Informatlon oh how {o contact the exiting telecommunlcatrons company
. by telephorie in order to obtain mformatron needed to establrsh service with
. another provider;

{c) An explanation of how customers may receive a refund on any unused
service. The exiting telecommunications company must provide information to
- -consumers via its customer service number outlining the procedure for obtaining
refunds and continue to provide this rnformatton for sixty days after the date
.of cessatlon of service.

-.{d) A second notice provrded by one of the two optlons listed below:

(r) Between ten and thirty days before cessatlon of servrce the exiting
_ telecommuntcatlons company must complete one direct call advising every
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customer of the cessation of service, :nciudmg the date of cessation of

service and a number to call for more information, if necessary. A direct call

means a call in which the company leaves a recorded voice message for or speaks
directly to the responsible party or its agent on the billing account; or

(iiy At least ten days before cessation of service, the exiting
telecommunications company must provide a second written notice of cessatlon of
service including the date of cessation ¢f service and a number to call for
more mformatton if- necessary,
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- Washington UTC Complaint ) ' - 102910
.Comganyz WTL LLG

‘Customer; Account# -

Bill Helin |

Contact:

13702 SE 141st Street

Newcastle, WA 98059 : : .

Primary Phone: (426) 255-5428 - - ‘ , -
Secondary: 206 450 3267 call back. ‘ ' -

E mail addr: b2helln@comcast nef

© .Complaint: 102910 Serviced by Mike Meeks
Opened on: 02/26/2008 : Grouped by: Disconnect
Closed on: 03/13/2008 Disposition: Consumer upheld

Description:

Customer called to say that hIS phone service has been disconnected due to WTI termlnatmg the contract
with Qwest to be a re-seller. Customer says he received no notice of the change in service. Wanis to

- port his number to Qwest. Does this affect others? Please advise. _

Customer wants phone restored in order to port.

- Passed to WT] at 11:50 am on 2-26.

Results
- Service restored and ported to Qwest on 2-27.

Actlw

Actlwty Links o
;* 02!26!2008 11:52 AM Emall Mike Mecks >> shunlch . o )
& ' ' T
_ =~ Forwarded by Mike MeekleUTC on 02!26/2008 11:52 AM «---- : ) '
Washington uTC Complamt
102910

Company: WTI LLC

;* 02126!2003 01:13 PM Voice Mall Mike Meeks << customer
B

Customer-called to say that Qwest called him back and adwsed that they were
~ working with WT1 to get the service ported to them.

*;' 02/27/2008 12:06 PM Voice Mail: Mike Meeks <<’ cus_tofner‘
Left message stating Qwest restored his phone service and he is now with _ :
Qwest. _ A ' : ;

| *.** 03112!2008 01:19 PM Viclation: 480-120~166(6)-
B

passed complamt cn 2-26. Response due 2-28. No response untll 32,

*=* 031272008 07:47 PM Email: Meeks, Mike (UTC) << Susan Hunick
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. Mike Meeks

In response to Complaint 102810 for Bill & Becky Helin

Please find attached the letter sent out to all Local Service Customers with
WTI, LLC. WTI| was notified on 02/26/2008 that Bill & Becky Helin had lost their
~ Dial Tone Service. WT| was able to obtain a contact at Qwest to restore Dial
Tone Service for those customers that did not respond to our letter of notice.
WTI submitted the restoral information to Qwest on

02/26/2008 for Bill & Becky Helin and it is our understanding thelr Dial Tone
service has been.resfored. If their Dial Tone Service has not been restore
please have them contact our Restoral Toll Free Customer Service Number -
1-866-508-1152 and we will do everything we can to get Qwest to restore their
_Dlal Tone Service.

Susan Hunich

03N 3!2008 08:22 AM Email: Mike Meeks >> WTI
. Susan:
. I have closed the complamt wuth 9 violations of WAC 480- 120-166(6) for late

- response.

Thanks,

Mike Meeks

" Consumer Program Specialist _

Washmgton Ufilities and Transportauon Commlssmn

’Ig' 03/18/2008 01:57 PM Emall ‘Meeks, Mike (UTG} << Hoyt, Sheri (UTC)

- Hi Mlke.

Could you please re-check your violation count on the above referenced

" complaint? The complaint was passed on 2/26/08, therefore, | believe it would

- be due by 5pm on 2/28/08. You've stated it was due 2/29/08 and recorded ¢
violations. | believe it should be 10 violations. What do you think?

- Thanks,
Sheri

‘:' 103/18/2008 03:49 PM Email: Mike Meeks >> shunich

" Susan:

I made a mistake in the number of vlolatlons that were alleged. The
- actual number of violations is 10. | opened the complaint on Feb. 26.
The complaint response was due on Feb. 28. 1did not receive a response
untit March 12. | apologize for the previous mis-information. '

";‘ 04!0312008 09:40 AM Violation 430-120 083(2) -
Es

Customer notice was not timely. Notice date is exactly 30 days prlor to the discontinuance of ser\nce Did -
- -not aliow for delwery tlme . _ .
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’;’ 04/03/2008 10:28 AM Violation: 480-120-083(4)(d) -

B

Company provided no ewdence of prov:dmg a second notice or making phone contact with customer per
rule.

=¥ (4/03/2008 10:38 AM Email: Mike Meeks >> shunich
.
Susan;

| have ccrrected the notation of the violations:

After review, violations are required for improper noticing of the
customer about the cessation of service. The violations are: _
480-120-147(2) for not allowing the required time for notice to the
_customers of the cessation of service

480-120-147(4)(D} for not prcvrdlng second notice or phone contact
with the customer.

Sincerely,

Mike Meeks

" ConsumerProgram Specialist

Washington Utilities and Transpcrtatlcn Commission

* 04/03/2008 01:32 PM -Email: Mike Meeks >> shunich
Susan :

The appropriate violation is 480-120-083(2) and 480- 120-083(4)(]3)(!)(“)
Sorry for the confusion.

. Mike

*.** 08/06/2008 01:06 PM Email: Mike Meeks >> shunich; shunich; ASAP; F.rycha'rd
= ' ‘ '
Susan:

I have corrected the notat|on of the v:olatlons to reflect the correct
‘ ,WAC S,

“After review, violations are required for improper noticing of the
customer about the cessation of service, The violations are:

' . 480-120-147(2) for not allowing the required time for notice to the N
- . customers of the cessation of service

480-120-147(4){D) for not prowcilng second notlce or phcne ccntact
with the customer. :

. Sincerely,

Mike Meeks

Consumer Program Spemahst :

Washington Utilities and Transportation Commission

‘:‘ 08/06/2008 01:53 PM Email: Mike Meeks >> shunich; shu_riich; ASAP; Frychard
) ' B
Susan:

Hopefully this is the last mtstake I make in adwsmg you of the
. violaticns. The violations on this complaint are:

480-120-166(6)
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10 violations - passed complaint on, 2-26. Response due 2-28. No response ,
untit 3-12

-

480-120-083(2)
.1 violation - For not allowing the reqmred time for notice to the
. customers of the cessation of semqe .

480- 120~083(4)(d)
1 violation for not providing second notice or phone contact with the
customer .

;* 10/22/2008 01:39 PM Action: Sheri Hoyt
& e .

During a review of this complaint during a WTI :nvestrgatlon | am conducting,
counsel advised an erfor was made.in changing the violation count for WAC
480-120-166 from nine to ten. Upon review of the complaint, | agreed. The ‘
complaint was passed on February 26, 2008, due February 29, 2008. The response
was received after close of business on March 12, 2008, The correct count of

the violation was nine as originally recorded, therefore the count has been
changed to reflect nine wofatsons '
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_ Washington UTC Complaint 102917
. Company: WTI, LLC ‘

Customer: Account# '

~ Radiance Herbs & Massage
Contact: Karen Olsen

"~ 113 - 5th Ave
Olympia, WA 98501

_ Primary Phone: (360) 3567-5275
. Secondary: 360-791-7273 cell

Complaint: 102917 ‘ Serviced loy: Nancy Paulson
" Opened oa: 02/26/2008 . Grouped by: Disconnect
-Closed on: 03/05/2008 Disposition: Company upheld

Descrig- fion:
.
.. 8EE. Qwest Inquiry 102927

: Customers service was dlsconnect this morning. She received no notice. | am trying to expedlte service

with Qwest, as it told her 7 -10 days. Dld you nofice this customer? Are you worklng with Qwest to
expedite service? .

" Passed as Urgent, 2/26/08 @ 4:00.

* Results: -
'WTI sent notice to customers January 10, 2008.

: ,Nme violations issued for late response.

Actwl

Actlw’ty Links

N ;* 02/26/2008 04 01 PM Email: Nancy Paulson >> mmelendez, shumcthT 1.
B
Passing new complaint. See complaint descriptlon for details. Thank you (forwarded complaint
description).

.- b 03!03!2008 02: 15 PM Action: Nancy Paulson

Actlwty

O 02/27/2008 11:16 AM Action: Nancy Paulson
w*% (0212612008 03:22 PM - Email::Nancy Paulson >> 1QWEST COMPLAINTS
Good Afternoon; This is not a complaint against Qwest. | am simply trying to

_ expedite customer's service, if possible. See complaint description:

' Thank yoil. (forwarded complaint- descrlption)

Saind 02/26/2008 04:02 PM Email: Nancy Paulson << Kathy Cortright/Qwest

"~ Nancy,

" | will be out of the office tomorrow, however wrll be checking my voice mail-

~ and email. i placed ah urgent call to the Winback center to determine if this
can be escalated and will let you know {oh yes | am also the handler on.this
complaint) .
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x 02/27/2008 09:39 AM Phone: Nancy Pauison »> customer
Called customer to let her know that Qwest was trying to escalate her service.
order. Customer said that 360-357-5275 had outgoing capability but not
incoming. She said she had fwo main lines that didn't work at alk: 360-352-5250
and 360-352-9470. | said 1 would notsfy Qwest right away.

0212772008 10: 01 AM Email: Nancy Paulson >> Kathy Cortwrlght

Customer said that 360-357-5275 has outgozng capability but not incoming. She -
said she has two main lines that are out of service 360-352-5250 and
360-352-2470. Thanks Kathy!

w 02/27/2008 11:18 AM Phone Nancy Paulson << Kathy Cortrlghtleest
Kathy said order will complete today.

W 02127/2008 11:19 AM Phone: Nancy Paulson >> customer
Let customer know that order will complete today. Will verify later before
_closing.

** )2/28/2008 02:15 PM Phone: Nancy Paulson >> customer

Called customer to verify if lines were transferred. She said everything was
working, except for one problem on a 'hidden' line she didn't realize she had.

She called Malcolm at Qwest and he is addressing that issue. She thanked me for
my assistance. Closing the inquiry.

% (2/28/2008 02: 28 PM Email: Nancy Paulson >> Kathy Cortwright
e Thank you Kathy. Customer is very happy This inquiry is closed.

