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

March 30, 2005

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 Nos. UT-921192, UT-950200, UT-991358

Dear Ms. Washburn:

Enclosed are the February 2005 service quality performance reports required of Qwest Corporation in

accordance with Docket Nos. UT-921192, UT-950200, UT-991358, and WAC 480-120-438 — 480-120-

440.

The following reports are enclosed:

1) Installation Commitments Met/Held Orders,

2) Repair Commitments Met,
3) Trouble Report,

4) Abnormal Trouble Conditions Report,
5) Answer Time Performance,
6) Out of Service Report — 48 hours/Cleared Greater than 72 hours,

7) Trunk Blocking Reports,
8) Dial Tone Report,

9) Customer Complaint Report,
10) Customer Service Guarantee Report

The Service Order Interval Missed Commitment Report enclosed includes all orders completed in

February 2005. Information is provided for each exchange and includes orders for primary service, orders
held beyond five business days and orders not completed within 90 days. The order count used for this
report includes primary and additional line orders. This report includes large business orders and excludes
orders where the customer requested a due date greater than five business days, orders where Qwest was
ready to install service but the customer was not ready, all orders for company official services and orders
for service that were for five or more lines 5 Day Greater than 10% and 90 Day Greater than 1% columns.



Also attached is the restated January Access report. The January report was in error and has now been
corrected.

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,

R L T@waa}/\.

Ron L. Trullinger for
Holly Dean

By

Enclosures



INSTALLATION APPOINTMENTS MET

The Installation Appointments Met report measures the percentage of appointments for the connection of service
met on the commitment date. Beginning with May 1993, report each month's results, adding subsequent months'
data until 12 months of data is reported. After that point, add the current month data and delete the 13 month old
data in order to always report percentages for 12 months.

COMPANY NAME: Qwest Corporation
e Calculations are based on 2004/2005 orders reflected in the Service Interval Missed Commitment Report 1,
Commitments Met-Company Missed.

MONTH/YEAR 3/04 |4/04 |[5/04 [6/04 |7/04 8/04 |9/04 10/04 | 11/04 | 12/04 |01/05 |02/05
PERCENTAGE 997 1997 199.7 1996 996 996 [99.6 [99.6 1996 |99.7 [99.7 |99.7
Month reflects calculation based on residence, small business and large business orders.
HELD ORDERS

The Held Orders report lists the number of requests for primary exchange service that is not filled on or before the
commitment date. State the number of held orders expressed as a ratio per one hundred new or reestablished lines

ordered. Begin reporting with May 1993, ratios. After ratios for 12 months have been reported, subsequent
reports should add the current month's data and delete the 13 month's data in order to continue reporting the most

current 12 month of results. Beginning with January 1996 a new method of determining this statistic is used,
making it not comparable to prior months.

COMPANY NAME: Qwest Corporation

e Calculations are based on 2004/2005 orders reflected in the Service Interval Missed Commitment Report 2,

5 Day Greater than 10%.
MONTH/YEAR 3/04 [4/04 [5/04 [6/04 [7/04 [8/04 |9/04 10/04 | 11/04 | 12/04 |1/05 |2/05
RATIOS 077 (0.8 (082 [0.82 085 [0.89 |09 080 [092 [0.81 077 |.70

Month reflects calculation based on residence, small business and large business orders.
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Qwest Corporation

Reconciliation of the Service Order Interval Missed Commitment and Aging Reports

February 2005

The Year-to-date Aging Report reflects the progress made when an order is held due to the lack of

company facilities. As of February 28, 2005, Qwest had I pending held orders over 30 days old due to a
lack of company facilities, all of which were for additional lines.

The Qwest Service Order Interval Missed Commitment Summary Report for February 2005 indicates that
we have completed 31,203 (99.3%) orders year to date within 5 business days (new, transfer or change
orders with at least one inward line). 219 (0.70%) orders were not completed within 5 business days due to

company reasons.

The February Year-to-Date Aging Report indicates that i total orders through February have been
completed that were originally held due to a lack of facilities. By working with the February Service Order
Interval Missed Commitment Summary and the February Year-to-Date Report the following conclusions

can be drawn:

31,203 orders for lines were completed in February 2005.

145,622 total orders were completed in February 2005.

Qwest missed the commitment/appointment for 433 orders (0.3%) of the total orders completed in

February .

