AMENDATORY SECTION (Amending General Order No. R-494, Docket No. UT-010558, filed 12/5/01, effective 1/5/02)


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 telecommunications company).  This rule does not apply to:


(a) Services offered by tariff that are subject to the statutory notice requirements of RCW 80.36.110 (Tariff Changes – Statutory Notice – Exception);


(b) Discontinuance of service to an individual customer in compliance with WAC ((480-120-081 (Discontinuance of Service))) 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 providers for local exchange and intrastate toll services when there is a cessation of service are also subject to WAC ((480-120-139)) 480-120-147 (Changes in local exchange and intrastate 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:


(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 line service used in the provision of emergency services related to the state 911 program;


(c) 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 provided to some or all of the exiting telecommunications company's customers;


(e) Each telecommunications company providing the exiting telecommunications company with resold telecommunications service, if resold service is part of a telecommunications service provided 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 unassigned telephone numbers to the number administrator.


(3) The notice to the commission and the state 911 program required in subsections (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


(c) The number of customers for each telecommunications service and their location, described 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 date 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 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 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 or its agent 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 information, if necessary; ((and)) 


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


(5) The notice to ILECs required in subsection (2)(d) must include:


(a) The date telecommunications 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 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 number; and


(c) The telephone contact information 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 telecommunications company.


(6) The notice to suppliers required in subsection (2)(e) must include:


(a) The date telecommunications 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 identification information as billed to the exiting telecommunications company; and


(c) Telephone contact information to enable the regulated supplier or new 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 exiting telecommunications company.


(7) The notice to the national number administrator required in subsection (2)(f) must include:


(a) Identification of all working telephone numbers assigned to customers; 


(b) Identification of all unassigned 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 notice(s) (if received) to the subsequent provider upon a request authorized by the customer.


(9) A telecommunications company ceasing 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 911 program within twenty-four hours of the cessation of telecommunications service of the number of customers and their location, listed by exchange or by city and county, that remained as customers for the telecommunications service when service ceased.

AMENDATORY SECTION (Amending Docket No. UT-990146, General Order No. R-507, filed 12/12/02, effective 7/1/03)


WAC 480-120-147  Changes in local exchange and intrastate toll services.  (1) Verification of orders.  A local exchange or intrastate toll carrier that requests on behalf of a customer that the customer's carrier be changed, and that seeks to provide retail services to the customer (submitting carrier), may not submit a change-order for local exchange or intrastate toll service until the order is confirmed in accordance with one of the procedures in (a) through (c) of this subsection:


(a) The company has obtained the customer's written or electronic authorization to submit the order (letter of agency).  The letter of agency must be a separate electronic form, located on a separate screen or web page, or a separate written document (or easily separable document) containing only the authorizing language described in (a)(i) through (vi) of this subsection, having the sole purpose of authorizing a telecommunications carrier to initiate a preferred carrier change.  The letter of agency, whether written or electronic, must be signed and dated by the customer of the telephone line(s) requesting the preferred carrier change.  The letter of agency shall not be combined on the same document or on the same screen or web page with inducements of any kind; however, it may be combined with checks that contain only the required letter of agency language as prescribed in (a)(i) through (vi) of this subsection, and the necessary information to make the check a negotiable instrument.  The check may not contain any promotional language or material.  It must contain, in easily readable, boldface type on the front of the check, a notice that the customer is authorizing a preferred carrier change by signing the check.  Letter-of-agency language must be placed near the signature line on the back of the check.  Any carrier designated in a letter of agency as a preferred carrier must be the carrier directly setting the rates for the customer.  If any portion of a letter of agency is translated into another language, then all portions must be translated into that language, as well as any promotional materials, oral descriptions or instructions provided with the letter of agency.  The letter of agency must confirm the following information from the customer:


(i) The customer billing name, billing telephone number and billing address and each telephone number to be covered by the change order;


(ii) The decision to change;


(iii) The customer's understanding of the change fee;


