
200 South 5th Street, Room 2100 
Minneapolis MN 55402 
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April 17, 2020 

Mr. Steven Kahl 
Executive Secretary 
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Re: CenturyLink Lifeline Biennial Audit Report 

Dear Mr. Kahl: 

Pursuant to the § 54.420 of the Federal Communications Commission’s (“FCC”) 
rules, CenturyLink hereby provides a copy of its Lifeline Biennial Audit Report as issued 
and filed with the FCC on April 10, 2020.  This report covers the audit period of January 1, 
2017 through December 31, 2017.  

Please contact me if you have any questions.   
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/s/ Andrew R. Schriner 

Andrew R. Schriner 
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KPMG LLP 
Suite 800 
1225 17th Street 
Denver, CO 80202-5598 

Independent Accountants' Report 
On Applying Agreed-Upon Procedures 

To the Management of CenturyLink, Inc. ("CenturyLink", "CTL" or the "Company"): 

We have performed the procedures enumerated in Attachment A to this report, which were agreed to by 
CTL, the Universal Service Administrative Company ("USAC"), and the Federal Communications 
Commission ("FCC" or "Commission") (collectively the "Specified Users") in the Lifeline Biennial Audit Plan 
or as otherwise directed by the Bureau, solely to assist you in evaluating CenturyLink's compliance for the 
year ended December 31, 2017 with certain regulations and orders governing the Low Income Support 
Mechanism (also known as the Lifeline Program) of the Universal Service Fund, set forth in 47 C.F.R. Part 
54, as well as other program requirements, including any state-mandated Lifeline requirements (collectively, 
the "Rules") detailed in the Lifeline Biennial Audit Plan, Attachment A to this report. CenturyLink's 
management is responsible for compliance with the Rules. The sufficiency of these procedures is solely the 
responsibility of the Specified Users. Consequently, we make no representation regarding the sufficiency of 
the procedures described in Attachment A to this report either for the purpose for which this report has been 
requested or for any other purpose. 

The agreed-upon procedures we performed and the related results are enumerated in Attachment B to this 
report. 

This agreed-upon procedures engagement was conducted in accordance with attestation standards 
established by the American Institute of Certified Public Accountants, and in accordance with Generally 
Accepted Government Auditing Standards ("GAGAS") established by the Government Accountability Office 
(2012 Revision). We were not engaged to and did not conduct an examination or review, the objective of 
which would be the expression of an opinion or conclusion, respectively, on CenturyLink's compliance with 
the Rules. Accordingly, we do not express such an opinion or conclusion. Had we performed additional 
procedures, other matters might have come to our attention that would have been reported to you. 

The purpose of this report is to assist the Specified Users in evaluating CenturyLink's compliance for the 
year ended December 31, 2017 with the Rules. Accordingly, this report is not suitable for any other 
purpose. 

‹Pft/(c.z- LLP 

Denver, Colorado 
March 31, 2020 

KPMG LLP is a Delaware limited liability partnership and the U.S. member 
firm of the KPMG network of independent member firms affiliated with 
KPMG International Cooperative ("KPMG International"), a Swiss entity. 
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Agreed-Upon Procedures Report — Attachment B 
CenturyLink, Inc. 

Attachment B enumerates the agreed-upon procedures performed, the associated results, and any 
management responses obtained in relation to the exceptions identified. Any references in these 
procedures to Appendix A — F relate to Attachment A, the Lifeline Biennial Audit Plan, attached to this 
report. As required per Attachment A, page 9, we have quantified the monetary effect of any non-compliant 
samples. 

Objective I: Carrier Obligation to Offer Lifeline. 

1. Inquire of management and obtain carrier policies and procedures for making Lifeline service available to 
qualifying low-income consumers as provided by the carrier in response to Item 4 of Appendix A 
(Requested Documentation). Examine and compare the carrier policies and procedures, including any 
management responses, with the Commission's Lifeline rules set forth in Appendix F. Note any 
discrepancies between the policies and procedures and the Commission's rules. 

Results 

KPMG inquired of CenturyLink management on August 7, 2019 and obtained CenturyLink's policies and 
procedures for making Lifeline service available to qualifying low-income consumers. KPMG examined 
CenturyLink's policies and procedures, and compared those policies and procedures, including 
management responses, with the Commission's Lifeline rules set forth in Appendix F, noting no 
exceptions. 

2. Inspect 10 examples of carrier marketing materials describing the Lifeline service (i.e., print, audio, video 
and Internet materials used to describe or enroll in the Lifeline service offering, including standard scripts 
used when enrolling new subscribers, and application and certification forms), as provided in response 
to Items 4, 6 and 7 of Appendix A, and note if the materials do not include the following: 

i. The service is a Lifeline service, which is a government assistance program; 

ii. The service is non-transferable; 

iii. Only eligible subscribers may enroll; 

iv. Only one Lifeline discount is allowed per household; and 

v. The ETC's name or any brand names used to market the service. 