® 219 orders (0.70%) were not completed in 5 business days (219/31,203). These were all held orders.
Information on the Aging Report indicates that
lack of facilities (682 that have completed + 2 that are still pending less than 30days). Therefore, you
can conclude that the February orders that were not completed within 5 business days were held due to
a lack of facilities. In other words, the technicians completed all orders within 5 business days unless
they were unable to do so because there were no available facilities.

®  Year-to-date, - orders (99.9%) have been completed that
facilities, some of these orders may have been taken in 2003.

® Ofthe

less than 30 days (96%).

orders were held in February due to a

were originally held due to a lack of

total orders held due to a lack of facilities to date, were completed in

Orders Still Open
> 60 days (from
VIEW 1 11/04 SOT=NTC Not Compl w/i 02/05 facilities Total orders not 90 days (greater
Inward R, SB, LB 90 days aging report) compl w/i 90 days than 1%)
State Total 31,203 9 11 0.03%

REDACTED COPY




Qwest Corporation
Detail Service Order Interval Missed Commitment Report Column Notes
2004/2005 based orders

Completed Order Detail. (Report 1)

Column #
11 EXCHANGE: Exchange/wire center name.

2] WC: Wire center number.
3]. AREA CODE: NPA for the exchange or wire center.

4] SOT=NTC; (IF>00): Total of all completed New, Transfer and Changed service orders for month
reported; residence, small business, large business.

5] SOT=NTC; (IF>00): Total of all completed New, Transfer and Changed service orders for month
reported; residence, small business.

6] COMPANY MISSED: Number of service orders in column 4 that the installation appointment was
missed due to company reasons.

7} SUBSCRIBER MISSED: Number of service orders in column 4 that the installation appointment was
missed due to subscriber reasons.

8] COMBINED MISSED: Number of service orders in columns 6 and 7 that the installation appointment
was missed due to company and subscriber reasons.

9] COMMITMENTS SUBSCRIBER MISSED: Percentage of installation appointments met by the
company but missed due to customer reasons (column 4 less column 7 divided by column 4).

10] COMMITMENTS MET COMPANY MISSED: Percentage of installation appointments met by the
company (column 4 less column 6 divided by column 4).

11} COMMITMENTS MET COMBINED MISSED: Percentage of installations met by the company
excluding appointments missed because of company or customer reasons (column 4 less column 8 divided
by column 4).

Missed Commitment Information (Report 2)

12] SOT=NTC (R, SB, LB): Total completed New, Transfer and Change service orders with at least one
inward line, residence, small business, large business.

13] SOT=NTC (R, SB): Total completed New, Transfer and Change service orders with at least one
inward line, residence and small business.

14] TOTAL NOT COMPLETED WITHIN 5 DAYS: The number of orders in column 12 that were not
completed due to company reasons within 5 business days. The amounts in this column are the counts by
wire center of all orders that were held at some time during the month, some of these orders were
completed within 5 business days and some counts may include orders held for customer reasons.

15] PERCENT NOT MET IN 5 DAYS GREATER THAN 10%: Percentage of orders that were not
completed within 5 business days (column 14 divided by column 12).

16] TOTAL NUMBER OF ORDERS WITH DUE DATES GREATER THAN 5 BUSINESS DAY'S
because the customer requested.



17] TOTAL NUMBER OF ORDERS WITH A DUE DATE GREATER THAN 5 BUSINESS DAYS
because of customer reasons, with 5 lines or less, appointment missed for company reasons.

18] PERCENTAGE MET: Sum of orders with due dates greater than 5 business days for customer
reasons (column 16) less orders with due dates greater than 5 business days for customer reasons (column
17) divided by the total number of orders with due dates greater than 5 business days because of customer
reasons (divided by column 16).

19] PERCENTAGE MISSED: Total number of orders not completed in 5 days (column 14) plus the total
number of orders with due dates greater than 5 Days, for customer reasons, missed for company reasons
(column 17) divided by the number by the current month’s total inward line orders (column 12).

20] 11/04 SOT=NTC Inward (R, SB, LB): Total of all completed New, Transfer and Changed service
orders for November 2004 with at least one inward line, residential, small business, large business.

21] TOTAL NOT COMPLETED IN 90 DAYS: The number of open held orders that are more than 90
days old at the end of the month.

