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WAC 480-120-X08 Service quality credits for retail customers

All local exchange companies (LECs) must include in tariffs or price lists retail
customer service credits that conform with this section.

(1)Service Credits. Each LEC must give a service quality credit to the customer
when installation or activation of the first residential line, first two business lines,
or both, are delayed beyond five business days from the date of receipt of the
order. The credit given by the LEC must be at least equal to the non-recurring
charge and one month’s recurring charge, including the subscriber line charge.
The LEC must give an additional credit at least equal to one month’s recurring
charge, including the subscriber line charge, for each week or part of week the
installation or activation is delayed beyond the initial seven business days from
the order -date.

If a customer initiates a request for installation or activation later than five
days from the date of receipt of the order, then the LEC is not required to provide
service credits under subsection (1) of this section, but is required to provide
service credits as provided in subsection (2).

Unless-the-commission-orders-otherwise; LECs-Services that are
competitively classified under RCW 80.36.320 or RCW 80.36.330 are not
required-to-thelude-in-tarifs-erpricelists-subject to the service credits prescribed
in this subsection._Price lists do not need to include the service credits
prescribed in this subsection, unless the commission orders otherwise.

(2) Whenever a customer orders any service for which the service credits
of subsection{1)-de-notapphythe-Each LEC must provide a due date when that
service will be provided, as offered under the LECs price list or tariff. If the LEC
does not provide the service on or before the due date, the LEC must give the
customer a credit for the non-recurring charge and at least one-month’s recurring
charge for the delayed service (including subscriber line charge if applicable).
Thereafter, for each week-month or part of a-week- of month in which the service
is not provided by the LEC to the customer, the LEC must provide a credit equal
to one month’s recurring charge for the delayed service (including the subscriber
line charge, if applicable).

The LEC is not required to give the service credit #when:

(a) tThe customer initiates a request to reschedule the due date, but
service credits must be given by the LEC in the manner prescribed in
this subsection if the LEC fails to provide the service on the
rescheduled due date-;

(b) The service is not offered by the LEC in the customer's service area
because it has not yet been deployed by the LEC in that area;

(c) The customer's premises equipment is not compatible with the LEC's
service;

(d) The order was missed due to customer reasons; or

(e) Special service or equipment is required.

(3) Missed appointment credits. For purposes of this rule, an appointment
means a commitment that requires the customer or the customer’s
representative be present when the company representative installs, changes,
disconnects, repairs, or otherwise affects the customer’s service.
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The LEC must credit the customer not less than $50.00 when the LEC
fails to keep an appointment.

The LEC keeps the appointment when the necessary work in advance of
dispatch has been completed and the technician arrives at the appointed time but
cannot complete the order until a later date, or if the LEC notifies the customer at
least twenty-four hours prior to the scheduled appointment that facilities are
unavailable and a new appointment is made.

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, the installation requirements and service credit
requirements of subsections (1) and (2) and the timelines set out in those
subsections are not affected by the LECs action to change the appointment.

(4) Service credits are not required when:

(a) aA later installation or activation is permitted under WAC 480-120-071,

service extensions;-:

(b) The service is not offered by the LEC in the customer's service area

because it has not yet been deployed by the LEC in that area;

(c) The customer's premises equipment is not compatible with the LEC's

service;

(d) The order was missed due to customer reasons; or

(e) Special service or equipment is required.
and-sService and appointment credits are not required when the LEC is unable
to meet its obligations due to significant adverse events such as natural
disasters, work stoppages, or other events beyond the LEC’s control. |

(5) LECs may include in tariffs or price lists additional or different service |
quality guarantee credits, and additional interim services, such as voice mail, that
might aid a customer without service. Different service guality guarantee credits
may be offered, in lieu of those prescribed in the subsections above, subject to
Commission approval.

WAC 480-120-XXX Installation or activation of retail basic service

(1) Except as provided in subsection (2), when an applicant for retail service for a
particular location has met all tariff or price list requirements or applicable
commission rules, the local exchange company (LEC) receiving the application

must treat the application as an order and meet the following requirements for
installation or activation of basic service:

E " within five_business.d he-da

el for inetallat I _

(a) -As measured on a calendar monthly basis, the required statewide percent of
a local exchange company's applications for installation of up to five
residence or business primary exchange access lines that shall be completed
within five business days after the date of receipt of the applications, is as
follows:
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I irod .
() 92 95% for the period from adoption of this section through August
31,2002;

(i) 94 96% for the period September 1, 2002 through August 31, 2003;
>ii) 95 97% after August 31, 2003.

v/ . A . -

(b) As measured on a calendar monthly basis, one hundred percent of a local

exchange company's applications for installation of up to five residence or
business primary exchange access lines shall be completed within ten
business days after the date of receipt of the applications, unless the order is
held due to:
(1) a lack of available LEC facilities;
(i) customer reasons; or
(iii) Circumstances beyond the LECs control such as natural disasters,
work stoppages, etc.
(c) When a LEC cannot complete an order due to the lack of available LEC
facilities; the LEC must:
(1) Advise the applicant prior to the assigned due date that it cannot meet
the due date;
(D)) Advise the customer when it estimates it will be able to provide service;
and
(iii) Keep the customer apprised of the status of the order every thirty days.
(d) The LEC must complete ninety-nine percent of all orders of up to the initial
five access lines received during each calendar quarter for installation or
activation in any exchange within ninety days after the date of receipt of the
order.

(ee) The LEC must complete one hundred percent of all orders for
installation or activation of access lines within one hundred and eighty days after
the date of receipt of the order.

(2) The timelines set forth in subsection (1) do not apply when:

(a) -eCustomer-provided special equipment is necessary;

(b) wWhen a later installation or activation date is requested by the customer or
is permitted under WAC 480-120-071, service extensions;

(c) erw\When the commission has waived the requirement for installation or
activation of a particular order under WAC 480-120-015-; or

(d) when the LEC is unable to meet its obligations due to significant adverse
events such as natural disasters, work stoppages, or other events beyond
the LEC'’s control.
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(3) Unless the Commission orders otherwise, this rule does not apply to LECs or
to services that are competitively classified under RCW 80.36.320 or RCW
80.36.330.

WAC 480-120-XXY Orders for non-basic retail services

(1)Except as provided in subsection (2), when-an-applicantforretailservicefora
eular | ot L tariff ool . licabl
commissionrules;the-each local exchange company (LEC) receiving-the
application-must-treat the-application-as-an-orderand-must complete orders for
all non-basic services as offered under price list or tariff, within one hundred
eighty days of the order or on a later date requested by a customer.
(2) The timelines set forth in section (1) do not apply when:
(i)-a later installation or activation is permitted under WAC 480-120-071,
service extensions;; erwhen
(i)-the commission has waived the requirement for installation or
activation of a particular order under WAC 480-120-015-—;
(iif) The service is not offered by the LEC in the customer's service area
because it has not yet been deployed by the LEC in that area;
(iv) _ The customer's premises equipment is not compatible with the LEC's
service;
(V) The order was missed due to customer reasons; or

(vi)  Special service or equipment is required.

Companies that are Competltlvely classmed are exempt from the reportlng
requirements of RCW 80.04.460.

The following definition was distributed for comment in January. The definitions
and changes to them will not be considered on March 14, but this is provided so
that readers understand a change will be proposed.

“Due date” means the date on which the company commltted to prowde service,
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