Qwest

Spirit of Service

Qwest Corporation

512 12* Avenue, Suite 400
Olympia, Washington 98501
Phone: (360) 754-3241

e-mail: Holly.Dean@qwest.com

Holly Dean
Manager - Regulatory
Public Policy

—

November 19, 2004

Carole Washburn, Secretary
Washington Utilities and
Transportation Commission

1300 S. Evergreen Park Dr. SW
Olympia, Washington 98504-7250

Attention: Kristen Russell, Bob Williamson
Re: Docket No. UT-991358, Seventeenth Supplemental Order

Dear Ms. Washbum:

Enclosed are the July through October 2004 Customer Service Guarantee reports required of Qwest
Corporation in accordance with Docket No. UT-991358, Seventeenth Supplemental Order.

The following reports are enclosed:

July through October- Customer Service Guarantee Program Credit Reports
July through October- 2/7 day Out of Service Report

July through October- 2/7 day Out of Service Summary Report

Please note that the October 2004 Trouble Report Rate Credit, part of the Customer Service Guarantee
Report, is not complete. Once the data is available it will be sent under separate cover.

Pursuant to WAC 480-07-160(3), Qwest requests that the portions of these reports submitted on yellow paper be
held confidential, as these documents contain valuable commercial information, the release of which would be
detrimental to Qwest Corporation.

Please call me on (360) 754-3241 if you have questions or need additional information.
Very truly yours,

By ?&w‘/ JW

Ron L. Trullinger for
Holly Dean

Enclosures



Washington Customer Service Guarantee Program Credits - 2004

t i f

Missed Appointments/Commi - Install Resid (New C /R orders)
Number of Number of Number of Number of
of Appol Appoi Number of Py " c
Schedulad fil W tdicnatehad Schadulad 0 ol i ( 4 b
Appol orders) missed | orders) missed Commitments orders) missed | orders) missed
M (dispatched due to C y | due to { p d)| due to Company | due to Numb:
Period orders; reasons reasons orders reasons reasons Exclusions
July, 2004

August, 2004|
September, 2004)
October, 2004]
November, 2004
December, 2004

YTD Total 68445 2099 1986 633706 423 468 2454
Missed Appointments/Commitments - Install {New Conne
Number of Appoll pp of Ci Commitments
Sehaduled tdl a4 tdl ad Sehadulod . " bod | 1 a
\aisp \disp \ P \r P
Appoint orders) missed | orders) missed Commitments orders) missed | orders) missed
M (dispatched due to C due to (non-dispatched) | due to Company | due to Numb
reasons reasons orders reasons reasons Exclusions
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Missed Appol IC - Repair R

Number of

Scheduled
c
(non-disp

Number of

Qehaduled

a

tickets) missed )
due to Comp p due to C due to customer Number
reasons reasons tickets) reasons reasons Exclusions

non-di
\!

Missed Appoil ts/Commitments - Repair B

i had

{
(disg [{ P { P
tickets) missed tickets) missed | tickets) missed
P due to { P due to Ci due to customer Number
Period| reasons reasons reasons Exclusions
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Missed Appointment/Commitment

L]
Credits Paid - Install

Washington Customer Service Guarantee Program Credits - 2004

/Business {(New C

Number of
residence
customers

for

recelving credits

of

missed

Total

Period|

mmitments-Install

credits paid.

$143.725.00

Month Credit Paid

Upon Credit
|ssued/Bill Date

Number of
business
customers
receiving credits
for company

missed

Total amount of

mmitments-Installl

credits paid

$52,006.00

Month Credit Paid
Upon Credit
Issued/Bill Date

Missed Appointment/Ci

Credits Paid - Repair

Number of
residence
customers
recelving credits
for pany Total of
missed missed
M ppol P ppoi
Period| mmitments-Repal] credits paid.
July, 2004|
August, 2004
Septembaer, 2004
Qctober, 2004
November, 2004
December, 2004
YTD Total 3816 $190,800.00

Month Credit Paid
Upon Credit
Issued/Bill Date

Number of

business

customers

recelving credits
for company Total amount of
missed missed
mmitments-Repai crr;dlts ald.

446 $22,300.00

Month Credit Paid
Upon Credit
[ssued/Bill Date

Delayed Primary Exchange A

Baseline: WN U-402.2.2.B.1.b. /WN U-40 2.2.2 B.1.c a $50 credit will be offered if the company fails to keep a guaranteed appointment or commitment.

