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REPLY MEMORANDUM 

The fact that proceedings are pending in other dockets is not a good reason to 

decline to investigate the complaint in this docket.  The concerns are in large part 

localized to particular geographic areas.  This complaint arises out of Pocahontas.  The 

complaints in the consolidated dockets arose in other parts of the state.  The company’s 

response to the complaint here acknowledged three prior trouble tickets for no dial tone 

and one for static earlier in 2015.  The company’s response to the petition acknowledged 

the failure of a 200-pair cable and trouble tickets not just from the Ottos but from three 

other customers as well.  Board rule 199 IAC 22.6(3)“a” has two distinct requirements:  

(1) “make all reasonable efforts to prevent interruptions of service”; and (2) when 

interruptions are reported or found (and hence not prevented), “reestablish service with 

the shortest possible delay.”  This proceeding represents a failure in another part of the 

state by CenturyLink to provide adequate facilities and timely repairs for interruptions of 

service. 
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According to the response to the petition, the difficulties traced in part to a “bad” 

pedestal that needed to be dug up, rehabilitated and respliced. Board rule 199 IAC 22.5 

provides insight into a company’s service quality obligations, including the following: 

• 199 IAC 22.5(1):  “The telephone plant of the utility shall be designed, 
constructed, installed, maintained and operated subject to the provisions of 
the Iowa electrical safety code . . . and in accordance with accepted good 
engineering practice in the communication industry to ensure, as far as 
reasonably possible, continuity of service, uniformity in the quality of 
service furnished, and the safety of persons and property.” 
 

• 199 IAC 22.5(2)“a”:  “Each local exchange utility . . . shall employ 
prudent management and engineering practices so that sufficient 
equipment and adequate personnel are available at all times . . . .” 

 
• 199 IAC 22.5(2)“b”:  “Each local exchange utility . . . shall . . . maintain 

records necessary to demonstrate to the board that sufficient equipment is 
in use and that an adequate operating force is provided.” 

 
• 199 IAC 22.5(2)“e”:  “The standards within these rules establish the 

minimum acceptable quality of service under normal operating conditions.  
They do not establish a level of performance to be achieved during the 
periods of emergency, catastrophe affecting large number of customers, 
nor do they apply to extraordinary or abnormal conditions of operation, 
such as those resulting from work stoppage, civil unrest or other events.” 

 
• 199 IAC 22.5(4):  “All circuits shall be properly constructed and 

maintained to ensure quality service.” 
 
• 199 IAC 22.5(6):  “Local exchange utilities shall furnish and maintain 

adequate plant, equipment and facilities to provide satisfactory 
transmission of communications between users in their service areas.  
Transmission shall be adequate volume levels and free of excessive 
distortion.  Levels of noise and cross talk shall be such as not to impair 
communications.” 

 
• 199 IAC 22.5(11)“a”:  “Each telephone utility shall adopt and pursue a 

program of periodic inspection, testing, and preventive maintenance aimed 
at achieving efficient operation of its system to permit the rendering of 
safe, adequate and continuous service at all times.” 
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• 199 IAC 22.5(11)“b”:  “Maintenance shall include keeping all plant and 

equipment in a good state of repair consistent with safe and adequate 
service performance.  Broken, damaged or deteriorated parts which are no 
longer serviceable shall be repaired or replaced . . . .  Electrical faults, 
such as leakage or poor insulation, noise induction, cross talk, or poor 
transmission characteristics shall be promptly corrected to the extent 
practicable within the design capability of the plant affected when located 
or identified.” 

 
• 199 IAC 22.5(11)“f”:  “All regulated outside plant facilities shall be 

properly maintained including replacement of equipment when broken, 
damaged or when necessary for good transmission.” 

 

Investigation is needed to determine the age of the pedestal, the reason it was bad and 

needed to be rehabilitated and how it was rehabilitated. 

CenturyLink, again, is alleging weather issues as an excuse. Precipitation is 

common in Iowa and not an excuse for delayed repair. Weather is too easy for 

CenturyLink to raise and all too common in these complaint proceedings responses. The 

Board should determine it is not enough for CenturyLink to just raise weather as a 

defense, but that it is appropriate for the Board to initiate a formal proceeding so 

CenturyLink can prove that weather actually contributed to the delay. When 

CenturyLink’s customers’ welfare, safety and health are endangered because of excessive 

delay as alleged in this Complaint, the reason for the delay needs to be verified. 

CenturyLink, by failing to keep itself in a state of readiness to restore 

interruptions on a compliant basis, has allowed the quality of service in some areas to 

degrade and deteriorate.  It has done so in violation of the Board’s rules.  It has 

endangered the safety and health of the affected populations. It is appropriate for the 

Board to initiate a formal proceeding. 
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 Respectfully submitted, 
 
 Mark R. Schuling 
 Consumer Advocate 
 
 
 
 /s/ Craig F. Graziano                                  
 Craig F. Graziano 
 Attorney 
 
 1375 East Court Avenue 
 Des Moines, IA  50319-0063 
 Telephone:  (515) 725-7200 
 E-Mail:  IowaOCA@oca.iowa.gov  
 E-Mail:  Craig.Graziano@oca.iowa.gov 
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