(iv) That the customer designates (name of carrier) to act as the customer's agent for the preferred carrier change;


(v) That the customer understands that only one telecommunications carrier may be designated as the customer's ((interstate)) intraLATA preferred carrier; that only one telecommunications carrier may be designated as the customer's interLATA preferred carrier; and that only one telecommunications carrier may be designated as the customer's local exchange provider, for any one telephone number.  The letter of agency must contain a separate statement regarding the customer's choice for each preferred carrier, although a separate letter of agency for each choice is not necessary; and


(vi) Letters of agency may not suggest or require that a customer take some action in order to retain the current preferred carrier.


(b) The submitting carrier has obtained the customer's authorization, as described in (a) of this subsection, electronically, by use of an automated, electronic telephone menu system.  This authorization must be placed from the telephone number(s) for which the preferred carrier is to be changed and must confirm the information required in (a)(i) through (vi) of this subsection.


Telecommunications companies electing to confirm the preferred carrier change electronically must establish one or more toll free telephone numbers exclusively for that purpose.


Calls to the number(s) must connect a customer to a voice response unit, or similar device, that records the required information regarding the change, including recording the originating automatic number identification (ANI).


(c) An appropriately qualified and independent third party operating in a location physically separate from the telemarketing representative has obtained the customer's oral authorization to submit the change order that confirms and includes appropriate verification data (e.g., the customer's date of birth).  The independent third party must not be owned, managed, controlled or directed by the carrier or the carrier's marketing agent; and must not have any financial incentive to confirm preferred carrier change orders for the carrier or the carrier's marketing agent.  The content of the verification must include clear and unambiguous confirmation that the customer has authorized a preferred carrier change.


(2) Where a telecommunications carrier is selling more than one type of telecommunications service (e.g., local exchange, intraLATA toll, and interLATA toll) that carrier must obtain separate authorization, and separate verification, from the customer for each service sold, although the authorizations may be made within the same solicitation.


(3) The documentation regarding a customer's authorization for a preferred carrier change must be retained by the submitting carrier, at a minimum, for two years to serve as verification of the customer's authorization to change his or her telecommunications company.  The documentation must be made available to the customer and to the commission upon request and at no charge.  Documentation includes, but is not limited to, entire third-party-verification conversations and, for written verifications, the entire verification document.


(4) Implementing order changes.  An executing carrier may not verify directly with the customer the submission of a change in a customer's selection of a provider received from a submitting carrier.  The executing carrier must comply promptly, without any unreasonable delay, with a requested change that is complete and received from a submitting carrier.  An executing carrier is any telecommunications carrier that affects a request that a customer's carrier be changed.


This section does not prohibit any company from investigating and responding to any customer-initiated inquiry or complaint.


(5) Preferred carrier freezes.  A preferred carrier freeze prevents a change in a customer's preferred carrier selection unless the customer gives the carrier from whom the freeze was requested express consent.  Express consent means direct, written, electronic, or oral direction by the customer.  All local exchange companies (LECs) must offer preferred carrier freezes.  Such freezes must be offered on a nondiscriminatory basis to all customers.  Offers or solicitations for such freezes must clearly distinguish among telecommunications services subject to a freeze (e.g., local exchange, intraLATA toll, and interLATA toll).  The carrier offering the freeze must obtain separate authorization for each service for which a preferred carrier freeze is requested.  Separate authorizations may be contained within a single document.


(a) All LECs must notify all customers of the availability of a preferred carrier freeze, no later than the customer's first telephone bill, and once per year must notify all local exchange service customers of such availability on an individual customer basis (e.g., bill insert, bill message, or direct mailing).


(b) All carrier-provided solicitation and other materials regarding freezes must include an explanation, in clear and neutral language, of what a preferred carrier freeze is, and what services may be subject to a freeze; a description of the specific procedures to lift a preferred carrier freeze; an explanation that the customer will be unable to make a change in carrier selection unless he or she lifts the freeze; and an explanation of any charges incurred for implementing or lifting a preferred carrier freeze.


