FCC Form 481 - Carrier Annual Reporting

FCC Form 481

REDACTED FOR PUBLIC INSPECTION

OMB Control No. 3060-0986/0MB Control No. 3060-0819

Data Collection Form

July 2013

<010> Study Area Code 341183

<015> Study Area Name

CITIZENS-FRONTIER-IL

<020> Program Year 2015

<030> Contact Name: Person USAC should contact

Cassandra Guinness

with questions about this data

<035> Contact Telephone Number:
Number of the person identified in data line <030>

5857774557 ext.

<039> Contact Email Address:
Email of the person identified in data line <030>

cassandra.guinness@ftr.com

ANNUAL REPORTING FOR ALL CARRIERS

54.313 54.422
Completion | Completion
Required Required

<100> Service Quality Improvement Reporting

<200> Qutage Reporting (voice)

<210> I <-- check box if no outages to report

<300> Unfulfilled Service Requests (voice) 0

(complete attached worksheet)

(complete attached worksheet)

<310> Detail on Attempts (voice)

<320> Unfulfilled Service Requests (broadband)

[ I

341183IL330.pdf

<330> Detail on Attempts (broadband)

<400> Number of Complaints per 1,000 customers (voice)

<410> Fixed 0.43
<420> Mobile 0.0

<430> Number of Complaints per 1,000 customers (broadband)
<440> Fixed 0.03

<450> Mobile 0.0

<500> Service Quality Standards & Consumer Protection Rules Compliance

(check to indicate certification)

341183IL510.pdf

<510>

(attached descriptive document)

<600> Functionality in Emergency Situations

(check to indicate certification)

341183IL610.pdf

<610>

(attached descriptive document)

<700> Company Price Offerings (voice)
<710> Company Price Offerings (broadband)
<800> Operating Companies and Affiliates

<900> Tribal Land Offerings (Y/N)?
<1000> Voice Services Rate Comparability

(complete attached worksheet)
(complete attached worksheet)
(complete attached worksheet)
(if yes, complete attached worksheet)

(check to indicate certification)

<1010>

(attach descriptive document)

<1100> Terrestrial Backhaul (Y/N)? @ O

<1110>
<1200> Terms and Condition for Lifeline Customers

(if not, check to indicate certification)

(complete attached worksheet)

(complete attached worksheet)

(check box when complete)

s
I DN

(attach descriptive document)

AN

(attach descriptive document)

[~ 1NNNNNN
==
7 TN
[

N

BN
NS

INNNNNNY
NN

Price Cap Carriers, Proceed to Price Cap Additional Documentation Worksheet

Including Rate-of-Return Carriers affiliated with Price Cap Local Exchange Carriers

<2000>
<2005>

(check to indicate certification)

(complete attached worksheet)

Rate of Return Carriers, Proceed to ROR Additional Documentation Worksheet

<3000>
<3005>

(check to indicate certification)

(complete attached worksheet)
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REDACTED FOR PUBLIC INSPECTION

Certification - Reporting Carrier FCC Form 481
Data Collection Form OMB Control No. 3060-0986/0MB Control No. 3060-0819
July 2013
<010> Study Area Code 341183
<015> Study Area Name CITIZENS-FRONTIER-IL
<020> Program Year 2015
<030> Contact Name - Person USAC should contact regarding this data Cassandra Guinness

<035> Contact Telephone Number - Number of person identified in data line <030> 5857774557 ext.

<039> Contact Email Address - Email Address of person identified in data line <030> cassandra.guinnesse@ftr.com

TO BE COMPLETED BY THE REPORTING CARRIER, IF THE REPORTING CARRIER IS FILING ANNUAL REPORTING ON ITS OWN BEHALF:

Certification of Officer as to the Accuracy of the Data Reported for the Annual Reporting for CAF or LI Recipients

| certify that | am an officer of the reporting carrier; my responsibilities include ensuring the accuracy of the annual reporting requirements for universal service support
recipients; and, to the best of my knowledge, the information reported on this form and in any attachments is accurate.

