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Certification of Compliance with Applicable Service Quality Standards and
Consumer Protection Rules for Voice and Broadband Services

Service quality standards and consumer protection rules for broadband are not as defined as the rules for
voice services. The Company complies with any service quality standards and consumer protection rules
for broadband that are out there now and any that will be defined in the future.

Voice Network

o Provides voice grade access to the public switched network.
¢  Provides flat rated local exchange service with no additional charge to end users.
s Provides access to the emergency services provided by local government or other public safety
organizations, such as 911 and enhanced 911.
» Provides toll blocking and toll limitation services.
o Advertises the availability of its services and the charges using media of general distribution
and/or on its website.
» Maintains a business office providing customers with access to a customer service representative
either in person or via a local telephone call or toll-free telephone number during business hours.
¢ Directs after hour calls to the Company’s help desk.
+ Directs trouble reports to the on-call technician.
= Tracks all service orders to ensure they are completed in a timely manner.
« Measures its service connection and service interruption performance on a regular basis.
¢ Trains employees to:
o Answer all incoming calls promptly.
o Respond to all inquiries for information promptly and courteously.
o Investigate thoroughly all customer complaints and handle appropriately according to the
Company's guidelines for resolution of customer complaints.
o Be knowledgeable about products and service offerings so they can assist the customer
with selecting the best service option,
+ Has a process for periodic inspection, testing and preventive maintenance of its equipmentto
permit the rendering of safe, adequate and continuous service at all times.
« Meets or exceeds the standards established by the state commission and provides any reports
required in accordance with the state commission’s rules.

Consumer Protection Rules

The Company has established operating procedures designed to facilitate compliance with applicable
consumer protection rules which include compliance with the Customer Proprietary Network Information
(CPNI) rules. The operating procedures include:

¢ Appointment of a compliance officer.

s A manual detailing the specific procedures for protecting consumer information.
 Employee training on an annual basis.

o Adisciplinary process for improper use of consumer information.

if complaints are filed with the Company regarding consumer protection rules, the complaint is
immediately investigated, the matter tracked and any corrective action noted. This process ensures that
problems are addressed and corrections made.