Reslidence Jul
# of completed
orders for
installation of
primary service
# of completed
orders for primary
service installed w/i
5 bus. days
# of credits-First
Month's Charge
{HO Recur)
Amount of credit-|
First Month's|
Charge (HO Recur)
# of credits-
Installation
(HO NonRecur)
Amount of credits-
Installation|
(HO NonRecur)|
# of $100 Bill
Credits
Amount of $100 Bilf
Credits}
# of Voice Mail
Recurring Credits
Amount of Voice|
Mail Credits|
Recurring|
# of Voice Mail
Nonrecurring
Credits
Amount of Volce)
Mail Nonrecuning
Credits|

# of Cellular loaners
Amount of celfula
vouchers

# of Remote Call
Frwding-Recurring

Amount of Remote|
Call Frwding-
Recurring
# of Remote Call
Frwding-Non-
Recurring

Amount of Remote|
Call Frwding-Non-
Recurring credits|

YTD Total Amount]
of Credit Paid X

August

$65,739

September

$71,746

October

$66,291

November

December

YTD # of Credits
Paid

$264,446.00

YTD Total Numbery
of Credits Paid|

Paging credits
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Washington Customer Service Guarantee Program Credits - 2004

» ] [

YTD # of Credits
Business September October November Paid
# of completed
orders for
installation of
primary service
# of completed
orders for primary
service installed w/i
5 bus. days
# of credits-First
Month's Charge
{HO Recur)

Amount of credit|
First Month's|
Charge (HO RECUR)|
# of credits-
Installation
(HO NONRECUR)
Amount of credits-
Installation
# of $100 Bill
Credits
Amount of $100 Bill
Credits|
# of Voice Mail
Recurring Credits
Amount of Voice|
Mail Credits
Recurring|
# of Voice Mail
Nonrecurring
Credits
Amount of Voice|
Mail Nonrecurring
Credits|

# of Cellular loaners|
Amount of cellula
vouchers

# of Remote Call
Frwding-Recurring

Amount of Remote|
Call Frwding-
Recurmring]
# of Remote Call
Frwding-Non-
Recurring

Amount of Remote|
Call Frwding-Non-|
Recurring Credits

YTD Total Amount]

of Credit Paidl $21,491 $23,189 $83,373.00
YTD Total Number]
of Credits Paid 261 270 282 288 1101
Paging credits
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Washington Customer Service Guarantee Program Credits - 2004

' ) .
REPORT: Out of Service C: Bill Credits
Total Amount of
Credit Paid (One
Condition not Condition lasting month's recurring
Cleared in 2 more than 7 charge, plus
working days; # Calendar Days; # associated Month Credit Paid
Measurement} tickets #Credits Paid | Amount of Credit tickets #Credits Paid regulated Upon Credit
Period| missed( pt) {Actual) Paid ($5.00 credit)] missed.(oos rpt) {Actual) features) Issued/Bill Date
Residence July - ’
December
July, 2004

August, 2004

September, 2004

October, 2004

November, 2004

December, 2004]
YTD Total 934 1101 $5,504.64 37 35 $606.75

Business July -
December
July, 2004]

Baseline: Each customer with an out-of-service condition not cleared within two working days

will receive a $5.00 credit. Each customer with an out-of-service condition Jasting more than seven calendar days
will receive credit of the monthly recurring charge. Credits do not apply due to emergency situations,

unavoidable catastrophes, force majeure, work stoppage, inside wiring or ct premi i

REPORT: Trouble Report Rate Bill Credits
Total Trouble Report Rate January - June 2004

Measurement} Exchange Out of | # of Customers
Compliance Served

Actual Working

January, 2004
February, 2004

[Basellne: Exceeds trouble report standard of 4.0 for month and either of the preceding month or four in
in 12 months. Credits do not apply retated to customer premise equipment,

emergency situations, extraordinary or abnomal conditions or disruptions caused by persons
or entities other than Qwest. I |

REPORT: Dial Tone Speed Bill Credits

Total Amount of
Credit Pald (One
month's recurring
charge, plus
associated
Measurement Wire Center Out | # of Customers regulated
Period of Compliance features Month Credit Paid
January, 2004
February, 2004

Baseline: All customers within a wire center will receive one month's recurring charge credit

for any month in which customers within the wire center are unable to obtain dial tone within three seconds on at
least 98% of calls placed during a normal busy hour. Credits do not apply due to emergency situations,
unavoidable catastrophes, force majeure, work stoppage, inside wiring or customer premise equipment.

Credits do not apply in any office served by an analog switch.
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