Name of Reporting Carrier: CITIZENS-FRONTIER-IL

Signature of Authorized Officer: CERTIFIED ONLINE Date

Printed name of Authorized Officer: K& Mason

Title or position of Authorized Officer; VP Business Operations

Telephone number of Authorized Officer: 5857775645 ext.

Study Area Code of Reporting Carrier: 341183 Filing Due Date for this form: 07/01/2014

Persons willfully making false statements on this form can be punished by fine or forfeiture under the Communications Act of 1934, 47 U.S.C. §§ 502, 503(b), or fine or imprisonment
under Title 18 of the United States Code, 18 U.S.C. § 1001.




REDACTED FOR PUBLIC INSPECTION

Certification - Agent / Carrier FCC Form 481
Data Collection Form OMB Control No. 3060-0986/0MB Control No. 3060-0819
July 2013
<010> Study Area Code 341183
<015>  Study Area Name CITIZENS-FRONTIER-IL
<020> Program Year 2015
<030> Contact Name - Person USAC should contact regarding this data Cassandra Guinness

<035> Contact Telephone Number - Number of person identified in data line <030> 5857774557 ext.

<039> Contact Email Address - Email Address of person identified in data line <030> cassandra.guinness@ftr.com

TO BE COMPLETED BY THE REPORTING CARRIER, IF AN AGENT IS FILING ANNUAL REPORTS ON THE CARRIER'S BEHALF:

Certification of Officer to Authorize an Agent to File Annual Reports for CAF or LI Recipients on Behalf of Reporting Carrier

| certify that (Name of Agent), is authorized to submit the information reported on behalf of the reporting carrier. |
also certify that | am an officer of the reporting carrier; my responsibilities include ensuring the accuracy of the annual data reporting requirements provided to the authorized
agent; and, to the best of my knowledge, the reports and data provided to the authorized agent is accurate.

Name of Authorized Agent:

Name of Reporting Carrier:

Signature of Authorized Officer: Date:

Printed name of Authorized Officer:

Title or position of Authorized Officer:

Telephone number of Authorized Officer: ~ ext.

Study Area Code of Reporting Carrier: Filing Due Date for this form:

Persons willfully making false statements on this form can be punished by fine or forfeiture under the Communications Act of 1934, 47 U.S.C. §§ 502, 503(b), or fine or imprisonment
under Title 18 of the United States Code, 18 U.S.C. § 1001.

TO BE COMPLETED BY THE AUTHORIZED AGENT:

Certification of Agent Authorized to File Annual Reports for CAF or LI Recipients on Behalf of Reporting Carrier

1, as agent for the reporting carrier, certify that | am authorized to submit the annual reports for universal service support recipients on behalf of the reporting carrier; | have provided
the data reported herein based on data provided by the reporting carrier; and, to the best of my knowledge, the information reported herein is accurate.

Name of Reporting Carrier:

Name of Authorized Agent or Employee of Agent:

Signature of Authorized Agent or Employee of Agent: Date:

Printed name of Authorized Agent or Employee of Agent:

Title or position of Authorized Agent or Employee of Agent

Telephone number of Authorized Agent or Employee of Agent:  ext .

Study Area Code of Reporting Carrier: Filing Due Date for this form:

Persons willfully making false statements on this form can be punished by fine or forfeiture under the Communications Act of 1934, 47 U.S.C. §§ 502, 503(b), or fine or imprisonment under Title
18 of the United States Code, 18 U.S.C. § 1001.




REDACTED FOR PUBLIC INSPECTION

Attachments



REDACTED FOR PUBLIC INSPECTION

FCC Form 481

Line 100 — Service Quality Improvement Reporting
[47 CFR 54.313(a)(1)]

In the FCC’s Public Notice DA 14-951, released May 1, 2014, the FCC waived the
requirement for price cap ETCs to file a five-year plan.’