If all of the examples do not include this required information, identify and note the specific 
element(s) that are missing from each example. In the event the ETC does not have 10 different 
examples of marketing materials, it should submit all materials that it uses to advertise the ETC's Lifeline 
service plans. 

Results 

KPMG inspected ten examples of CenturyLink's marketing materials describing the Lifeline service (i.e., 
print, audio, video and web materials used to describe or enroll in the Lifeline service offering, including 
standard scripts used when enrolling new subscribers, and application and certification forms) and, noted 
all of the examples included the required information set forth above, noting no exceptions. 

3. a. Review the ETC's responses to the background questionnaire regarding the carrier's policies for (1) 
how subscribers notify the carrier of the subscriber's intent to cancel service or give notification that 
s/he is no longer eligible to receive Lifeline service and (2) when de-enrollment for such notifications 
occurs. Verify these policies are designed to (1) allow subscribers to make the notifications required 
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Agreed-Upon Procedures Report — Attachment B 
CenturyLink, Inc. 

by 47 C.F.R. §§ 54.410(d)(3)(ii) and (iv) and (2) prevent the carrier from claiming ineligible subscribers 
on the FCC Form 497 or subscribers who wish to cancel service. 

b. In addition, call the customer care numbers provided in response to Item 8 of Appendix A, as well as 
any customer care numbers identified in the marketing materials provided in response to Item 6 of 
Appendix A or on the websites provided in response to Item 7 of Appendix A. Document in the report 
whether (1) each telephone number is operational and (2) if it involves the use of an interactive voice 
response (IVR) system, that it is possible for an individual to reach a live customer care operator. 

Results 

KPMG reviewed CenturyLink's responses to the background questionnaire regarding CenturyLink's 
policies for (1) how subscribers notify CenturyLink of the subscriber's intent to cancel service or give 
notification that s/he is no longer eligible to receive Lifeline service and (2) when de-enrollment for such 
notification occurs. KPMG verified CenturyLink's policies are designed to (1) allow for subscribers to 
make the notifications required by 47 C.F.R. § 54.410(d)(3)(ii) and (iv) and (2) prevent CenturyLink from 
claiming ineligible subscribers on the FCC Form 497 or subscribers who wish to cancel service, noting 
no exceptions. 

KPMG called the customer care numbers provided by CenturyLink management and as well as the 
customer care numbers identified in the marking materials provided in response to data requests. 
KPMG noted for each of the three telephone numbers called, each telephone number was (1) 
operational, and (2) involved use of an interactive voice response system, that made it possible for an 
individual to reach a live customer care operator, noting no exceptions. 

4. Inspect applicable policies and procedures regarding de-enrollment from the program, including when 
the ETC will de-enroll subscribers based on lack of eligibility, duplicative support, non-usage, and failure 
to recertify, as further described below. 

a. Inspect the ETC's policy and procedures for de-enrollment where the ETC has information indicating 
that a Lifeline subscriber no longer meets the criteria to be considered a qualifying low-income 
consumer under 47 C.F.R. § 54.409, as provided in response to Item 4 of Appendix A, as well as de-
enrollment letters provided in response to Item 11 of Appendix A. Note whether the policy and 
procedures detail the process for communications between the subscriber and ETC regarding de-
enrollment, including, but not limited to: (1) notifying subscribers of impending termination of service; 
(2) allowing subscriber to demonstrate continued eligibility; and (3) termination of service within 30 
days for failure to demonstrate eligibility. Identify any areas that are not in compliance with section 
54.405(e)(1) of the Commission's rules. 

b. Inspect the carrier's policy and procedures for de-enrolling subscribers that are receiving Lifeline 
service from another ETC or where more than one member of a subscriber's household is receiving 
Lifeline service (duplicative support). Note if the policy and procedures state that the ETC will de-
enroll subscribers within five business days of receiving notification from USAC program 
management that a subscriber or a subscriber's household is receiving duplicative Lifeline support, 
as required by section 54.405(e)(2) of the Commission's rules. 

c. Inspect the carrier's policy and procedures for de-enrolling subscribers for non-usage (i.e., where a 
Lifeline subscriber fails to use Lifeline service for 30 consecutive days), including the process of how 
the carrier monitors and identifies subscribers who are non-users of Lifeline service but enrolled in 
the program, as well as non-usage termination notifications provided in response to Item 18 of 
Appendix A. Examine the policy and procedures and non-usage termination notifications to verify if 