(c) No local exchange carrier may implement a preferred carrier freeze unless the customer's request to impose a freeze has first been confirmed in accordance with the procedures outlined for confirming a change in preferred carrier, as described in subsections (1) and (2) of this section.


(d) All LECs must offer customers, at a minimum, the following procedures for lifting a preferred carrier freeze:


(i) A customer's written or electronic authorization stating the customer's intent to lift the freeze;


(ii) A customer's oral authorization to lift the freeze.  This option must include a mechanism that allows a submitting carrier to conduct a three-way conference call with the executing carrier and the customer in order to lift the freeze.  When engaged in oral authorization to lift a freeze, the executing carrier must confirm appropriate verification data (e.g., the customer's date of birth), and the customer's intent to lift the freeze.


(e) A LEC may not change a customer's preferred carrier if the customer has a freeze in place, unless the customer has lifted the freeze in accordance with this subsection.


(6) Remedies.  In addition to any other penalties provided by law, a submitting carrier that requests a change in a customer's carrier without proper verification as described in this rule shall receive no payment for service provided as a result of the unauthorized change and shall promptly refund any amounts collected as a result of the unauthorized change.  The customer may be charged, after receipt of the refund, for such service at a rate no greater than what would have been charged by its authorized telecommunications company, and any such payment shall be remitted to the customer's authorized telecommunications company.


(7) Exceptions.  Companies transferring customers as a result of a merger, purchase of the company, or purchase of a specific customer base are exempt from subsections (1) through (6) of this section if the companies comply with the following conditions and procedures:


(a) The acquiring company must provide a notice to each affected customer at least thirty days before the date of transfer.  Such notice must include the following information:


(i) The date on which the acquiring company will become the customer's new provider;


(ii) The rates, terms, and conditions of the service(s) to be provided upon transfer, and the means by which the acquiring company will notify the customer of any change(s) to those rates, terms, and conditions;


(iii) That the acquiring company will be responsible for any carrier change charges associated with the transfer;


(iv) The customer's right to select a different company to provide the service(s);


(v) That the customer will be transferred even if the customer has selected a "freeze" on his/her carrier choices, unless the customer chooses another carrier before the transfer date;


(vi) That, if the customer has a "freeze" on carrier choices, the freeze will be lifted at the time of transfer and the customer must "refreeze" carrier choices;


(vii) How the customer may make a complaint prior to or during the transfer; and


(viii) The toll-free customer service telephone number of the acquiring carrier.


(b) The acquiring company must provide a notice to the commission at least thirty days before the date of the transfer.  Such notice must include the following information:


(i) The names of the parties to the transaction;


(ii) The types of services affected;


(iii) The date of the transfer; and


(iv) That the company has provided advance notice to affected customers, including a copy of such notice.


(c) If after filing notice with the commission any material changes develop, the acquiring company must file written notice of those changes with the commission no more than ten days after the transfer date announced in the prior notice.  The commission may, at that time, require the company to provide additional notice to affected customers regarding such changes.

AMENDATORY SECTION (Amending General Order No. R-499, Docket No. UT-991922, filed 5/14/02, effective 6/17/02)


WAC 480-120-264  Prepaid calling services.  (1) For the purposes of this section, prepaid calling services (PPCS) means any transaction in which a customer pays for service prior to use and applies only to those services where the number of available minutes decreases as the customer uses the service.  Prepaid calling services do not include flat-rated basic local service that is billed in advance of use.


(a) PPCS may require the use of an access number or authorization code.


(b) This section excludes credit cards and cash equivalent cards.  Services provided at pay telephones using these cards are regulated under the provisions of WAC ((480-120-138)) 480-120-263 (Pay phone service providers (PSPs)).