'The Public Notice stated, in relevant part:

We now grant a waiver of this requirement for price cap ETCs for an additional year.
Because the Bureau just finalized the Connect America Cost Model, and price cap
carriers have not yet had the opportunity to make a state-level commitment for Connect
America Phase II, we find that it is not in the public interest to require price cap ETCs to
file new five-year plans in 2014 for the same reason as last year: they do not yet know
which areas they will be serving in the future.
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REDACTED FOR PUBLIC INSPECTION

Line 510 — Description of Compliance with Service Quality Standards and Consumer Protection:

The Frontier ILEC companies certify that they comply with applicable state and FCC service
guality standards. Service quality metrics are monitored and reported on a monthly basis.
Frontier has implemented numerous Consumer Protection measures to protect customer
information from improper use and disclosure as well as to protect against fraud. For example,
Frontier has implemented Customer Proprietary Network Information (policies and procedures)
that are consistent with the FCC’s regulations. Frontier regularly trains employees who have
access to CPNI on the rules and our procedures for securing accounts and authenticating
callers. Frontier also has a comprehensive ldentity Theft Protection Program (or Red Flag
program) which is consistent with the FTC’s guidance on measures to detect and prevent
identity theft. All employees are trained on Frontier's Code of Business Conduct and Ethics,
which requires employees to protect sensitive customer information from improper use and
disclosure. Frontier also has a Data Privacy and Security policy which applies to all employees.
Further, Frontier also has implemented a strict third-party qualification protocol to prevent
unauthorized charges (“Cramming™) from appearing on customer’s bills. Frontier also follows a
“First Call” resolution policy, which aims to resolve customer complaints about unauthorized
charges in one call, without referral to any third party. In addition to the foregoing, Frontier,
has implemented customary IT security measures to protect our network and customer
information.

Frontier certifies compliance with lllinois state consumer protection rules; lllinois Admin. Code,
Title 83, Part 735 — PROCEDURES GOVERNING THE ESTABLISHMENT OF CREDIT, BILLING,
DEPOSITS, TERMINATION OF SERVICE AND ISSUANCE OF TELEPHONE DIRECTORIES FOR
LOCAL EXCHANGE TELECOMMUNICATIONS CARRIERS IN THE STATE OF ILLINOIS, lllinois
Admin. Code, Title 83, Part 737 -- STANDARDS OF SERVICE AND CUSTOMER CREDITS FOR
ELECTING PROVIDERS and lllinois Admin. Code, Title 83, Part 773 — Presubscription.

The lllinois state consumer protection rules are available at:

http://www.ilga.gov/commission/jcar/admincode/083/08300735sections.html

http://www.ilga.gov/commission/jcar/admincode/083/08300737sections.html

http://www.ilga.gov/commission/jcar/admincode/083/08300773sections.html




REDACTED FOR PUBLIC INSPECTION

Row 610 - Description of Functionality in Emergency Situations

In December 2013, the FCC adopted new rules to promote 911 resiliency. Frontier is currently
reviewing its back-up power, circuit auditing and network monitoring practices to ensure
compliance with the FCC'’s direction. Frontier's procedures are described below; to the extent
that there is any conflict between the FCC’s new 911 resiliency rules and Frontier’s existing
procedures, the existing procedures will be updated to conform to FCC standards within the
timeframe specified by the FCC.

The Frontier ILEC companies certify that they follow best practices that are designed to allow
them to remain functional in an emergency situation through the use of back-up power to
ensure functionality in the event of a limited commercial power failure. Frontier's policy is that
at sites where there is a generator, it will also have batteries capable of providing three-to-four
hours of backup power. Sites that are provisioned to allow portable generators typically have up
to eight hours of battery backup power available. Frontier adheres to formal maintenance and
testing schedules of batteries and generators based on the GTE practices, the Bell standard and
manufacturer standards. Batteries are load tested routinely. On site generators are tested
monthly with an annual “blackout” test also incorporated. Routine maintenance occurs regularly
throughout the year. Portable generators are load tested once a year along with performing
the manufacturer recommended maintenance.