' ;‘ 03/05/2008 12:58 PM Violation: 430-120 166(6) - -

& .
WAC 480-120- 166(6) Commission-referred complaints. (8) Unless another time is specnﬁed in this rule or
unless commission staff specifies a later date, the company must report its results of its investigation of
serwce«affectlng informal complaints to commission staff within two business days from the date
commission staff passes the complaint to the company

o 03[0512008 01:38 PM Emall Nancy Paulson >> shunic'h- mmelendez
bam recordmg four violations of WAC 480- 120-166(6) for failure to respond o

.a service-affecting complaint within two business days. Comptlaint emailed to

" company 2/26/08, response due 2/28/08. To date, no response (forwarded above
. violation).

;" 03}'05!2008 03:40 PM Email Nancy Paulson >> shunich; mmelendez
B

"~ [ closed this complaint in error. itis now re- opened. | wil contlnue to record datly violations untll i recewe a

response Thank you.

e 03!12!2008 10:14 AM Email' Nanoy Paulson >> ASAP/WTI
B

Good Morning: | passed this complamt 2/26/08 and have no recelved aresponse. | wili be assessmg daily
. violations until WTI responds, . _
Thank you. (sent entire complaint record)

~
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% 03/12/2008 11:31 AM Violation: 480-120-166(6) -

WAC 480-120- 166(6) Commission-referred complaints. {6) Unless another time is spectﬁed in this rule or
unless commission staff specifies a later date, the company must réport its results of its investigation of
sewlce-affectlng informal complaints to commission staff within two business days from the date

: commsssmn staff passes the compialnt to the company.

o 03/12/2008 12:01 PM Emall: Nancy Paulson >> ASAP .

I am recording five additional violations of WAC 480-120- 166(6) for faifure to respond to a

* service-affecting complaint within two business

days. Complaint emailed to company 2/26/08, response due 2/28/08. To date, no response These f ive

. violations are for non-response March 5-11.
" Previously | sent you the notation that this complaint was closed. That was an error. The complaint is

open: (forwarded above v:olatmns)

vx 0312/2008 05:28 PM Email: Paulson, Nancy (UTC) << Fred Rychard

Nancy.
I'm sorry for the delay in responding. On January 10, 2008 WTI had sent out

‘lefters to all of their dial tone customers who are in the argas that Qwest
services to let them know that WT1 will cease offering local dial tone service

to them as of February 10, 2008. We asked them to please contact us ASAP, and
that we will help with the process of converttng their local servige to another

.provider.

The customers that did not coritact WTI or Qwest themselves to move their

~ service were shut off. I'm sure there were some customers who just tossed out
. the letter without even opehing it.
- WTI will help the customers in any way we can with getting their service
- reinstated with ancther carrier if they contact us. '
‘. Please let us know if you need any other information.
. Sincerely, ,

WTI, LLC

";* 03!14!2008 04:59 PM Emait: Nancy Paulson »> Fred Rychard [frychard
S B3

Thank you. Customer obtalned service with another carrier. This complalnt Is now closed Please note that

~the UTC Consumer Affairs Section has an

internal quality review program and all closed corﬁpiamts are sub;ect to poss:bie review and/or re-o pemng

".** 07!31!2008 04:31.PM Violatlon 480- 120-083(2)(0) -
- B

No telecommumcatlons company may cease the provision of any te!ecommunlcatlons service in all or any

" portion of the state unless it first provides writien notice to the following persens at least 30 days in

advance of cessation of sérvice: {c) Each of its customers, including customers that are

; telecommumcatlons companies.

7'."*** 07.‘31!2008 04:38 PM Email: Nancy Paulson >> frychard

.
*Upon further review, | am recording a wolatton of WAC 480-120- 083(2)(0) for failure to notlfy each .

customer, mcludmg customers that are telecommunjcatlons companres of cessatlon of services.
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Washington UTC Complaint | _ N 102918
'Comgany:' WTI, LLC A

Customer: Account# 1500010217-0000

Custom Mortgage
Contact: Robin Wood-Yourit
15019 Meridian E, A1

- Puyallup, WA 98375

. -Primary Phone: (263) 770-7911
Secondary: 263-906-1797 Cell

- Complaint: 102918 - Serviced by: Suzanne Stillwell
Opened on: 02/26/2008 . -Grouped by: Disconnect ‘
Cloged on: 03/28/2008 Disposition: Consumer upheld

Description;

'313 customer escalated complaint. -

: Customer's phone lines were disconnect today without notice. Customer called Qwest and it sald it cannot
do anything as WT! will not release the lines. Custom Mortgage s lines: Custom Mortgage—Home

- Office )
Acct#1500010217-0000 Acct#1500070723—0000

15018 Meridian EA1 19002 34th Ave E
Puyallup, WA 98375 Tacoma, WA 98446

253-770-7911 253-846-1770
. 253-770-7582. 253-875-8088
253-846-7582 : - 253-875-7727
. .283-770-7704 ' C .
888-770-7911
- BT7-TTO-7911

800-561-8408

“Credit Mitigation Services -
" 1500010295-0000
- 15019 Meridian E A-2

. Puyallup, WA 98375
253-770-7868
253-770-7872

, 'Customer wants to know what WTI is domg to transfer all Imes to Qwest immedlately : o
U RGENT complaint passed to company. 2/26/08 @ 4.45pm., |

. Resutts:
" Customer's lines are all In working order at thls time. . ' =

Acttw

Actlwty Links-
e 02126/2008 04 48 PM Email: Nancy Paulson >> kjones, shunich; mmelendez

Good Afternoon: Passmg new complaint. See detalls in complalnt descnptlon below Was customer
~ nhoticed? How and whan? (forwarded descrlptlon)

~
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*. 02/20/2008 Action; Nancy Paulson
B _ - -
Activities from an inquiry with Qwest between 2/26 and 2/2¢.

= 02/26/2008 04:56 PM Eméil: Nancy Paulson >> QWEST COMPLAINTS
Good Afternoon: Is there anything you can do to expedite service? See
description below. This is not a complaint against Qwest. Thank you! (forwarded

- . complaint description).

e 02/27/2008 11:18 AM Phone: Nancy Paulson << Kathy Cortwright/Qwest
Kathy said order will complete sometime today. : '

¥ ()2/27/2008 11:19 AM Voice Mail: Nancy Paulson >> cuétomer .
Left voice mail on cell phone. Order will complete some today. Will check back
with her before closing. -

.= 0227/2008 04:15 PM Email: Nancy Paulson << Steve Oxnevad/Qwest

- Nancy--an update--the four local business lines under Custom Mortgage inc, main
biling number 253-770-7911, has been set up under service order NOG980369, due
date today 2/27/08. No tech visit needed. The three toll free numbers shown are
apparently still active in the system under WT!. The customer will need to
arrange for change of responsibility (resporg forms) with Qwest or their
carrier of cholce. . ‘ -

‘The customer contact, Heidi, also requested a winback of the two local linas
for Credit Mitigation Services, under 253-770-7868. Qur winback group is
reviewing the service order information and we're awaiting its release with
assigned due date. No tech visit should be necessary. '

Regarding the three lines at 18002 34th Ave E in Tacoma, they apparently are
residential in nature under Robbin Wood-Yount. No winback or service order
activity has been requested as of yet. The customer should again contact Qwest
or provider of choice. )

We'll keep you posted. Let us know If you have any questions.

wor 02/27/2008 04:23 PM Email: Nancy Paulson >> Steve Oxnevad

Thank you Steve. I'm not clear why the customer must contact Qwest again onthe

residential fines. | {hink all lines were affected by the WT! disconnect,

- (00127/2008 04:36 PM Email: Nancy Paulson << Steve Oxnevad
.Nancy--each of the two business accounts had a WTI disconnect order associated

with it, as welf as the Qwest business winback order, I'm toid the three '

residence lines were billed individually and each had its own WTi disconnect.

. The contact person, Heidi, spoke with the small business group but apparently

- not with the residence business office. its best they at least call and inquire.

ek (02/28/2008 10:15 AM Phone: Nancy Paulson >> customer

Called to ensure Custom Morigage's lines are working properly. She said that
_ ~the fax line is not, 253-770-7704. It and 253-770-4835 need to be 'swapped

oul'. | advised her that the three toll-free lines are still running under WTI. -
She must call Qwest to request a change of responsibility (resporg forms). |
said | would contact Qwest fo find out what those forms are but | wanted to
call her first with the next procedure. She must call Qwest to do a service:
order on the three residential lines. She wanted to know what the UTC is doing
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~ to shut down WTI. | said that our telco staff is working on the WTI iséue. She
wanted to speak with one of the analysts. John Cupp was not available so |.
conferenced her in with Sharyn Bate, and | dropped off the line.

**.*_02128!2008 40:32 AM Email: Nancy Pauison >> Kathy Cortwright
The customer said that the fax line is not working properly, 253-770-7704. It

. and 253-770-4835 need to be 'swapped out’. What is a resporg form, to change

" responsibility on the toll-free lines? Is it something that can be done over
the phone? She said she will call but wants to know exactly what respcrg is. -
She will call Qwest to do a service order on the three residential lines. Any
due date yet on the Credit Mitigation Services lines?

= 02/28/2008 11:33 AM Email: Paulson, Nancy (UTC) << Cortwright, Kathy
Steve is checking on the Custom Mortgage lines, generally I would refer that
portion to repair, however the order is not complete yet. | am checking the
credit mitigation orders trying to find the new connect that was in there
yesterday and will let you know. The resporg form is a change of

- responsibility form and yes this can-be done over the phone.

*% 02/28/2008 12:01 PM Email: Nancy Paulson >> customer .
Good Morning.Qwest is checking on the probiems with the fax line and
 253-770-4835. They are also checking on the service ordér for Credit
© Mitigation ‘ R ; :
. Services. The resporg form for the toll-free numbers is a change of
responsibility form and it can be done over the phone. As soon as | have more-
information for you, | will email or call.-

=& (19/20/2008 04:15 PM Email: Paulson, Nancy (UTC) << Cortwright, Kathy

- Nancy, 1 am still waiting for the order on Credit Mitigation Services to go B
back in the system. Hopefuily we will have this resolved by Monday. Iwill
reset my follow up. K

**¥ (2/29/2008 05:07 PM Email: Nancy Paulson >> customer
Good Afiernoon: Qwest just e-mailed me that it is stili waiting for the Credit
‘Mitigation Services lings to go back into the system. Hopefully Qwest will
‘have this rescived by Monday. | will contact you as socn as | have more
information. ’ a

- *.** 03/03/2008 11:46 AM Pl'alone: Suzanne Stillwell << cusfomer'
Customer escalated to supervisor, 30 days ago said she filed a complaint when
she attempted to transfer from WTI to Comcast. WTI had a pic freeze on and
wouldn't remove it. She said she filed a complaint with us. (no complainton
file). . o ‘

- By Friday, 2/22, she called us again, talked to Lynda who could notfinda

. complaint and told the customer to call back on Monday-(77). She followed up
_with an emailed complaint. By Tuesday, the phones were dead. Now, its been a
full week without phones. She is very unhappy with our services. She was able
to get some of the lines back up through Qwest, however, there are still 4

lines dead. : : '

- -I. asked her to clarify exactly which lines need reconnection:
. 253-770-7868 Credit Mitigation Services. . _
- 253-846-1770, 253-875-8088, 263-875-7727 business lines at home.
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- In addition to having her lines reinstated; why did this happen; why did it
- take this long? : -

_ 03/03/2008 12:07 PM Email: Suzanne Stiliwell" >> kathy.cortwrightlefest :
Forwarded above activity to Kéthy.