(2) PPCS providers must provide customers a without-charge telephone number staffed by personnel capable of:


(a) Responding to technical problems or questions related to their service twenty-four hours a day, seven days a week;


(b) Responding to general account-related questions during regular business hours; and


(c) Providing the commission's toll-free number and address to dissatisfied customers as required by WAC ((480-120-101)) 480-120-165 (Customer complaints).


(3) Billing requirements for PPCS.


(a) A PPCS provider may charge only for the actual time a circuit is open for conversation.  The price list or tariff and presale document must define billing increments.  The provider must not round up the length of conversation time for less than a full billing increment beyond that full increment.


(i) If a PPCS provider uses an increment based on a time measurement, the increment must not exceed one minute.


(ii) If a PPCS provider bills usage in "unit" measurements, it must clearly define units using both equivalent dollar amounts and time measurement.  Unit billing increments cannot exceed the equivalent one minute rate.


(b) At the customer's request, a PPCS provider may add additional time to an existing account in exchange for an additional payment at a rate not to exceed those on file with the commission.  The PPCS provider must inform the customer of the new rates at the time of the recharge request.


(4) PPCS providers must maintain the following call-data for a minimum of twenty-four months:


(a) Dialing and signaling information that identifies the inbound access number called or the access identifier;


(b) The number of the originating phone when the information is passed to the PPCS provider;


(c) The date and time the call was originated;


(d) The duration or termination time of the call;


(e) The called number; and


(f) The personal identification number (PIN), or account number.


(5) Disclosure requirements ‑ Prepaid calling services.


(a) A PPCS provider must disclose, prior to the sale, the following information:


(i) The PPCS provider's name as registered with the commission;


(ii) The "doing business as" name as registered with the commission, if applicable;


(iii) The maximum charge per billing increment.  A PPCS provider charging varying rates for intrastate and interstate calls must provide all applicable rates.  The rates disclosed must be no more than those in its price list or tariff on file with the commission at the time of purchase;


(iv) Charges for all services, including any applicable surcharges, fees, or taxes, and the method of application;


(v) Expiration date, if applicable.  If a card expires after a set period of time from activation, the PPCS provider must specify the expiration date on the card.  If an expiration date is not disclosed on the card it will be considered unexpired indefinitely; and


(vi) Recharge policy, if applicable.  If a PPCS provider does not disclose the expiration date at the time service is recharged, the service will be considered unexpired indefinitely.


(b) A PPCS provider must disclose, at the time of purchase, the following information:


(i) The without-charge telephone number(s) a customer may use to resolve technical problems, service-related questions, and general account-related questions; and


(ii) Authorization code, if required, to access the service or, if applicable, the without-charge telephone number used to establish access capability.


(c) If the PPCS provider is not the entity that packages the services for sale to the public, it must require the company that does so, through a written agreement, to comply with the disclosure requirements of this section.


(6) Time of use disclosure requirements.  The PPCS provider must:


(a) Announce at the beginning of each call the time remaining on the prepaid account or prepaid calling card; and


(b) Announce the time remaining at least one minute before the prepaid account balance is depleted.


(7) When a PPCS provider has failed to provide service at rates disclosed prior to the sale or quoted at the time an account is recharged, or the PPCS provider has failed to meet performance standards, it must provide refunds for any unused service or provide equivalent service credit when requested by a customer.  Refunds or credits must equal the value remaining on the prepaid calling account.  The customer may choose either the refund or equivalent service credit option.


(8) Performance standards for prepaid calling services.  Each PPCS provider must ensure that:


(a) Customers can complete a minimum of ninety-eight percent of all call attempts to the called party's number.  The PPCS provider will consider any busy signals or unanswered calls as completed calls.


(b) Customers can complete a minimum of ninety-eight percent of all call attempts to the PPCS provider.  The PPCS provider will not consider any busy signals or unanswered calls as completed calls.