22] PERCENT NOT MET IN 90 DAY'S: Percentage of orders that were not completed within 90 calendar
days (column 21 divided by column 20).
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WASHINGTON REPAIR COMMITMENTS MET

FEBRUARY 2005
Repair Repair Physically
Measurement Period | # of Repair | Commitments | Commitments Force Majeure Obstructed
2005 Tickets Met Missed % Met Exclusions Exclusions
January 18,241 17,147 1094 94.00% 51 105
February 13,348 12,805 543 95.93% 29 62
March
April
May
June
July
August
September
October
November
December
YTD Total 31,589 29,952 1,637 94.82% 80 167
Baseline (WAC 480-120-439(3)): The misssed repair appointment report must state the number of appointments
missed; made and the number of allowed appointments exclusions. I
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WASHINGTON OUT OF SERVICE SUMMARY

FEBRUARY 2005
Total # of Out % Out Of  |Out of Service
Measurement Period| Of Service |Out of Service Cleared [Service <= |Not Cleared in
2005 Tickets 48 Hours 48 Hours 48 Hours # Of Exemptions
January 13,081 12,876 98.43% 205 199
February 9,545 9,473 99.25% 72 112
March
April
May
June
July
August
September:
October
November
December
22,626 22,349 98.78% 277 311

Basellne(WAC 480-120-439{9)/480-120-440(1)):

A company must repair all out-of-serviCe interruptions within 48 hours, excluding Sundays and

holidays, unless physically obstructed from doing

50 or due to interrup

tions caus

ed by extraordinal

or abnormal conditions of operation.

All Other Non Force
Repairs % All Other | Force Majeure | Majeure All
Cleared Repairs All Other Troubles
Measurement Period|  All Other All Other Repairs GTR > 72 | Cleared <= 72 | Troubles Cleared| Cleared GTR
2005|Repair Tickets| Cleared LT <=72 Hours Hours Hours GTR > 72 Hours | > 72 Hours
January 5,075 5,040 35 99.31% 2 40
February 3,748 3,731 17 99.55% 2 32
March
April
May|
June
July
August
September
October,
November
December
YTD TOTAL 8,823 8,771 52 99.41% 4 72

Basellne: (WAC 480-120-439 (9)/480-120-440(2

): All "other” regulated service

nterruptions must be repaired within seventy-two hours

uniess the company is unable to make the repair because it is physically obstructed from doing so or because of force majeure, in which case the repair

must be made as soon as practicable.




. v WASHINGTON E911, LOCAL AND TOLL TRUNK BLOCKING
FEBRUARY 2005

Trunks Blocking > 1% for the month of Feb 2005 E911 Trunk Blocking
Number of

Trunks in

Type of [Monthly

Trunk Group |Trunk Calls Performance Explanation/Details of Action Taken,
ID Group A Location Z Location Direction |Carried |Result Feb05 Turnk Servicing Response - Feb05
AP077731 one way E911 1.25%
We continually see blocking on this
trunk group. We have sent TGSR's to
the 911 service team on 3/3/05 and
each month previously. We have
AP069365 one way E911 5.85%|gotten no response to augment.

Percent of trunks meeting standard:
Total number of trunks:
mber of trunks o

iance fo

Trunks Blocking > 1% for the month of Feb 2005 Local Trunk Blocking
Number of
Trunks in Type of |Monthly
Trunk Group |Trunk Calls Performance Explanation/Details of Action Taken,
ID Group A Location Z Location Direction |Carried |Result Feb05 Turnk Servicing Response - Feb05
LOCAL
NOTHING TO REPORT Nothing to report
Percent of trunks meeting standard: 100.00%
Total number of trunks: 330

Number of trunks out of com| “Iiance for the month: 0

B
Trunks Blocking > .5% for the month of Feb 2005 Toll Trunk Blocking
Number of
Trunks in Type of |Monthly
Trunk Group [Trunk Calls Performance Explanation/Details of Action Taken,
ID Group A Location Z Location Direction [Carried |Result Feb05 Turnk Servicing Response - Feb05
APQ77413 216 two way GOS 0.55% | Nothing to report
AP073995 240 two way GOS 1.17%
APQ77411 144 two way GOS 1.39%
AP072404 600 two way GOS 3.25%
Percent of trunks meeting standard: 98.96%
Total number of trunks: 387
Number of trunks out of compliance for the month: 4

Key =

GOS: Grade of Service

Toll-DDD: Direct Distance Dial

TGSR: Trunk Group Service Request Form

REDACTED COPY
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