' 03/03/2008 12:12 PM_Phone: Suzanne Sfiliwell >> Kathy/Qwest .
Talked w/Kathy who is very aware of WTI discontinuing local service. She
believes there are about 900 customers affected. Will get right on this and let
. me know the status. All lines are up except the Credit Mitigation Services
lines. Also, | gave her customer's cell phone if they need to call regarding -
installation. , ' ‘

03/04/2008 62:49 PM Emall; Stillwell, Suzanne {UTC) << Cortwright, Kathy
| wanted to get back with you today to advise that | had Robbin in touch with
- both the Business winback center as well residential yesterday, 3/3/2008 inan
effort to provide service for Credit Mitigation services. - .
There is only one order pending waiting for a Third Party Verification on
- 253-848-1770, the other three numbers are due fo go in today. We had a very
difficult time ©ringing our customer to resolution as she strongly feels that
“Qwest should have had a process in place should an incident similar to this
~oceur. Ms. Young was equally unhappy with our credit verification process to
. the point that she threatened at the end of-our cali with residential yesterday
- to take her services elsewhere. | advised that credit checks and customer
" information validation was to protect her privacy apologizing for any .
" “misunderstanding or inconvenience that this has caused to her. 1 will follow
up on 3/7/2008 to advise that all services are in place and that | have
answered all of our customer's conicerns. Thank you for your patience.

i ;* 03/04/2008 02:55 PM Email: Stillwell, Suianne {UTC) >> Cortwright, Kathy
-Thanks, Kathy. | will look forward to hearing from you on Friday, 3/7.

*; 03/07/2008 11:40 AM Email: Stiliweil, Suzanne (UTC). << Cortwright, Kath
B ' : ' _
‘There is still one order pending and due today for 253-846-1770. Ali other
© services are in and working. | received a most unusual request from Robbin
.yesterday asking that | locate the original sales person she worked with as she
would like to continue working with that individual. She was given the sales
representatives email address, however it came back as undeliverable. . |
Jimmediately set to finding this person as | feel pretty strongly that ifit .
takes this outstanding representative to make Custom Mortgage happy then | was
going to try and fulfill that request. 1 have had no luck so far however have
. left a message for the training coordinator in Denver fo see if | can locate
"Sunny Romero”. | will set another follow up for the end of next week at which
-time | will bring this complaint to a close assuming that all of Custom
-Mortgage's issues have been resolved, '

‘:’ 03/12/2008 02:05 PM Violation: 430-120-166(6) -
E . ; : i : '
WAC 480-120-166(6) Commission-referred complaints. (6} Unless another time is specified in this rule or
* unless commission staff specifies a later date, the company must report its results of its investigation of
- service-affecting informal complaints to commission staff within two business days from the date
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commission staff passes the complaint to the company.

’;‘ 03/12/2008 02:10 PM Email; Nancy.Paulson >> WTI

I am recording nine violations of WAC 480-120-166(6) for failure to respond to

a service-affecting complaint within two business days. Complaint emailed to
company 2/26/08, response due 2/28/08. To date, no response. {forwarded above
violations). . : o

S5 added two violation counts - company responded on 3/14.

;* 03/13/2008 02:31 PM Email: Suzaﬁne Stillwell >> kathy.cortwright/Qwest
B . : . :
Kathy, can you provide a status to me on this complaint. Thanks, Suzanne

*** 03/13/2008 03:12 PM Email: Stillwell, Suzanne (UTC) << Gortwright, Kathy

] have been communicating directly with Robbin on remaining issues. As of
3/11/2008 | coordinated with one of our technicians and Mr. and Mrs. Young to
correct all remaining service problems at the home office. In speaking with
Robbin today, | leamed there are sfill a few issues that we need to address.

| am working with repair and testing prior to sending a technician back out. 1
will set another follow up for Monday 3/17 to-get back with you.

' ;* 03/14/2008 09:06 AM Email: Stiliwell, Suzanne (UTC) >> Fred/WTI
Fred, | have not had a response to this complaint. Violations wili continue to
acrue untif | hear back from the company. ‘

-".*‘" 03/14/2008 09:30 AM Email: Stiliwell, Suzanne (UTC) << Fred Rychard
Hi Suzanne, | just went and asked Susan Hunich if she had responded fo this
. complaint? She thought that she had, but wil do so right away. Thanks! Fred.

;* 03/14/2008 09:32 AM Emailé Stiliwell, Suzanne (UTC) >> frychard@wtillc.com

. Fred, at this point, the customer has been working with Qwest to get the lines
transferred out, however, | still need a response from the company as t¢ why

the lines wouldn't port, etc. o

. ".** 03/14/2008 09;36 AM Email: Stillwell, Suzanne (UTC) < < Fred Rychard
5 > , 7 ,
" Suzanne, Ok, | forwarded your email to Susan. Thanks

- ‘;‘ 03/14/2008 02:54 PM Email: Stillwell, Suzanne {UTC) << Cortwright, Kathy
! heard back from.our technician as welt Robbin today. | think we are good to.

go. Thetines were'ye-configured once again to meet customer's needs. | have
added features and/or deleted per Robbin's request so | believe this complaint

can be brought to a conclusion. Please let me know if you need any additional

_ information to close, Thank You. ‘ :

** 03/14/2008 02:54 PM Email: Stillwell, Suzanne (UTC) << Fred Rychard

Suzanne, Custom Mortgage was sent the attached {mail marge) letter informing
them that WTI, LLC will no longer be offering Local Service. This lefter was

‘$ent on January 10, 2008 to Custom Mortgage 15019 Meridian Ave #A-2 Puyallup WA
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98375 for each Account (1500010217, 1500070723} and one letter was sent Credit
Mitigaticn Services at 15012 Meridian Ave #A-2 Puyallup WA 98375.

Each of the three above accounts in our system refiects the same address for

the service address and mailing address. The complaint reflects different

service addresses.

. Robin Yount called in on 02/08/2008 and notified WT! 'she had switched her Loca[

.Service on 02/01/2008 on 253-875-7727. Robin had also informed us that she

would not move her service to Qwest that she was. moving her service to COMCAST,

Robin had called in several fimes very upset to the point where she refused to
hang up the phone in order to resolve her problem. Rohin would call in with
Qwest conferenced on the phone and would refuse 1o let us work on her problem
regarding account 1500070723. Robin even called Dick Hunich on his personal
cell phone requesting that Dick take care of her issues. Dick he works for
Shamrock Marketing! Dick told Robin that he was sorry, but he couldn't help

* her. Robin refused to hiang up! Robin had called in one time and stated that

Qwest hung’ up on hej fnd refused to help her.

Rob;n never notified us that she had multiple accounts with dlfferent
. addresses. She cnly notifi ed us regarding account 1500070723.

From what | can tell (mest was re;ectlng the freeze on the fines for
253-875-7727. Itis d!saﬂay understanding that Qwest did release the freeze on
line 263-875-7727; wi wre not notified of the other two lines. We did not

submit any release o the other 2 accounts due to not being notified by the
customer that there wis a problem with the accounts. We had assumed that they
- ‘were moved to COMCAST and/or Qwest. We were not notn‘led to restore service
. through our Qwest contact,

.. In summary I belleve tt e reason there were so many problems with the account
was due to incorrect inf Jrmation from the customer on what accounts were hers
~ and their correct address. ‘

Please let me know whia?; other information you require. Thanks, Fred

C *; 03/21/2008 04:13 PN Phone: Suzanne Stillwell >> customer.
Left detailed message wilia receptionist that I'm following up with Ms. about,
the phone service; and if she has any ofher concerns please call me back.

- ‘;“ 03/28/2008 09:56 AM Email: Stillweil, Suzanne {UTC) >> Fred
.f - . - . ‘ ) ) R

Fred, after reviewing the cdfmplaint details, | will be recording violations of

WAC 480-120-083(4)(c), ﬁ;!d (d) as detailed helow. The written notice does not -

tell the customer how they’ N obtain a refund on any unused portion of their

service. And, it doesn't apgear as if there was a second nofice. The rule says

> the second notice muist corre between 10 to 30 days before cessation of service.

. If this is incorrect, please p ny:de the date, time and outcome of the phone  ~

call that was the company"' ‘;econd notice. Sincerely, Suzanne’ ‘

' WAC 480—120-083(4) The 1itice to customers requxred in subsectlon (2)(0) must

*include: |
{(a) The date telecommur}:ations service will cease,; '
(b} Information on how fal:entact the exiting telecommunications company

by telephone in order to ob‘taw information needed to establish serwce with
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another provider,; )

: (c) An explanation of how customers may receive a refund on any unused

© service. The exnmg teledommunications company must provide information to
consumers via its customer service number outlining the procedure for obtaining
refunds and continue to provide this information for sixty days after the date

of cessation of service. _

- {d) A second notice provided by one of the two options lisied below:

(i) Between ten and thiity days before cessation of service, the exiting
telecommunications company must complete one direct call advising every
customer of the cessation of service, including the date of cessation of
service and a number to call for more information, if necessary. A direct call
means a call in which thé company leaves a recorded voice message for or speaks
cllrectly to the responsible party or its agént on the billing account; or .

(ii) At least ten days before cessation of service, the exiting
telecommunications company- must provide a second written notice of cessation of
service including the date of cessation of service and a number to call for.

