
STATE OF IOWA 
DEPARTMENT OF COMMERCE 

BEFORE THE IOWA UTILITIES BOARD 

 
OFFICE OF CONSUMER ADVOCATE, 
 
 Petitioner, 
 
v. 
 
QWEST CORPORATION  
 d/b/a CENTURYLINK QC, 
 
 Respondent. 
 

 
 
 
 
 
 DOCKET NO. FCU-2016-______ 
 (C-2016-0027) 
 
  

 
JOINDER IN REQUEST FOR FORMAL PROCEEDING 

Pursuant to Iowa Code § 476.3, the Office of Consumer Advocate (OCA), Iowa 

Department of Justice, requests a formal proceeding regarding the above complaint.  In 

support of the request, OCA states: 

1. On Wednesday, March 30. 2016, Kristi Murdock of Toddville submitted a 

complaint regarding her telephone service with Qwest Corporation d/b/a CenturyLink QC 

(CenturyLink).  She said they had been without dial tone since Friday, March 25. 

2. According to the complaint, company records showed the problem “would 

be fixed on Sunday (Easter!), then on Monday, then on Tuesday, then on Wednesday.”  

She said the trouble ticket showed closed but they still had no dial tone.  She said the 

soonest CenturyLink could dispatch again was Friday, April 1. 

3. According to the complaint, the Murdocks are in a cell “dead zone,” and 

no cell service consistently has a signal to their home, so they have no alternative.  She 

stated:  “God help us if someone were actually ill or injured.” 
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4. According to the complaint, the Murdocks had been without dial tone for 

days at a time every 4-6 months for the last several years. 

5. By response dated April 11, 2016, CenturyLink advised that a repair ticket 

was received on March 26,” and “trouble [was found] in the pair gain system.”  The 

response did not state what action, if any, was taken on March 26. 

6. On Thursday, March 31, according to the response, “another repair ticket 

was issued and the line was cut to a new port in the pair gain system and cleared on 

April 1.” 

7. According to the response, the company issued a credit in the amount of 

$20.46 for a missed appointment and $13.92 the out-of-service condition.  The response 

does not indicate what appointment was missed. 

8. The response stated the Murdocks had reported no dial tone on four 

occasions in 2015.  According to company records, one of the tickets was cleared the 

same day.  The others were cleared within one, three and five days. 

9. The response did not dispute Ms. Murdock’s statement that the Murdocks 

have no reliable cell phone reception in their home. 

10. On April 18, 2016, staff issued a proposed resolution.  The proposed 

resolution observed that CenturyLink repaired the service on April 1.  The proposed 

resolution cited 199 IAC 22.6(3), which requires that “[o]ne hundred per cent of all out-

of-service trouble reports [be] cleared within 72 hours.” 

11. The proposed resolution concluded that further investigation is appropriate 

to determine whether there is a pattern of intermittent service problems on the Murdocks’ 
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service and to determine why the March 26 repair ticket was closed when the Murdocks 

were claiming they had no working service. 

12. The proposed resolution observed that the Board has received other 

complaints involving CenturyLink’s delay in restoring telephone service in a timely 

manner and that those complaints are under Board consideration in Docket Nos. FCU-

2015-0008 and WRU-2015-0035-0272.  Staff recommended that the Board initiate a 

separate formal proceeding for further consideration of this complaint. 

13. On April 19, 2016, Ms. Murdock confirmed to OCA that service was 

restored late on the afternoon of March 31.  She advised she happened to encounter the 

technician on the driveway on her way home from work and talked with him.   He 

warned the company would be continuing to replace lightning-damaged equipment 

throughout the weekend and the Murdocks should expect periodic voice outages of an 

hour or so at a time.  If that happened, the Murdocks were unaware of it.  They have had 

no further difficulties since the March 31 repairs. 

14. In her April 19 communication, Ms. Murdock reconfirmed a “rather long 

history of voice outages,” typically after rains, “which often take several days to resolve.”  

She reconfirmed poor cell service at their home and stated her landline telephone service 

“is STILL an essential service.”  She stated:  “I worry about medical emergencies and all 

the things you imagine might happen when you know your phone doesn't work.”  

15. OCA agrees with the staff recommendation.  In addition to the matters 

identified by staff, there are reasonable grounds to investigate (i) the nature of the repairs, 

if any, that were made on March 26, (ii) whether and why company records showed the 

problem “would be fixed on Sunday (Easter!), then on Monday, then on Tuesday, then on 
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Wednesday,” (iii) why a missed appointment credit was issued, (iv) the age of the 

relevant infrastructure, (iv) the history of outages “for days at a time” alleged by 

Ms. Murdock going back several years; (v) the nature of the repairs made on March 31 

and over the ensuring weekend and (vi) whether those repairs are likely to be sufficient to 

prevent future interruptions of service. 

 WHEREFORE, OCA joins the staff request that the Board initiate a formal 

complaint on Ms. Murdock’s complaint. 

 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 
  
 OFFICE OF CONSUMER ADVOCATE 
 
 
Copies sent electronically to: 
 
Kristi Murdock 
3213 Feather Ridge Rd. 
Toddville, IA 52341 
prairillon@gmail.com 
 
Diana Ornelas 
Qwest Corporation d/b/a CenturyLink QC 
930 15th Street, 11th Floor 
Denver, CO 80202  
diana.ornelas@centurylink.com 
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