AMENDATORY SECTION (Amending Docket No. UT-990146, General Order No. R-507, filed 12/12/02, effective 7/1/03)


WAC 480-120-439  Service quality performance reports.  (1) Class A companies.  Class A companies must report monthly the information required in subsections (3), (4), and (6) through (10) of this section.  Companies must report within thirty days after the end of the month in which the activity reported on takes place (e.g., a report concerning missed appointments in December must be reported by January 30).


(2) Class B companies.  Class B companies need not report to the commission as required by subsection (1) of this section.  However, these companies must retain, for at least three years from the date they are created, all records that would be relevant, in the event of a complaint or investigation, to a determination of the company's compliance with the service quality standards established by WAC 480-120-105 (Company performance standards for installation or activation of access lines), ((480-120-107,)) 480-120-112 (Company performance for orders for nonbasic services), 480-120-133 (Response time for calls to business office or repair center during regular business hours), ((480-120-132,)) 480-120-401 (Network performance standards), 480-120-411 (Network maintenance), and 480-120-440 (Repair standards for service interruptions and impairments, excluding major outages).


(3) Missed appointment report.  The missed appointment report must state the number of appointments missed, the total number of appointments made, and the number of appointments excluded under (b), (c), or (d) of this subsection.  The report must state installation and repair appointments separately.


(a) A LEC is deemed to have kept an appointment when the necessary work in advance of dispatch has been completed and the technician arrives within the appointment period, even if the technician then determines the order cannot be completed until a later date.  If the inability to install or repair during a kept appointment leads to establishment of another appointment, it is a new appointment for purposes of determining under this subsection whether it is kept or not.


(b) When a LEC notifies the customer at least twenty-four hours prior to the scheduled appointment that a new appointment is necessary and a new appointment is made, then the appointment that was canceled is not a missed appointment for purposes of this subsection.  A company-initiated changed appointment date is not a change to the order date for purposes of determining compliance with WAC 480-120-105 (Company performance standards for installation or activation of access lines) and 480-120-112 (Company performance for orders for nonbasic services).


(c) A LEC does not miss an appointment for purposes of this subsection when the customer initiates a request for a new appointment.


(d) A LEC does not miss an appointment for purposes of this subsection when it is unable to meet its obligations due to force majeure, work stoppages directly affecting provision of service in the state of Washington, or other events beyond the LEC's control.


(4) Installation or activation of basic service report.  The report must state the total number of orders taken, by central office, in each month for all orders of up to the initial five access lines as required by WAC 480-120-105 (Company performance standards for installation or activation of access lines).  The report must include orders with due dates later than five days as requested by a customer.  The installation or activation of basic service report must state, by central office, of the total orders taken for the month, the number of orders that the company was unable to complete within five business days after the order date or by a later date as requested by the customer.


(a) A separate report must be filed each calendar quarter that states the total number of orders taken, by central office, in that quarter for all orders of up to the initial five access lines as required by WAC 480-120-105 (Company performance standards for installation or activation of access lines).  The installation or activation of basic service ninety-day report must state, of the total orders taken for the quarter, the number of orders that the company was unable to complete within ninety days after the order date.


(b) A separate report must be filed each six months that states the total number of orders taken, by central office, in the last six months for all orders of up to the initial five access lines as required by WAC 480-120-105 (Company performance standards for installation or activation of access lines).  The installation or activation of basic service one hundred eighty day report must state, of the total orders taken for six months, the number of orders that the company was unable to complete within one hundred eighty days.


Orders for which customer-provided special equipment is necessary; when a later installation or activation is permitted under WAC 480-120-071 (Extension of service); when a technician arrives at the customer's premises at the appointed time ((and)) prepared to install service and the customer is not available to provide access; or when the commission has granted an exemption under WAC 480-120-015 (Exemptions from rules in chapter 480-120 WAC), from the requirement for installation or activation of a particular order, may be excluded from the total number of orders taken and from the total number of uncompleted orders for the month.


For calculation of the report of orders installed or activated within five business days in a month, orders that could not be installed or activated within five days in that month due to force majeure may be excluded from the total number of orders taken and from the total number of uncompleted orders for the month if the company supplies documentation of the effect of force majeure upon the order.