‘more mformatlon if necessary,

;* 03!28!2008 09:59 AM Vlolation 480-120- 083(4)(c)

B _

_ “The written notice does not tell the customer how they can obfain a. refund on any unused portion of thelr
service. ‘ _

;‘ 03/28/2008 10:00 AM Vlolatiorl -480- 120-083(4)(d) -
B

 “Failedto provide secondard notice of pending dlsconnectqen

e 07!31!2008 04: 33 PM Vlolatlon 480-120- 033(2)(0) -

_ No telecommunications company niay cease the provision of any telecommunlcatlons service in all or any

* portion of the state unless it first provides written notice to the following persons at least 30 days in

advance of cessation of service; (c) Each of its customers, mcludlng customers that are
tefecommumcatlons companles

*."* 07/31/2008 04:40 PM. Email: Nancy Paulson > frychard

E

--Upon further review, | am recordmg a violation of WAC 480-120- 083(2)(0) for failure to notify each
cusiomer lnc!ud:ng customers that are telecommunications compan:es of cessatlon of services.
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‘Washington UTC Complaint R . 102922
Company: WTI, LLG

Customer: Account#

“Jack Westerman
Contact: Charlen wife -
1452 Lincloin Steet
Port Townsend, WA 98368

Primary Phone: (360) 385-2809
Secondary: 360-301-3324 call
~E-mail addr: c_wes_terman_@hotmail,com

Complaint: ‘102922 . Se;vicea by Mike Meeks
. Opened on: 02/27/2008 Grouped by: Disconnect
_ Closed on:. 03/13/2008 - Dlspos:.t:l.on Consumer upheld

Description:
Customer says that service is disconnected. Says that she got no prior notice. Wants service restored to

Qwest via port. Says that WTI has stopped prowdlng serwce Can.Qwaest port this number. Passed to
WTI with cc to Qwest at 9 57am on 2-27 :

Resuits:
Qwest restored serwce through port on 3-4.

. Aclivi

Actmty Links
' ’: 0272712008 09:59 AM Email: Mike Meeks >> shumch

Es

wmmnn Forwarded by Mike MeeksNVUTC on 02!27!2008 09 58 AM =--—
. Washington UTC Comp!alnt
- 102922 ‘

Company: WTI LLC

*‘*" 02!28!2003 04:15. PM Emall Meeks Mlke {UTC} << Cortwright Kathy
it

2/28/2008

- Mike, :
"RE: (360) 385-2809 -

Please ask Mr. Westerman to accept my sincere apology for any inconvenience,

related to the provisioning of his service with Qwest.

The former WTI accounts are resold accounts and as long as they are
~ disconnected with WTI, it is simply a matter of Qwest writing a new connect
" order to place customner back in service once again. 1am working on & process
with our Winback center to get our WTI customers service reconnected. The
details have not been totally worked out as yet. | will set a follow up for
tomorrow to get back with you. Thank you for your patience.

: *.** 02/29/2008 09:28 AM Phone: Roger Kouchi << E.onsumer '




Wanted status. 1 agreed fo go to Qwest to check to see what they are domg to
‘get this consumer's service on, :

| ;" 02/29/2008 09:30 AM Email: Roger Kouchi >> gqwest
B , . ' ‘
- Qwest - Consumer wanted status. | agreed to follow up for Mike Meeks. Please
7 respond to Mike Meeks on what Qwest | rs doing to install service for this
consumer. Thank you.

_ ’;‘ 02!29!2008 10: 26 AM Email: Kouchi, Roger (UTC) << Cortwrlght Kathy.
- Please ask Mr. Westerman to accept my sincere apology for any mconvamence .
~ related to the prows:on:ng of his servlce with Qwest.

" . 'The former WT| accounts _are resold accounts and as long as they are
disconnected with WTI, it Is simply a matter of Qwest writing a new connect
order fo place customer back in service once again. | am working on a process
- with our Winback center to get our WTl customers service reconnected. The
details have not been totally worked out as yet. | will set a follow up for
fomorrow to get back with you, Thank you for your patience

Incrdenta!ly, customer does not need to wait for me fo work a process
he can call our [ocal business office at 800-244-1111.

*.** 03/04/2008 09:51 AM Emall: Meeks, Mike (UTC) << Cortwright, Kathy
B - - . .

. 3/4/2008
Mike, '

- Service will be in and working for Mr. Westerman today, 3/4/2008. Iworked
through sefting up the order with our business office yesterday and with Mrs.
‘Westerman on line. Please let me know if you need any cianfrcatlon or

. additional information to close this inquiry. Thank = -

You.

*.** 03!12!2008 01 18 PM Violation: 480-120-166(6)
&
_spassed complalnt on Feb. 27 response due on Feb. 28. Response recerved on- March 12.

;* 03!12:‘2008 07:41.PM Emarl. Meeks, Mike (UTC) << Susan Humch
. Mike Meeks

In response to Complaint 102922 for Jack & Char[en Weaterrnan

: Piease find. attached the letter sent out to all Local Service Customers with

" WTI, LLC. WTI was notified on 02/27/2008 that Jack & Charlen Westerman had Igst
therr Dial Tone Service. WTI was able to obtain a contact at Qwest to restore .

- Dial Tone Service for those customers that did not respond te our letter of
notice. WTI submitted the restoral information to Qweston
02/27/2008 for Jack & Charlen Westerman and it is our’ understandrng their Dlal

" Tone service has been restored, If their Dial Tone Service has not been restore

piease have them contact our Restoral Toll Free Customer Service Number
1-866-508-1152 and we will do everythrng we can to get Qwest to restore thelr

Diai Tone Service. o
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Susan Hunich
Customer Service Manager
-~ WTI, LLC
‘ 425-949-0053

*** (3/13/2008 08:26 AM Email: Mike Meeks >> WT!

. .

_ Hl Susan: '

I've closed this oomplalnt with 8 wolatlons of WAC 480 120-166(6) for'late .
response.

Thanks,

Mike Meeks

‘Consumer Program Speclatlst ‘ '

Washington Utilities and Transportatlon Comm:ssu)n

*.** 03/13/2008 08:28 AM Emalt Mlke Meeks b Customer :
B .
~ Did Qwest. restore your service on 3-47 | have notes from Qwest md:oatmg that
" is what happened Please advise.

- Thanks,

Mike Meeks.
- Consumer Program Spemahst :

‘Washington Utilittes and Transportation Commission

' ‘: 04!03‘!2008 10:40 AM Violation:-480-1 20-083(2) -

B .
© Customer notlce was not tlme!y Notice date is exacily 30 days prlor to the discontinuance of ser\nce .
Did not allow for delivery time. . . '

X *.“ 04/03/2008 10:40 AM Violatlon"dso 120-083(4}{d)

)
.- Company provided no evidence of prowd:ng a second notlce or makmg phone contact with customer per
’ rufe

*.** 04/03/2008 01:35 PM Email: Mike Meeks >> shunich
B - ‘ . .

" Susan:

After review, v:otahons are reqwred for improper noticing of the
customer about the cessation of service. The violations are:

" '480-120-083(2) for not allowing the required t|me for notice to the

-customeérs of the cessation of service

'480-120-083(4)(D) for not providing second notlce or phone contaot
- with the customer.

Sincerely,

Mike Meeks

‘Consumer Program Specialist- _
-Washington Utilities and Transportation Commission

** 08/06/2008 01:08 PM Email: Mike Meeks >> shunich; shunich; ASAP; Frychard

 Susan: ' '
Again I have updated the wolatlons to reflect the properCItatlon

Susan;

After review, violations are reqmred for improper notlcang of the
customer about the cessation of service. The violations are:

5]




480-120-083(2) for not allowing the required time for notice to the
. customers of the cessation of service
480-120-083(4)(D) for not providing second notlce or phone contact:
with the customer. .
- Sincerely,
Mike Meeks
Consumer Program Specialist
Washington Ulilities and Transportatlon Commlssmn
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Washington UTC Complaint 102924
Company:. WTI, LLC |

Customer. Account#

Frances and Martin Neville
. Contact: Sher] Coker

142 Literal Road

Chehalis, WA 98532

~ Primary Phone: (360) 262-0154
Secondary:.360-262-0240 Sheri .

K Cor_nplaint: 102924 : Serviced by: Nancy‘ Paulson
Opened omn: 02/27/2008 ‘Grouped by: Disconnect
Closed on: 03/14/2 008 Disposition: Company upheld

Descripfion:
,
See Qwest Inquiry 102937

- Customer was disconnected without notice, 2/26/08. Customer called Qwest and was told she would be
" assigned a new number. Customer did not proceed with the Qwest order. This has been her phone
number for 25 years and she wants to reta;n it. Both customers are elderly and need a phone

_ .Results
WTI sent customer notice on January 10, 2008

'Eight violations noted for late response.

Actrwt\,g

* Activity Links
*** 02/27/2008 10:29 AM Email: Nancy Paulson >> mmelendez, shunich/WT !

- Passing new complaint.Customers need transfer of service to Qwest expedited, and to retain same phone
number. WTI, was notice given?
Response due by 5pm, 2/29/08. Thank you. (forwarded complaint description).

| *.** 02/28/2008 08:30 AM Voice Mat! Nancy Paulson << customer's ﬁaughtel'
B
Caﬂed for update.

' ’: 02/28/2008 12:14 PM Email: Nancy Pauison >> Kathy Cortwrtght
B

. a Qwest service order because she was
* - told her humber would be changed: | realize she must call Qwest fo start the process but how can she

. retain her- number?ThanksI

it 02!28!2008 12:52 PM Phone Nancy Paulson »> cusfomer's daughter '
'
Exp!a:ned that her mom must call in to order service: However, Qwest & | are
working on how best to accomplish this so that her current number is retained.
l-am calling my Qwest contact at 1:30 pm today to get the process in place. l
wilf call her back She thanked me. .

1 meant to cc' you on thrs one yesterday. | drdn‘t soa separate inguiry. Apparently the customer dld notdo A
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’;‘ 02/28/2008 04:30 PM Email: Pauison, Nancy (UTC) << Cortwright, Kathy
B . :

2/28/2008

Nancy, - e

Re: 360-262-0154 : :
There is no reason why customer should not be able fo retain her number.

- | called to talk to Sheri to see if | couldn't at least get an order written

_and then we can take care of the third party verifications and such later. Her

~ daughter took my message and will get back to me hopefully today. With any -

“luck we will have an in house process tomorrow to help these customer’s out in .
a more expeditious manner. : - : S

This communication is the property of Qwest and may contain confidential or
privileged information. Unauthorized use of this communication is strictly
prohibited and may be unlawful: " If you have received this communication in
error, please immediately notify the sender by reply e-mail and destroy alf .
copies of the communication and any attachments, -

*.** 03/04/2008 09:38 AM Email: Paulson, Nancy (UTC} << Cortwright, Kathy
B : i

. 3/4/2008

- Good Morning Nancy, i ' i : o
I worked with Mr. and Mrs. Neville's daughter, Sheri, fo get their service back
in and working yesterday. - :
Please let me know if you need any additional information o close this
inquiry. Thank You. ‘ : '

‘ ;" 03/05/2008 02:30 PM Phone: Nancy Paulson >> customer
Verified with customer's daughter that service was restored 3/3/08. it was. She
‘thanked me. . T '

| 03!_12!2003 10:17 AM Ehail: Nancy Paulson >> ASAP; shunich/WTI
Good Morning: | passed this complaint 2/27/08 and have no received a response. | will be assessing daily
- "violations until WTI responds. : :

Thank you: (sent entire complaint record).