The companies’ network is engineered to provide maximum capacity in order to handle excess
traffic in the event of traffic spikes resulting from emergency situations. Carrier audits its
circuits in order to provide redundancy in its network where feasible for use in re-rerouting
traffic when facilities are damaged.
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REDACTED FOR PUBLIC INSPECTION

Line 1210 — Terms and Conditions of Voice Telephony Lifeline Plans



REDACTED FOR PUBLIC INSPECTION
CITIZENS TELECOMMUNICATIONS COMPANY OF ILLINOIS
d/b/a FRONTIER CITIZENS COMMUNICATIONS OF ILLINOIS
GENERAL EXCHANGE CATALOG (NORTH)
SECTION 3
Original Sheet 9

SERVICE CHARGES

TELEPHONE ASSISTANCE PROGRAM (Cont'd)
4 Lifeline Assistance Program

4.1  The Lifeline Program is a federally funded program established to provide monthly
assistance to low income households. Eligible subscribers will receive a monthly
discount of $9.25

4.2 Applicant signs document certifying under penalty of perjury that the consumer has
income at or below 135 percent of the Federal Poverty Guidelines or receives benefits
from at least one of the following programs:

(1) Medicaid

(2) Food Stamps.

(3) Supplemental Security Income (SSI)

(4) Federal Housing Assistance

(5) Low-income Home Energy Assistance (LIHEAP)
(6) Temporary Assistance for Needy Families (TANF)
(7) National School Lunch's free lunch program (NSL)

4.3. The Company's verification either through the Department of Public Aid or, in lieu of
electronic verification, applicants will sign the form contained in Part 757 as Exhibit
E, shall constitute proof of income eligibility.

4.4 Lifeline service shall not be disconnected for non-payment of toll charges.

4.5 Qualifying low-income subscribers who voluntarily elect toll blocking, where
available, will not be required to pay a deposit in order to initiate Lifeline service.

4.6 Lifeline Toll Restriction Service is available on a voluntary basis where technically
feasible to Lifeline Telephone Service customers at no charge. Lifeline Toll
Restriction Service prevents 0+, 00-, 1+NPA-NXX-XXXX, 1010XXXX,
International (01+), Directory Assistance (411, 1+411, 0+411, 555-1212, 1+/0+
555-1212, 1+/0+ NPA-555-1212), 1+900 calls, 1+700, 976 calls, IntraLATA toll
and ZUM Zone 3 calls while allowing access to local, 611, 911, 0-, 1+800/888 etc.,
950-XXXX and 1+950-XXXX calls and EAS calls. Access to Directory Assistance
is available to Lifeline customers by dialing 0-. Access to Service Activation Codes
"*[#"(e.g., *66, *69) is also allowed. Upon customer request, some Service
Activation Codes may be blocked at no charge, where conditions and facilities
permit.

Issued: August 1, 2013 Effective: August 1, 2013
Kenneth Mason
Vice President Government and Regulatory Affairs



REDACTED FOR PUBLIC INSPECTION
CITIZENS TELECOMMUNICATIONS COMPANY OF ILLINOIS
d/b/a FRONTIER CITIZENS COMMUNICATIONS OF ILLINOIS

GENERAL EXCHANGE CATALOG (NORTH)

SECTION 3
Original Sheet 10

SERVICE CHARGES

TELEPHONE ASSISTANCE PROGRAM (Cont'd)

A4 Lifeline Assistance Program (Cont’d)

4.6 Lifeline customers may receive toll limitation services without charge. Toll
limitation services include voluntary toll control and toll blocking. Toll control
allows the customer to specify a certain dollar amount of toll usage that may be
incurred on their telephone service per month. Toll blocking will take effect once
the customer’s requested toll limitation amount is exceeded.

