BEFORE THE

PENNSYLVANIA PUBLIC UTILITY COMMISSION

Loretta Domino




:









:

v. :

C-2017-2632652

:

Windstream Communications, Inc.
 

:

FOURTH interim ORDER 
Requiring Utility Company to Effectuate Repairs, 

Perform Tests/Analysis 

and Submit Report
On October 18, 2017, Loretta Domino (Complainant or Ms. Domino) filed a formal complaint with the Pennsylvania Public Utility Commission (Commission) against Windstream Communications, Inc. (Respondent or Windstream) alleging a customer service problem with the reliability, safety or quality of her telephone service due to static on her telephone line since November 2012.  Complainant requested the Commission order Windstream to repair and replace the telephone lines to remove the static and stop lost calls.  On November 28, 2017, Respondent filed an Answer, in which Windstream admitted Ms. Domino was a customer but otherwise averred it was without sufficient information to either admit or deny the allegations.    



On December 15, 2017, the Office of Administrative Law Judge issued a Call-In Telephone Hearing Notice, which scheduled an initial telephonic hearing to be conducted on Monday, February 12, 2018 before Administrative Law Judge (ALJ) Katrina L. Dunderdale.  On December 19, 2017, the ALJ issued a Prehearing Order, reminding the parties as to the date, time and manner of hearing, and advising the parties about various procedural rules including the rules concerning discovery, subpoena requests and presentment of documents to opposing parties.  

On January 24, 2018, counsel for Windstream filed a request for a 30-day continuance.  Counsel averred a continuance was requested due to a long-scheduled vacation which would prevent counsel from attending the scheduled hearing.  The continuance request indicated Complainant had been contacted and she consented to the request.  

On January 26, 2018, the presiding officer issued the First Interim Order, granting the request of Windstream to continue the proceeding for 30 days.  On January 29, 2018, the Office of Administrative Law Judge issued a Call-In Telephone Hearing Notice, which scheduled an initial telephonic hearing to be conducted on Friday, March 23, 2018.  

On March 15, 2018, counsel for Windstream filed a request for a 45-day continuance.  Counsel averred a continuance was requested because Windstream needed additional time to complete repairs which would resolve Complainant’s service issues.  The continuance request indicated Complainant had been contacted and she consented to the request.

On March 16, 2018, the presiding officer issued the Second Interim Order, granting the request of Windstream to continue the proceeding for 45 days.  On March 16, 2018, the Office of Administrative Law Judge issued a Call-In Telephone Hearing Notice, which rescheduled the initial telephonic hearing to be conducted on Friday, May 11, 2018.  

On May 4, 2018, counsel for Windstream filed a request for a 60-day continuance because counsel had unexpected surgery scheduled for May 11, 2018 and because Windstream wanted additional time to complete repairs.  The continuance request indicated Complainant had been contacted and she consented to the request.  On May 8, 2018, the presiding officer issued the Third Interim Order, granting the request of Windstream to continue the proceeding and ordered that a further hearing be scheduled for Wednesday, May 23, 2018.
On May 23, 2018, the presiding officer convened the parties by telephone.  While on the record but prior to taking any testimony, the presiding officer and parties spoke at length about the allegations in the formal complaint, Windstream’s attempts to resolve the formal complaint and the status of the latest repairs meant to resolve the service problem.  Windstream indicated the previous repairs it made to its facilities did not eliminate the service issues.  Windstream asserted it had drawn up new plans to correct the problem which would require it to install aerial fiber optic wires over a 3-mile stretch, including the service address and approximately 20 other customers.  Windstream asserted it expected to have the new wires installed by July 15, 2018.  Windstream expressed concern that Complainant might continue to experience service issues after July 15, 2018, if there was a problem with the internal wiring at the service address.  

After much discussion, the parties agreed to schedule a further hearing in August 2018 for the taking of testimony.  In the interim period Windstream will install the new aerial fiber optic line.  In addition, Windstream will work with Complainant to determine a mutually convenient date prior to June 22, 2018, when Windstream will visit the service address for the purpose of inspecting the internal telephone wiring in the service address.  The inspection will include inspecting all facilities, whether owned by Windstream or Complainant, from the nearest pole to the “junction” box or similar apparatus on the outside of the service address and to include all the functional wires and facilities located on the inside of the service address.  

After inspecting the facilities of Windstream and Complainant, Windstream will document in a report the details of its visit to the service address including, inter alia, the items inspected, the methods used to monitor for static, dropped calls or unreliability, and a list of items, if any, that required repair or remediation.  Windstream will provide the list to the presiding officer and to Complainant on or before July 6, 2018.


THEREFORE, 

IT IS ORDERED: 



1.
That Respondent must complete an inspection of all facilities and equipment, including service wires, internal wires, boxes, junctions and telephone sets, at Complainant’s residence, on or before Friday, June 22, 2018.

2.
That on or before Friday, July 6, 2018, Respondent must provide a written report to the presiding officer, with a copy to Complainant, of documentation which evidences the results of Respondent’s inspection and the appliance consumption analysis.

3.
That Complainant will cooperate with personnel from Windstream Communications, Inc., in scheduling a convenient time when the inspection may be conducted, including ensuring that all areas of the service address are fully accessible.  

4.
That Complainant will be given the opportunity to object, if she wishes to do so, to the submission of the inspection report at the time of the hearing.  


5.
That a further hearing will be held telephonically during the week of August 5, 2018.  
Date:  May 24, 2018




__________________________________







Katrina L. Dunderdale
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