;* 0311212008 12-:12 PM Violation: 480-120-166(6) -
B

unless commission staff specifies a later date, the company must report its results of its investigation of
service-affecting informal complaints to commission staff within two business days from the date -
commission staff passes the complaint to the company. B - o

' ';' 03/12/2008 12:23 PM Email: Nancy Paulson >> ASAP/WTI
% . . : '. . ) . - . ) R
. .1 am recording eight violations of WAC 480-120-166(6) for failure to respond to a service-affecting ,
. complaint within two business days. Complaint emailed to company 2/27/08, response dug 2/29/08. To
. date, no response. These eight violations cover 2/29, 3/3,3/4,3/5,3/6,3/7,3/10,3/11.0n 3/5/08 | recorded
- four violations. However, | issued an incorrect number of violations as I had the wrong date that | passed

‘WAGC 480-120-166(6) Commission-referred complaints. (6) Unless another time Is specified in this rufe or - -
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: ‘the complamt to WTI Piease dlsregard those entries. The dates are now correct and al the violations are.
included in this email. Thank you. (forwarded above viclations).

;* 03!12!20‘08 05:49 PM Email: _Paulson, Nancy {UTC) << Fred Rychard/WTI
B

Nancy,

I'm sorry for the delay in responding. On Janualy 10, 2008 WTI had sent out
- letters to all of their dial tone customers who are in the areas that Qwest

" services to let them know that WTI will cease offering local dial tone service .

to them as of February 10, 2008. We asked them fo please contact us ASAP, and
that we will help with the process of converting their local service to another
provider.This customer did not contact WTI until after their service was shut

* off. The customer called WTI on February 28, 2008, they left a message stating
~ they wanted their service reinstated, but did not leave a contact number to
call back on? Qwest was not able to contact the customer to restore their
. service.Please let us know if you need any other information.
Smcerely,
WTI, LLC

;‘ 03/14/2008 05:02 PM Email: Nancy Paulson >>. Fred Rychard [frychard ‘

B .

“Thank you. Customer obtained service wuth another carner This complaint is now ciosed Please note that
the UTC Consumer Affairs Section has an

“internal quality review program and ali closed complaints are subject to possmle review and/or re-openlng '

' "."" 0713112008 04:34 PM Vlolatlon 480- 120-083(2)(c) -
B

pertion of the state unless it first provides written notice to the following persons at least 30 days in
advance of cessation of service: (c) Each of its customers, mcluding customers that are
telecommunications compames

;* 07!31!2008 04:35 PM Emall Nancy Paulson >> Fred Rychard [frychard

B

Upon further review, | am recording a v:olatlon of WAC 480- 120-083(2)(c) for fallure to notify each
customer, including customers that are telecommunications compames of cessation of services.

No telecommunications company may cease the provision of any telecommunications service in a1| or any
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" Washington UTC Complaint o - 102970
* Company: WTI,LLC '

" Customer: Account#

Edith Preston
Contact:
. 101 Sherwoed Rd.

. Sequim, WA 98382

Primary Phone: {360) 683-1914

Complaint: 102970 .  Serviced by: Gail Griffin-Wallace
.Qpened on: 02/23/2008 . Grouped by: Disconnect
Closed or: 03/17/2008 Disposition: Company upheld

g Descrigti_oh:
- )
Customer says she was disconnected without notice and then told WTI was no Ionger provndlng local
- service. Customr made advance payment for service . |

, When dld WTI provide not:ce to UTC it would cease local service in Washlngton'?
" When was notice sent to customers? Provide copy.
When will overpayment check be issued'?_Amount?

passed to wti via email 33 @ 7:45am
your response to this service affecting complaint i IS due by close of business 3/5/08

Results:

Company prowded notice to its customers by mail. Copy was provxded Customer however did not
" receive. A violation was recorded for failure to respond timely.
* Activi '

Actavuty Links
. ;* 03/03/2008 07: 43 AM Emall Gail Griﬁm-Wallace > shumch
B

Washington UTC Complamt

102970

. Company: WTI, LLC
‘Customer:  Account#

Edith Preston
Contact:
101 Sherweod Rd

.~ Sequim, WA 98382 © - '
Primary Phone: (360) 683-1914

Complaint: 102970 Serviced by: Gail Griffin-Wallace
Opened on: 02/29/2008 Grouped by: Disconnect

Description:-

U, Customer says she was diseennected,without notice and then told -WTI,wes no
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" longer providing local service Customr made advance payment for service . -

When did WTI prowde notice to UTC it would cease local service in
Washington? :

When was notice sent fo customers'? Provide copy.

, When will overpayment check be issued? Amount?

passed to wii via email 3/4 @ 7:45am
your response to this service affectmg complalnt is due by close of
business 3/5/08 :

Actlwty.

: ;* 03/03/2008 07:48 AM Email: Gail Griffin-Wallace >> mmelendez.

&

----- Forwarded by Gall anfm-WaIlaceNVUTC on 03!03!2008 07 46 AM ——
Washington UTC Complaint

102970 ‘

- “Company: WTI, LLC )
Customer: * Account#
Edith Preston
Contact: .
© 101 Sherwood Rd.
Sequim, WA 98382
Primary Phone: (360) 683-1914 -

. Complaint; 102970 Serviced by; Gail Griffin-Wallace

- Opened on: 02/29/2008 Grouped by: Disconnéct

~ Descriptiori:

Customer says she was disconnected withouf notice and then told WTI was no
" fonger providing local service. Customr made advance payment for service .

" When did WT! provide notice to UTC it wou!d cease local service in -
Washington? " :

 When was notice sent to customers? Prowde copy.

© When will overpayment check be issued? Amount?

: passed to wii via emall 3/4 @ 7:45am
" “your response to this service affecting complalnt is due. by close of
. business 3/5[08 .

- Activity:
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: *’f* 03/07/2008 09:33 AM _Email: Gail G!jitfin—Wallace >> Marcos Melendez -

WTI:

_This service affectmg complarnt was passed to you on March 3, 2008. The due
date for the inftial response was by close of business March 6, 2008. | have
not received your resporise. | am recording a violation of WAC 480-120-166(6)

WAC 480-120-166
. Commission-referred complarnts
" (8) Unless ancther time is specified in this rule or unless commission staff
specifies a later date, the company must report the resulits of its

L investigation of servrce-affectmg informal complalnts to commission staff

within two business days from the date commission staff passes the complaint to
the company. Service-affecting comp!amts include, but are net limited to, '
nonfunctioning or impaired services (i.e., disconnected services or those.not
- functioning properiy)

- Your response is due imimediately. Addmonal violations wil be recorded for .
each day your response is delayed. Please contact me if you have guestions.

;" 03/07/2008 09:46 AM Vlolatlun 480 -120-166(6) -
B _ .
. (6) Unless another time is specifled in this rule or unless commission staff specrfles a later date the

- "company must report the results of its investigation of service-affecting informal cemplalnts to commission -
staff within two business days from the date.commission staff passes the complaint to the company
Service-affacting complamts inciude, but are not limited to, nonfunctioning or |mpa|red services (i.e,
disconnected services or those not functlonmg properly) .

: Complalnt was passed on 3/3/08 and due by c!ose of busmess 3/5/08. No response recewed as.of thls
date

*.** 03/07/2008 10:19 AM Email: Griffin-Wallace, Gail (UTC) << Marcos Melendez
. Gail please copy shunich@wtillc.com on all emails also include ASAP@wtlIEc com

on these emails too.

Is there a formal process to inform the UTC of these emall changes‘? .

_| did not receive the complaint dated 3!3 - that is why we heed to have emalis

sent to these other to address {oo.

Also | am not the peint person for cemp[a:nts 1 have just been forwardlng them

on to Susan Hl.mlch

_'We wrll respend to thls and the last one I got asap.
FYI

WTI informed all of its customers of it the dial tone change by letter and a
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phone call,
Thanks
MM

»x 03/67/2008 10:57 AM Email: anf‘n-WaIIace, Gali (UTC) > mmelendez@wtlllc com';
shumch@wttllc com'; ‘asap@wtillc.com’

Marcos, - -

We have updated our records. Please provide a copy of the letter sent to your

- customers and well as the date of the phone attempt and the results.

"~ Thank you .

Gail

_':* 03/11/2008 09:44 Al\i! Email; Gail Griffin-Wallace >> Suéan Hunich -
= < . .
Susan,
| have still not received a response for this complaint.
_Gail

;“ 03/12/2008 06:57 PM Email: Griffin-Wallace, -Gail (UTCG) << Susan Hunich

©LGalil -

~ In response to Complaint 102970 for Edith Preston. (our records reflect the

- customers name as Edythe Preston) Please find attached the letter sent out to

" all Local Service Customers with WTI, LLC. WT! was notified on 02/29/2008 that
Edith Preston had lost her Dial Tone Service. WT| was able to obtain-a contact

at Qwest fo restore Dial Tone Service for those customers that did not respond

. to our letter of notice. In order for WTI to request the Dial Tone serviceto .

be restore both WTI and Qwest required a contact number {o cali the customer to

restore the customers Dial Tone Service. WTi was unable to obtain a contact

number for Edythe Preston, without the contact number we weare unable to restore

her service. .

If the customer could call our Dial Tone Restoral Customer Service Number

1-866-508-1152 we will assist the customer wnth Qwest to restore her Dial Tone

. Servnce

. Susan Hunich

Customer Service Manager
WTL, LLC

425-949-0053

* January 10, 2008
© <<FIRST_NAME>> <<LAST_NAME>>

<<STREET_ADDRESS>> -
" <<CITY>>, <<STATE>> <<Z|P>>

' Dear <<FIRST_NAME>>,

-WTI will cease offering local dialtone service to our customers as of
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:
called customer -provided update

.Customer advised she received another bill that company says it wﬂ[ credit.
‘Customer was told account was.not closed.

February 10th, 2008,

“To insure that you do not suffer a service interruption, please contact us

- "at 1-800-919-1000 as soon as possible and we.will guide you through the process
of converting your local service to Qwest Verizon or whichever available -

carrier you prefer.

This change applles to Iocal service only Any long d[stance service you
have through WTI will remaln unaffected.

If we have already contacted you about the change in service offenngs .
and/or assisted you in establishing loca] service with another carrier please

" feel free to dlsregard this notice.

Thank you, .

'WTI 'Customer Care

‘:‘ 03/13/2008 10:51 AM Email: Griffin-Wallace, Gail {UTC} >> 'Susan Hunich' .
& , - . : ° s
Susan, :

Would you please venfy the mallmg address you have for this customer

' Thanks Gail

L 1 3I2008 1,1:'35 A'M ‘Email: Griffin-Wallace, Gail (UTC) ‘<< Susan Hunich

Gail

- . The address we have been prowded for Edythe Preston for telephone number -
360-683-1914 is 101 Sherwood Road, Sequim, WA 98382.