Issued: August 1, 2013 Effective: August 1, 2013

Kenneth Mason
Vice President Government and Regulatory Affairs



REDACTED FOR PUBLIC INSPECTION
CITIZENS TELECOMMUNICATIONS COMPANY OF ILLINOIS
d/b/a FRONTIER CITIZENS COMMUNICATIONS OF ILLINOIS
GENERAL EXCHANGE CATALOG (NORTH)
SECTION 3
Original Sheet 10

Issued: August 1, 2013 Effective: August 1, 2013
Kenneth Mason
Vice President Government and Regulatory Affairs



REDACTED FOR PUBLIC INSPECTION
CITIZENS TELECOMMUNICATIONS COMPANY OF ILLINOIS
d/b/a FRONTIER CITIZENS COMMUNICATIONS OF ILLINOIS
(SOUTH)
GENERAL EXCHANGE CATALOG SECTION 5
Original Sheet 34

GENERAL SERVICES (Cont'd)

TELEPHONE ASSISTANCE PROGRAMS (Cont'd)

C. Lifeline Telephone Assistance Program
1. Description

1 The Lifeline Program is a federally funded program established to
provide monthly assistance to low income households. Eligible
subscribers will receive a monthly discount of $9.25.

2 Applicant signs document certifying under penalty of perjury that
the consumer has income at or below 135 percent of the Federal
Poverty Guidelines or receives benefits from at least one of the
following programs:

(1) Medicaid

(2) Food Stamps.

3) Supplemental Security Income (SSI)

4) Federal Housing Assistance

(5) Low-income Home Energy Assistance (LIHEAP)
(6) Temporary Assistance for Needy Families (TANF)
@) National School Lunch's free lunch program (NSL)

3 The Company's verification either through the Department of
Public Aid or, in lieu of electronic verification, applicants will sign
the form contained in Part 757 as Exhibit E, shall constitute proof
of income eligibility.

4 Lifeline service shall not be disconnected for non-payment of toll
charges.
5 Qualifying low-income subscribers who voluntarily elect toll

blocking, where available, will not be required to pay a deposit in
order to initiate Lifeline service.

Issued: August 1, 2013 Effective: August 1, 2013
Kenneth Mason
Vice President Government and External Affairs



REDACTED FOR PUBLIC INSPECTION

CITIZENS TELECOMMUNICATIONS COMPANY OF ILLINOIS
d/b/a FRONTIER CITIZENS COMMUNICATIONS OF ILLINOIS

(SOUTH)

GENERAL EXCHANGE CATALOG SECTION 5

Original Sheet 34.1

GENERAL SERVICES (Cont'd)

TELEPHONE ASSISTANCE PROGRAMS (Cont'd)

C. Lifeline Telephone Assistance Program (Cont’d)

1.

Description (Cont’d)

.6

Lifeline Toll Restriction Service is available on a voluntary basis
where technically feasible to Lifeline Telephone Service customers
at no charge. Lifeline Toll Restriction Service prevents 0+, 00-,
1+NPA-NXX-XXXX, 1010XXXX, International (01+), Directory
Assistance (411, 1+411, 0+411, 555-1212, 1+/0+ 555-1212, 1+/0+
NPA-555-1212), 1+900 calls, 1+700, 976 calls, IntraLATA toll and
ZUM Zone 3 calls while allowing access to local, 611, 911, 0-,
1+800/888 etc., 950-XXXX and 1+950-XXXX calls and EAS calls.
Access to Directory Assistance is available to Lifeline customers by
dialing 0-. Access to Service Activation Codes "*/#"(e.g., *66, *69)
is also allowed. Upon customer request, some Service Activation
Codes may be blocked at no charge, where conditions and facilities
permit.

Lifeline customers may receive toll limitation services without
charge. Toll limitation services include voluntary toll control and
toll blocking. Toll control allows the customer to specify a certain
dollar amount of toll usage that may be incurred on their telephone
service per month. Toll blocking will take effect once the
customer's requested toll limitation amount is exceeded.

Issued: August 1, 2013

Effective: August 1, 2013
Kenneth Mason

Vice President Government and External Affairs
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