(5) Major outages report.  Notwithstanding subsections (1) and (2) of this section, any company experiencing a major outage that lasts more than forty-eight hours must provide a major outage report to the commission within ten business days of the major outage.  The major outages report must include a description of each major outage and a statement that includes the time, the cause, the location and number of affected access lines, and the duration of the interruption or impairment.  When applicable, the report must include a description of preventive actions to be taken to avoid future outages.  This reporting requirement does not include company-initiated major outages that are in accordance with the contract provisions between the company and its customers or other planned interruptions that are part of the normal operational and maintenance requirements of the company.


The commission staff may request oral reports from companies concerning major outages at any time and companies must provide the requested information.


(6) Summary trouble reports.  Each month companies must submit a report reflecting the standard established in WAC 480-120-438 (Trouble report standard).  The report must include the number of reports by central office and the number of lines served by the central office.  In addition, the report must include an explanation of causes for each central office that exceeds the service quality standard established in WAC 480-120-438 (Trouble report standard).  The reports, including repeated reports, must be presented as a ratio per one hundred lines in service.  The reports caused by customer-provided equipment, inside wiring, force majeure, or outages of service caused by persons or entities other than the local exchange company should not be included in this report.


(7) Switching report.  Any company experiencing switching problems in excess of the standard established in WAC 480-120-401 (2)(a) (Switches‑-Dial service), must report the problems to the commission.  The report must identify the location of every switch that is performing below the standard.


(8) Interoffice, intercompany and interexchange trunk blocking report.  Companies that experience trunk blocking in excess of the standard in WAC 480-120-401 (3) (Interoffice facilities) and (5) (Service to interexchange carriers) must report each trunk group that does not meet the performance standards.  For each trunk group not meeting the performance standards, the report must include the peak percent blocking level experienced during the preceding month, the number of trunks in the trunk group, the busy hour when peak blockage occurs, and whether the problem concerns a standard in WAC 480-120-401 (3) or (5).  The report must include an explanation of steps being taken to relieve blockage on any trunk groups that do not meet the standard for two consecutive months.


(9) Repair report.

(a) For service-interruption repairs subject to the requirements of WAC 480-120-440 (Repair standards for service interruptions and impairments, excluding major outages), companies must report the number of service interruptions reported each month, the number repaired within forty-eight hours, and the number repaired more than forty-eight hours after the initial report.  In addition, a company must report the number of interruptions that are exempt from the repair interval standards as provided for in WAC 480-120-440.


(b) For service-impairment repairs subject to the requirements of WAC 480-120-440, companies must report the number of service impairments reported each month, the number repaired within seventy-two hours, and the number repaired more than seventy-two hours after the initial report.  In addition, a company must report the number of impairments that are exempt from the repair interval standard as provided for in WAC 480-120-440.


(10) Business office and repair answering system reports.  When requested, companies must report compliance with the standard required in WAC 480-120-133 (Response time for calls to business office or repair center during regular business hours).  If requested, companies must provide the same reports to the commission that company managers receive concerning average speed of answer, transfers to live representatives, station busies, and unanswered calls.


(11) The commission may choose to investigate matters to protect the public interest, and may request further information from companies that details geographic area and type of service, and such other information as the commission requests.


(12) If consistent with the purposes of this section, the commission may, by order, approve for a company an alternative measurement or reporting format for any of the reports required by this section, based on evidence that:


(a) The company cannot reasonably provide the measurement or reports as required;


(b) The alternative measurement or reporting format will provide a reasonably accurate measurement of the company's performance relative to the substantive performance standard; and


(c) The ability of the commission and other parties to enforce compliance with substantive performance standard will not be significantly impaired by the use of the alternative measurement or reporting format.


(13) Subsection (12) of this section does not preclude application for an ((exception)) exemption under WAC 480-120-015.
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