Susan Hunich

= 03/13/2008 12:50 PM_Email: Gail Griffin-Wallace »>> Susan Humch -

Customer now has service with Qwest since 3/1 0/08

’;* 03/13/2008 12:50 PM- Email: anfm-WalIace, Gail (UTC) >» 'Susan Humch'
B _ N

© Susan,

Customer made an advance payment on 2/26 just before her service was .

- terminated. Is WTI providing a credit for that advance payment? In addition

customer received and additional bilt this week. When she inquired she was told

. account was still open but that amount would be credited. Please. verify date

service was terminated and prowde approprlate credlts

_ P!ease provide a billing any payment history for past 6 months to mclude date
billed, amount, date due, payment amount, and date received. : :
- Thanks - Gail

weE 03_1_13!2008 02:19 PM'Emgil: Griffin-Wal!_ace_, Gail (UTC} << Susan Hunich
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|

. Gail

o 7 Regarding Complaint 102870

Customer Account 1500068906 for Edythe Preston for telephone number .

. 360-683-1914:

‘Her entire March 3, 2008 statement in the amount of $25.63 which was her
“per-bill statement for the month of March has been creditéd. The current
balance on this account is $0 00 and all recurring charges have been removed:
from the account. .

Susan Hunich

Customer Service Manager
WTI, LLC

425-949-0053

’;‘ 03(14!2008 12:20 PM Email: 'Griffin-Wallace; Gail (UTC) >> 'S_usan Hunich'
. & : ’
Susan, '

| am frying to determine |f the customer overpaid. Please prowde the bli!lng

and payment history as requested

Thanks - Gail ,

- ‘:" 03/14/2008 02:16 PM Email: Griffin-Wallace, Gail (UTC) << Susan Hunich

* Your message

"To: Susan Hunich
Subject: RE: WA - UTC request 102970 for Eduth Preston.
Sent 3/14/2008 12:20 PM

was read on 3/14/2008 2:18 PM.

. *." 03/14/2008 03:38 PM Attachment: Griffin-Wallace, Gail (UTC) << Fred RychErd
E ' - N . B .
**see attachments for copy of eustomer March 2008 bill & credit issued.

~ Gaill,

The payment of $25.62 that.Edythe Preston made on 2/27/08 was applled toward
- her 2/1/08 invoice, which was due on 2/21/08 for services hetween 2/1/08 -
- 2/29/08. Customers are bifled a month in advance for dial tone ser\nce

I have attached a copy of Edith Prestons 3/3/08 an That billing states she
.owes $25.63 for service frém 3/1/08 - 3/31/08. You can also see the .
$25.62 payment that was made on 2!27!08 posted on this billing.

On 3/11/08 the $25 63 was credited off the account leaving a zero balance due.
" I have aftached a copy of the pending credit. Our billing & payment history
" only updates once a month at the time of billing. Sc nght now | can only gwe
. -you a copy of the PENDING credit.
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L. Gall

Pfea-se let me know if you need any other information.
Thz;nks, .

Fred

Pending (unbilled) AR Entries |

" Account Name: PRESTON, EDYTHE
Customer # 1500068906-0000 .

Date AmountType LEC- Descrip'tion Transnum E_nte‘red,UserA
trans) - Check # :
Comment - Reversal ID-  Sales Agent " Machine

03/11/2008 25,63 DTT N Dlal Tone Transition Cr 628904 03/1 1/‘2008

WG NA L . . . cP8o

*.** 03/1772008 11:18 AM_ Phone: Gail Griffin-Wallace >> cﬁstowﬁer
B ' S . -
. called customer - Imic

‘E]* 031712008 11:45 AM Phone "Gail Griffin-WaIIace 5> customer

- Customer returned cali - Explained that she has not overpaid as company bills

_ for month on the 1st of each month. Customer understood. Customer mentiohed she

had to pay new customer fegs w/ Qwest. | provided her with the number to Qwest
~ Exec office to explain her situation. Asked customer fo contact me back with
results of conversation with Qwest.

' ***. 03117!2008 11:48 AM Email: Gail Grifﬂn-WaIlace >> Susan Hunich
Susan '

Thanks for the mformatton ThlS complaint is now closed. Please note that the
‘Consumer Affairs séction has an internal quality review program and all closed
complaints are subject to possible review andj/or re-opening.

. *.** 03!21.'2008 63:00 PM Email: Gail Griffin-Wallace >> Susan Hunich

"Susan: ' ‘
An initial review of this complalnt was conducted anda woiahon of WAC

. 480-120- 083(4)(d) accurred.

Cessation of telecommunications services. |
(4) The notice to customers required in subsection (2)(c) m_ust_ihclﬂde:
(a) The date telec'ommu'nicatiqns service will cease;

{b) Information on how to contact the exifing telecommunications eempany
by telephone in drder to obtain Information needed to establish service with
another provider;

(c) An explanatlon of how customers may receive a refund on any unused

service. The exiting telecommunications company must prowde information to
" consumers via its customer service number outlining the procedure for obtaining-

(nitials AN (if LEC
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. agent on the billing account; or

refunds and continue fo provide this information for sixty days after the date
of cessalion of service. ' ' '

' (DA secon_d notice provided by one of the two options listed be_low:

(i) Between ten and thirty days before cessation of service, the exiting
telecomimunications.company must completé one direct call advising every
customer of the cessation of service, including the date of cessation of
service and a number fo call for more information, if necessary.-A direct call
means a call in which the company leaves a recorded voice message for or speaks N
directly to the responsible party or its agent on the billing account; or

(ii} At feast ten days before cessation of service, the exiting
telecommunications conipany must provide a second written notice of cessation of
service including the date of cessation of service and a number to call for
more information, if necessary, -

‘I have feédrded a viclation of .WAC 480-120-083{4)(ii). Please contact me if you

have any questions. .

= 03/21/2008 03:16 PM Violation: 480-120-083(4)(d) - |

:

' Customer did not receive a second notice service would end.

‘Cessation of telecommunications services,

(4 The notice to customers required in subsection (2)(c) _rhuSt include:
{a) The date telecommunications éervice witl cease;'

‘ (b) Information on how to contact the exiting télecommunicatidné'compa_ny by te{ephone in-order to
obtain information needed to establish-service with another provider, :

~ (c) An explanation of how customers may receive a refund on any unused sérvice. The exiting
telecommunications company must provide information to consumers via its customer service number

" outlining the procedure for obtaining refunds and continue fo provide this information for sixty days after

the date of cessation of service. ' -
.(d)‘ A second notice provided by one of the two options listed below: E

(i) Between ten and thirty days hefore cessation of service, the éxitihg telecommunications company

- must complete one direct call advising every customer of the cessation of service, including the date of
_cessation of service and a number to call for more information, if necessary. A direct call means a call in -

which the company leaves a récorded voice message for or speaks directly to the responsible party orits

(i) At least ten days before cessation of service, the exiting telecommunications ‘company must provide
a second written notice of cessation of service including the date of cessation of service and & number to

call for more information, if necessary;

‘ ;* 08/07/2008 03:17 PM Email: Gall Griffin-Wallace >>. WTI
B _ _ ‘

Upon further review of this éomp[aint, it was found that a violation of WAC
480-120-083(2)(c) also occurred. 1 have recorded this violations in the
record. please contact me if you have any questions. S
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(2) No telecommunications company may cease the provision of any '
telecommunications service in all or any portion of the state unless it first-

. provides written nofice to the following persons at least 30 days in advance of . .
‘cessation of service: = (c) Each of its customers, including customers that
are telecommunications ccmpames '

. . osromcbs 03:37 PM Violation: 480-120-083(2)(c) -
- ﬁ ‘ ) .

'(2) No telecommunications company may cease the provision of any telecommunications service in all or
any poertion of the state unless it first provrdes written notice to the following persons at Ieast 30 days in
advance of cessation of service: _ _ :

{a) The commiission; _

(b) The state 811 program in the instance of !ccal exchange service, private branch exchange service
(PBX), Centrex-type service, or pnvate line service used in the provision of emergency ser\nces related to
the state 911 program; : i

(c) Eech' of its customers, including customers that are telecommunications companies;
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Washington U-TC Complaint ' : : 103037
Company: WTL LLC . '

‘Customer; Account# 1500070066-0000 -

Ronald Levin, MD :
Contact: 206-348-3771 celVmsg
4033 E Madison, Suite 110 -
Seattle, WA 98112

Primary Phone: (206) 323-3771

Complaint: 103037 . Serviced by: Dennis Shutler
Opened on: 03/11/2008 - Grouped by: Disconnect
Closed on: 03/20/2008 Disposition: Company upheld

Description:

. Mr states on 2!26108 his telephone service provided by WT!, LLC (WTI) was dlsconnected without any
type of prior notice. Mr states on 2/26/08 he called WTI 4 times requesting a returned call but WTi never
returned his calls. On 2/27/08 Mr e-mailed WTI requesting a returned call but again, WTI never returned a
call, Mr states that he just received another WTI bill though his telephone line remains disconnected.

Mr contacted Qwest and requested his telephone number (206) 323- 3771 be ported away from WTI over
to that of Qwest. However, Qwest's customer service representatwe told Mr that a dlsconneoted telephone
number may not be ported and reactivated by Qwest.

Mr does -not believe he shotld be made to pay for a service WTI has not provu:led Mr also asks Qwest to
port his telephone number away from WT! over to that of Qwest as soon as possubte if at all possible,

Results

On 1/10/08 WTI sent out letters to all of their dial tone customers in the areas that Qwest services to let
them Know that WTI will cease offering local dial tone service as of 2/10/08.

WTI asked them 1o contact WT| ASAP and WTI would help with converttng thelr local serwoe to another
“provider. Mr only contacted WTI after his service.was shut off.

. ~VIOLATIONS NOTED-~

Activity:
Activity Links
’;* 03/11/2008 08 32 AM Email: Dennls Shutler >> uswpuc
B
-~ This is NOT a complaint against Qwest ' '
* Mr requests Qwest port his disconnected telephone number away from WTI over to that of Qwest as soon :
“. as'possible, if at all possible,

‘;* 03]11!2008 08:38 AM Email: Dennts Shutler >> humch shuntch ASAP
B
- -URGENT- Passing a new comp]amt -URGENT—

Thisis a service-affecting complaint, consequently, in acoordanoe with the commission's response rule in
Washington Administrative Code (WAC) 480-120-166(6) Commission-referred eomp!amts WTI 5

. response is due not later than 5 pm on 3/13/08. , .

tlook forward to your response.

;* 93!11!2008 08:40 AM Emall Shut[er, Dennls (UTC} << Cortwrlght Kathy
B
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-+ will respond to thrs complamt
‘ ;" 03/11/2008 09:50 AM Emait: Shutler, Denms {UTC) << Cortwr:ght Kathy
§E:
Please ask Mr. Levin to accept my sincere apology for any mlsunderstandlng or ‘

. - inconvenience related to his service request. An order is due today fo add
~ service back for Mr. Levin on (208) 323-3771.

