
EXHIBIT F 



DESCRIPTION OF APPLICANT’S 
INTERNAL COMPLAINT =SOLUTION PROCEDURES 

If a customer has a complaint, heishe may contact Applicant’s customer service either in 
writing or by calling the telephone number indicated on the bill. Customer service is available to 
serve customers five days a week, Monday through Friday, and on certain Saturdays where the 
need is projected. The Applicant has customer service representatives trained to resolve 
customer problems in a timely fashion. The complaint resolution procedure will vary by type of 
complaint. When possible, customer service representatives will try to resolve any inquiry 
during the initial contact with the customer. Repair service is available 24-hours per day, 365 
days per year. Customers subscribing to one or more of the Applicant’s data services are served 
by a group of highly trained specialists whose expertise is data and voice communications. 

Customer service representatives are trained to question the customer to determine if a 
reported problem is in the customer’s local access lines, customer provided equipment, or a 
problem with the telecommunications service provided by the Applicant. 

For example, if the customer services representative determines the problem is a network 
problems, it is immediately reported to the underlying carrier that maintains a 24-hour trouble 
bureau. Most of the time, the underlying carrier is already aware of the problem in their network 
as they continually monitor their network and are advised of problems as they develop. 

If the customer is not satisfied with any aspect of the resolution of a dispute, the 
Customer may contact the Applicant’s Customer Service Manager. Calls which are escalated are 
answered live whenever possible, however, in the event no Customer Service Manager is 
immediately available, an overflow voice mailbox permits callers to leave a message. Response 
time will vary, depending on the urgency of the matter. 

Initial response by the Customer Service Manager will generally be made within four 
hours, with a follow-up call regarding the status of the issue within 24-hours, or according to the 
time commitment made to the customer. If the Customer Service Manager does not have the 
information to resolve the inquiry, a subject matter expert or resource person is contacted by the 
manager for further investigation or to obtain the requested information. Subsequent calls to the 
customer are generally made within 48-hours, or within the time commitment made to the 
customer. When the information has been obtained, the customer is contacted for resolution. If 
the customer is not satisfied with the Applicant’s resolution of a complaint, the customer may 
file an application with the applicable state public utility commission for review and disposition 
of the matter. 

The Applicant maintains complete and accurate records of customer complaints that 
come to Customer Service. Our complaint database includes the date of the complaint, the name 
and telephone number of the customer, the type of complaint, a complaint survey, the date the 
complaint is resolved, and a summary of the complaint resolution. In addition, the Applicant 
retains any actual complaint, complaint investigation documents, and complaint resolution. All 
complaint documents are retained for a period of three years from the date of the complaint, an 
the Applicant will make its complaint records available to the applicable state public utility 
commission upon request. 
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