The WTI/LLC accounts were resold Qwest numbers therefore we are addlng

. custorner's service back with the same facilities that were previously used.

. There is no dispatch required.  Service should be working no later than § PM
. this evening. Please let me know if you have any questions or need
clarification. Thank You. :

’;‘ 03/11/2008 09:54 AM Voice Mail: Dennis Shutler >> Mr'
| calied Mr and left him a voice message stating his service should be up and
-operable again this afternoon not later than 5 pm.

I'asked Mr to give me a call to verify his service was in fact agaln operable

| told Mr that if | didn't hear from h:m | would call him tomorrow fo see the

o ‘servrce operable,

: ;* 03/11/2008 12:50 PM Phone: Dennis Shutler << Mr
B ‘ .
~ Mr called and said he would mail me copies of the recent bill for charges not
being provrded

‘;* 03M12/2008 02:12 PM Phone Dennis Shutler >> Mr
)
Mr calléd and said his phone is now working perfectly

- Mrthanked me for my assistance in reinstating his service.

I told Mr | was closing his comp!alnt but he should feel free to give me a call
" in the future should he experience further issues.

. ;* 03117:’2008 08:34 AM \holatron 480-120- 166(6) -

&
VIOLATION: Five (5) wolatlons of Washlngton Administrative Code (WAC) 480-120- -166(6)

_ Commission-referred complaints, against WTI, LLC (WT 1) for failing to providé staff an initial response to
this consumer's complaintina trmely manner. This is a servtce»affectmg complaint and WTI has failed to

‘respond as required by commission rule. Staff passed this consumer's complaint to WTI on 3-11-08, and. .

WTT's initial response was due not later than 5 p m. or 3- 13-08 Staff has not yet recerved WTI s initial

- fesponise.

On 3/20/08, ! revised the vrolatron count agamst WTI for failing to respond in a trme[y manner from 2 to _
" that of now 5. :

- 03!17!2008 08:43 AM Email: Dennis Shutler >> hunich; shunich; ASAP; Sheri I-Idyt
. Susan Hunich, WTI, LLC (WTI):

- This is a service-affecting com'plalnt and WT! has failed to respond as reguired by commission rule.

: . Staff passed this consumer's complaint to WT! on 3-1 1-08 and WTI's initial response was due not fater
- than 5 pim. on 3-13-08. . : :

Staff has not yet received WTI's initial response
Consequently, | have recorded a violation of the commlssron 's rule in Washington Administrative Code
- (WAC) 480-120-166(6) Commission-referred complaints, against WT, as follows:
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Two (2) violations of WAC 480-120-166(6) Commission-referred complainfs, against WT'I_ for failing to
provide staff an initial response to this consumer's complaint in a timely manner. '

. WAC 480-120-166(6) Commission-referred complaints. (6) Unless another time is specified in this rule or
unless commission staff specifies a later date, the company must report its results of its investigation of
service-affecting informal complaints to commission staff within two business days from the date '
comnission staff passes the complaint to the company.

NOTE: Additional violations will be recorded for every business day until staff receives WTi's initial
" Tesponse. ‘ o . . : o
Please respond. ‘

*.** 03/20/2008 02.:31 PM Email: Dennis Sh_utler.>> shunich; ASAP.
B . . o

Ms Susan Hunich, and Mr Fred Rychard, WTI, LLG (WTH:

- This is a service-affecting complaint and WTI has failed to respond as required by commission rule.
Staff passed this consumer's complaint to WTI on 3-11-08, and WTI's initial response was due not later

than § p.m. on 3-13-08. - : : :

* Staff has not yet received WTI's initial response. _ - - a

Consequently, 1 have recorded a violation of the commission's rule in Washington Administrative Code

(WAC) 480-120-166(6)-Commission-referred complaints, against WTI, as follows:

Five (b) violations of WAC 4'80-120-166(6') Commission-referred complaints, against WTI for failing to '
provide staff an initial response to this consumer's complaint in a timely manner. - . ‘

WAC 480-120-166(6) Commission-referred complaints. {6) Unless another fime is specified in this rule or
- unless commission staff specifies a later date, the company must report its results of its investigation of
 service-affecting informal complaints to commission staff within two business days from the date -
commission staff passes the complaint to the company, - C _ . -

. NOTE: Additiona! violations will be recorded for evéry business day until staff receivés WTi's initial
response. ' ‘ - : -
" Please respond.

;* 03/20/2008 04:09 PM Email: Shutler, Dennis (UTC) << Fred Rychard
On January 10, 2008 WTI had sent out letters to ali of their dial tone

-customers who are in the areas that Qwest services to let them know that WTI
will cease offering local dial fone service to them as of February 10, 2008. .

- We asked them fo please contact us ASAP, and that we will help with the process
of converting their local service to another provider. ' _

This customer only contacted WTI after their service was shut off.
Please let us know if you need any other informatiqn.

wor 03/20/2008 04:27 PM Email: Shutler, Dennis (UTC) >> “frychard@wtillc.com’
_ Thank you for your response regarding this consumer's prior service with WT1.

" On-3/12/08 Mr called me and stated his service was back up and operating -

. smoothly with Qwest, o _ I

~ 1told Mr then that | was closing his complaint and you too may now consider

this consumer's complaint closed as well, o :

_ Again, [ thank you.

' NOTE: Please note that the Consumer Affairs section has an internal quality
review program and all closed complaints are subject to possible review andfor
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re-opening.

' j"; 03/21/2008 02:55 PM Email: Dennis Shutier >> frychard .
B ' : . , .- .

Please provide me a copy of the notice that WTI sent out to its customers regarding its cessation of

services. ' - S

' ;" 03/21/2008 03:09 PM Email: Shutter, Dennis {UTC)} << Fred Rychard
Here you go. The letters were sent out in a mail merge using this attached
letter document. | believe | aftached this letter to my response to you
yesterday? . - - . . . . :

SEE ATTACHED CUSTOMER LETTER!

- 03/21/2008 03:12 PM Emall: Shutler, Dennis (UTC) >> ‘frychard@wtilic.com’
EN : ' :
Yes you did, | simply overiooked it.-

- *‘** 03/21/2008 03:39 PM Email: Shutler, Dennis (UTC) >> frychard@wtilic.com’
Question, On what date were these letters printed and then mailed?

if they were printed and then mailed on the date of the letter, January 10, -
.2008, the customers would clearly not have been given the full 30-days as is

required by commission rule. o ' T

I look forward to your response.

B ;* 03/21/2008 03:53 PM Email: Shutler, Dennis (UTC) << Fred Rychard

E: : ' .

. The letters were sent January 10, 2008. This customer is stating at their
service was shutoff February 26, 20008. " Mr states on 2/26/08 his telephone

~ service provided by WT), LLC (WT1) was disconnected without any type of prior

notice”. = : . - ' R

That figures out to be 47 days, which is more then the required 30 days.

: ;* 03/24/2008 09:51.AM Violation: 480-120-083(4)(c) -

e , - . o S
VIOLATION: One (1) violation of Washington Administrative Code (WAC) 480-120-083(4)(c}) Cessation of

‘telecommunications services, against WTI, LLC (WTI) for failing to jist on its cessation of services notice,

an explanation of how customers may receive a refund on any unused service. I .

*.** 03/24/2008 11:26 AM Violation: 480-120-083(2)(c) - ,
VIOLATION: One (1) violation of Washington Administrative Code (WAC) 480-1 20-083(2)(c) Cessationof
telecommunications services, against WTI, LLC (WTI) for failing to provide its customers a 30-day written
- notice of the pending cessation of service at least 30 days inf advance of cessation of service date. WTI

. printed and then mailed its 30-day written noticé of the pending cessation of service to its customers on
January 10, 2008, stating in its notice: “WT! will cease offering local dialtone service to our customers as .
of February 10th, 2008." Though this customer’s service was not disconnected until on 2/26/08, the intent
- of the notice shows service was set to cease on February 10th, 2008, clearly the customers were not

allowed the full 30 days as is required by the rule. - - . o

o 03!24!2008 11:49 AM Violation: 480-120-083(4)((!) -
: : - -
VIOLATION: One (1) violatioh of Washington Administrative Code {(WAC) 480-1 20-083{4)d)(i) or (i}
_ Cessation of telecommunications services, against WTI, LLC (WTI} for failing to provide its customers a
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second notice. provided by one of the fwo options listed in WAC 480-120-083(4){d)(i) or (ii). In WTPs.
e-mailed response to staff dated 3/20/08, WTI addressed in the letter it mailed to its customers on
1/10/08, where WT! requested its customers contact WT! for assistance in converting their local service. .
WTI noted this customer only contacted WTI after his service was shut off, statmg. in part: “On January
10, 2008 WTI had sent out letters to all of their dial tone customers who are in the areas that Qwest
services fo let them know that WT! will cease offering local dial tone service to them as of February 10,
-2008. We asked them {0 please contact us ASAP, and that we will help with the process of converting

* _their locat service to another provider. This customer only contacted WTI after their service was shut off.”

Because WTI disclosed no other-communications between WTI and the customer, staff believes WTI
failed to provide a second notice to this customeras is required by commission rule.

*‘** 03/24/2008 01 47 PM Email Shutler, Dennis (UTG} >> 'frychard@wtillc com’
B ,
Ms Susan Humch and Mr Fred Rychard WTI, LLC (WTI).

' Thank you for prow_dmg me a copy of WTl's cessatlon of service notice.
During the course of my investigation into this consumer's complaint, | found
WTI violated commission rules and | documented those.violations, as follows:

. WTI printed and then mailed its 30-day written notice of the pending cessation
of service to its customers on January 10, 2008, stating in its notice: “WTI
will cease offering local dtaltone servuce to our customers as of February
10th, 2008."
Though this customer’s service was not dasconnected until on 2/26/08, the
intent in WT!'s notice shows service was set to cease on February 10th, 2008,
clearly the customers were not aIIowed the full 30 days by WTI's nofice as is
“required by the rule.
. . Consequently, | have recorded a violation of the commission's rule in -
' Washington Administrative Code (WAC) 480-120-083(2)(c) Cessation of -
telecommumcatlons services, against WTI, as follows: .

One (1) violation of WAG 480-120-083(2)(c) Cessatlon of
© telecommunications services, against WTI for fafling to provide its - ,
customers a 30-day written notice of the pending cessation of service at least

- 30 days in advance of cessation of service date.

WAC 480 120-1 03(2)(c) No tefecommunications company may cease the prowswn of
any telecommunications service in all or any portion of the state unless it .
. first provides written notice to the following persons at least 30 days in

. advance of cessation of servide: (a) The commission; (b) The state 911 progrem.'

in the instance of local exchange service, private branch exchange service

"~ {PBX), Centrex-type service, or private line service used in the provision of
emergency services related to the state 911 program; (¢) Each of its cusiomers, -
includmg customers that are telecommunications companies.

in addition. in WTFs e-mailed response to staff dated 3/20/08, WT| addressed

"in its letter it mailed fo its cusiomers on 1/10/08, where WTI requested its
customers contact WT! for assistance in converting their local service that -
this customer only contacted WTI after his service was shut off, stating, in -

- part: “On January 10, 2008 WTI had sent out letters to all of their dial tone
customers who are in the areas that Qwest.services to lst them know that WTIE
will cease offering local dial tone service to them as of February 10, 2008, We
.asked them to please contact us ASAP, and that we will help with the process of .
converting thelr local service to ancther provider. This customer only

" contacted WT] after their service was shut off.”

Because WTI disclosed no other commumcahons between WTI and the customer,

69




staff finds WTI failed to provide a second nofice to this customer as is
required by commission.rule, : -
Consequently, | have recorded a violation of the commission’ 'S rule in WAC
480-120-083(4){d)(i) or (i} Cessation of telecommunications services, agamst
. WTL, as foltows .

One (1) violation of WAC-480—120083(4)(d)(i)‘qr (i) Cessation of
telecommunications services, against WTI for failing-to prowde
its customers a second notice provided by one of the two options listed in WAC
480- 120—083(4}(d)(1) or (ii}.

WAC 480-120-083(4)(d)(i) or (i) Cessation of telecommunications services. (4)
-The notice to customers required in subsection (2)(c) must include: (d) A
- second nolice provided by one of the two options listed below; (i) Between ten
“and thirty days before cessation of service, the exiting telecommunications
company must complete one direct call advising every customer of the cessation
of service; including the date of cessation of service and a number to call for .
more information, if necessary. A direct call means a call in which the company
"leaves-a recorded voice message for or speaks directly to the responsible party
orits agent on the billing account; or (il} At least ten days before cessation
of 'service, the exiting telecommunications company.must provide a second
written notice of cessaltion of service including the date of cessation of -
service and a number to call for more information, if necessary.

~ Further, WTI's notice of cessation of servjce failed fo provide an explanation
of how customers may receive a refund on any unused service.
Consequeritly, | have recorded a viglafion of the commission's rule in WAC
480-120-083(4)(c}) Cessatlon of telecommunlcatlons services, against WTI, as
follows:

- One (1) vaolat:on of WAC 480-120-083(4)(c) Cessation of
telecommunications services, against WTI for failing to list on its
cessation of services notice, an explanation of how customers may receive a
refund on any unused serwce

. 'WAC 480-120- 103(4)(0} Cessation of telecommumcatlons services. (4) The notlce '

to customers required in subsection (2){c) must include: (c) An explanation of .
~ how customers may receive a refund on any unused service. The exiting
telecommunications company must provide information fo consumers via its
customer service number outlining the procedure for obtaining refunds and "

N continue fo provide this snformatlon for sixty days after the date of cessatlon
- of service,

Should WTI find it needs to send out future notices such as the one sent to ' )
Qwest service area customers, please revise the notice to meet the terms and

~* conditions set forth in the rules listed above, and ensure the customer is

afforded a full 30-day period after recewlng the notice prior to disconnecuon
of said service. '
You may now consider thiS customer’s mformal complamt reclosed.
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Staff Investigation — W"I‘i, LLC

APPENDIX F
Hoyt, Sheri (UTC)
_From: ' Trisha Smith [tsmith@wtillo.com] -
" Sent: ' . Thursday, March 27, 2008 10:22 AM
To: Hoyt, Sheri (UTC} ‘
Subject: ~ RE:WTI, LLC annual reports
Sheri-

OF those 55, some were coded as service levels other than local resale in ‘our billing system
" and so did not turn up in a printout of the customers, some were on our reseller account but
. did not have WTI accounts, some had left WTI and transferred thelr service back to Qwest but
had never been taken off our account by Qwest, and some did not respond to our attempts to
contact them. : . -

Trisha
----- Original hessage-----

- From: Hoyt, Sheri {UTC) [mailto:SHoytPutc.wa.gov]
Sent: Thursday, March 27, 2088 9:24 AW

_To: Trisha Smith
Subject:; RE: WTI, LLE annual reports

trisha,

.'Upon further review of your response, I have one more clarifying question, You said there

were "55 customers who lost dialtone sarvice that we were unaware of..." What does that mean? .

"In what way was WTI unaware of its own customers?

Thank you,

Sheri

--~--0riginal Message---~- '
From: Trisha Smith [mailto;tsmith@wtillc,com]
© Sent: Wednesday, March 26, 2008 11:;39 AW

To: Hoyt, Sheri (UTC) o
Subject: RE: WTI, LLC annual reports

B ) my understanding that is how it works.

------ Original Messagg----- - o
From: Hoyt, Sheri (UTC) [mailto:SHoyt@ tc.wa, gov].
Sent: Wednesday, March 26, 2868 11:33 AM

To: Trisha Smith ’ o

Subject: RE: WII, LLC annual reports

'S0, if I understand this correctly, WTI purchases service directly from Quest {and verizon)
and then repackages and bills WTI customers? There's no_other company in the middle? Thg
reason I ask is_that information we received indicates there's another company in the middle.
I wondered if that's why WTI stated on its annual report that it did not provide dial-tone:

services, .

Thanks,-
sheri.
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----- Original Message----~-
From: Trisha Smith [mailto:tsmith@wtillc.com]
Sent: Wednesday, March 26, 2008 11:33 AM

-+ Tor Hoyt, Sheri (UTC) .
Subject: RE: NTI, LLC annual reports

Regzonal Bell Operating Company-le. Quest and Verizon.

~----Original Message-----

From: Hoyt, Sheri (UTC) [mailto:SHoyt@uwtc.wa. gov}
Sent:- Wednesday, March 26, 2008 11:25 AM .
To: Trisha Smith. -

Subject; RE; WTI, LLC annual reports

Ms. Smith.

-Thank you for your quick response. Can you clarify one point for me, please. You say WIT
) vresells "RBOC" dial-tone services. Hhat is "RBOC"?

"Thank you,
Sheri

- <----Original Message-----

. From: Trisha smith [madilto:tsmith@wtillc, com]
Sent: Wednesday, March 26, 2008 11:25 AM
To: Hoyt, Sheri (UTC)

Cc: Robert Manning
Subject: WTI, LLC anmual reports

) Sheri Hoyt-

To the best .of my ability here is our count'ac to how many customers were affected in Quest's
and Verizon's territory

h Qwest - 451 customers switched their dialtone service back to Qwest using transition.
68 went with another provider of their choice.
8 ‘custoners cancelled - either switched to another provider or decided to use

cell phones.
’ 23 customers we were unable to contact, either- they did not have voicemail or

.'would not return our calls,
55 customers who 1ost dialtone service that we were unaware of, we assisted

getting their dialtone service restored with Qwast.
Verdizon - 159 customers were identified.

In regards to the annual reports stating that WTI does not provide dial- tone service, it

appears there may have been some confusion regarding how we should answer. Oup customers
_that are being billed for dialtone, we do not provide it off our switch, but rather resell

RBOC dialtone services )

They -

provide the service, bill us for it and we bill the customers, but for technical issues,

outages, etc we have t¢ put in a trouble ticket with the RBOC. So, when asked how many lines

we provide local exchange service to, the’ persan filling this Form out answered that we did

not provide local exchange ‘service. :
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‘There have been three Seattle area business clients who connect via T-1 to our switch but
those exceptions are by special arrangement. To someone thinking of our local service

* customers as being the standard Wrl Qwest & Verlzon local service resale accounts one might
understand why they would say that we don't provide local exchange services, we only involce
for services provided by uthers.

I hope this answers your questions, please let us know how to proceed from here.

Thank you,

Trisha Smith

Controller

WL, LiC
] 22722 .29th Dr. SE #120

_Bothell, WA 98621

P (425) 949-8051 _ _ . :

F (425} 350-7426 . : . ' \

Femith@wtillc, com
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Hoyt, Sheri (UTC)

From' Hoyl, Sheri (UTC}

Sent; . Monday, March 24, 200,8 1:64 PM

To: .. 'rmanning@wtillc.com' -

.Subject: - ’ WTI, LLC annual reports

Attachments: CWTI LLC 2006 Annual Report.pdf; WTI LLC 2005 Annual Reporl pdf
“Importance; - High

Good afterncon Mr. Manaing.

You are listed on WT), LLC's (WT!} 2005 and 2006 annual reports as the person inquiries regarding the reports should be '

directed ta. As you may know, the Utflities and Transportation Commission's Consumer Affairs Dffice has received

numerous consumer complaints in the last few months regarding WTV's cessation of dial-tone service, | understand that
- the WTI customers that reside In Qwest Corporation's (Qwest) territory were disconnected at the end of February and
- that customers In Verizon Northwest, Inc.'s Verizon} territory are due to be disconnected mid-April. -

With this communication, I'm requesting information from WTI as to how many customers were affected in Qwest's
territory and how many were affected in Verizon's territory. In addition, are there other Washington customers that will
be affected by WTI's cessation of providing dia-tone serwce? :

- To thls communication { have attached the last two annual reports fi Ied by you on hehalf of WTI (vears 2005 and 2006).
“Can you please explain why the annual reports say WTl does not provide dlal-tone service [section three, number four),

yet WTl customers have been recelving dial-tone service and the letters WTI has sent out regarding the cessation of dlal-
“'{one service surely indicate WTI has been providing dial-tone service in Washington?

- You may direct your response to me, ) can be reached by-phone at {360) 664-1148 o via e-mall at shoyt@utcwa.gov. |
. look forward to receiving your reply within the week, If that Is not ample time to respond to my questions, please
provide me a date by whach you will respond to this inquiry.

Sincerely,

Sheri Hoyt

Compliance Speciatist

Businass Practices Investigations

‘Washington Utilities and Transportation Com mission
Phone: {36) 664-1149

Fax: |360) 586-1150

E-mall: shoyt@utc.wa.gov
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" APPENDIX G

March 13, 2008 .

Customer
Address .
City, State, Zip Code

"~ WT! will cease reselling Verizon locat dial tone service 1o our customers as of April 15", 2008.
Our records show that you have dial tone gervice with us at one or mere locations thal wil be

affected by this decision,
To insure that you do not suffer a service interruption or lose your phone number, pleass

contact us at 1-800-819-1000 as soon as possible o that we may guide you through the
- process of converting your local service to Vierizon or an avaflable carrier of your chgosing.

This change apbl[es fq local service only, Any long distance services you mnay have fhrough
WTI will remain unaffected, though we remind you that active dlal tone service is required to
place and réceive calls, :

ff we have already assisted you in establishihg local service with another carrler or you
ne longer have local dial tone sarvice through WT1, please disregard this notice,

Thank you,

WTI Cusiomer Care
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