Page 3 of 14 

µ ��uppyª¢tw~n uw{py|up}n§ptwuzn¶n�zzr{qxp~zn­n
n ¥p~z|u���~��n�~{¦n

·

¹̧º»µàµ½¾µ¿Àµ
·

��n¤�n¥¦£¦§¦náán̈¤¦¤���y¡��¡���¡nr~yn��s¡nr~yn��¡ntupsp~znzqpn{ruu�punvuwxn{�r�x�~�n�~p������pn}|�}{u��pu}n
w~nzqpn£¥¥n£wuxn¤Á�nwun}|�}{u��pu}n�qwn��}qnzwn{r~{p�n}pus�{p¦nn

n
nnnnn�¦nnn�~nryy�z�w~�n{r��nzqpn{|}zwxpun{rupn~|x�pu}ntuws�ypyn�~nup}tw~}pnzwn�zpxnânwvn�ttp~y�±n��nr}n�p��nr}n

r~�n{|}zwxpun{rupn~|x�pu}n�yp~z�v�pyn�~nzqpnxru�pz�~�nxrzpu�r�}ntuws�ypyn�~nup}tw~}pnzwn�zpxn×nwvn
�ttp~y�±n�nwunw~nzqpn�p�}�zp}ntuws�ypyn�~nup}tw~}pnzwn�zpxn�nwvn�ttp~y�±n�¦n�w{|xp~zn�~nzqpnuptwuzn
�qpzqpun��¡npr{qnzp�ptqw~pn~|x�pun�}nwtpurz�w~r�nr~yn��¡n�vn�zn�~sw�sp}nzqpn|}pnwvnr~n�~zpur{z�spnsw�{pn
up}tw~}pn��ß§¡n}�}zpx�nzqrzn�zn�}ntw}}���pnvwunr~n�~y�s�y|r�nzwnupr{qnrn��spn{|}zwxpun{rupnwtpurzwu¦nn

Ï
ÏÐÑÒÓÔÕÒÏ

ã�W̄ S_V�bV�V�S]VYT̂_̀abYc��S_V�kRY�V�STRSTUVS�XfcZ_R̂Y�SÜ̂V�TbRYYXb_VS_VZX_�bYZS]VYT̂_̀abYc��S
kR�bfbV�S\R_ShÝlSUR�S�̂��f_b�V_�SYRTb\̀S]VYT̂_̀abYcSR\STUVS�̂��f_b�V_��SbYTVYTSTRSfXYfV�S�V_�bfVSR_SZb�VS
~wz�v�{rz�w~nzqrzn}Þqpn�}n~wn�w~�punp������pnzwnup{p�spn��vp��~pn}pus�{pnr~yn��¡n�qp~nypªp~uw��xp~znvwun}|{qn
YRTb\bfXTbRYSRff̂_�gSã�W̄ S�V_b\bV�S]VYT̂_̀abYc��SkR�bfbV�SX_VS�V�bZYV�STRShÝlSX��R�S\R_S�̂��f_b�V_�STRS
xr�pnzqpn~wz�v�{rz�w~}nup©|�upyn��nn¤�n¥¦£¦§¦nán̈¤¦¤���y¡��¡���¡nr~yn��s¡nr~yn��¡ntupsp~zn¥p~z|u���~�nvuwxn
{�r�x�~�n�~p������pn}|�}{u��pu}nw~nzqpn£¥¥n£wuxn¤Á�nwun}|�}{u��pu}n�qwn��}qnzwn{r~{p�n}pus�{p�n~wz�~�n
~wnp±{ptz�w~}¦n
n
Ö �®n{r��pynzqpn{|}zwxpun{rupn~|x�pu}ntuws�ypyn��n¥p~z|u���~�nxr~r�pxp~znr~ynr}n�p��nr}nzqpn
{|}zwxpun{rupn~|x�pu}n�yp~z�v�pynn�~nzqpnxru��~�nxrzpu�r�}ntuws�ypyn�~nup}tw~}pnzwnyrzrnup©|p}z}¦n
Ö �®n~wzpynvwunpr{qnwvnzqpnzquppnzp�ptqw~pn~|x�pu}n{r��py�npr{qnzp�ptqw~pn~|x�pun�r}n��¡n
wtpurz�w~r��nr~yn��¡n�~sw�spyn|}pnwvnr~n�~zpur{z�spnsw�{pnup}tw~}pn}�}zpx�nzqrznxrypn�zntw}}���pnvwunr~n
�~y�s�y|r�nzwnupr{qnrn��spn{|}zwxpun{rupnwtpurzwu�n~wz�~�n~wnp±{ptz�w~}¦nn

n
¤¦nn�~}tp{znrtt��{r��pntw��{�p}nr~yntuw{py|up}nup�ruy�~�nypªp~uw��xp~znvuwxnzqpntuw�urx�n�~{�|y�~�n�qp~n
zqpnÍ¬¥n����nypªp~uw��n}|�}{u��pu}n�r}pynw~n�r{�nwvnp��������z��ny|t��{rz�spn}|ttwuz�n~w~ª|}r�p�nr~ynvr��|upn
zwnup{puz�v��nr}nv|uzqpunyp}{u��pyn�p�w�¦nn

n
r¦neY�kVfTSTUVSÛQ]��SkR�bf̀SXY�Sk_RfV�̂_V�S\R_S�Vªp~uw��xp~zn�qpupnzqpnÍ¬¥nqr}n�~vwuxrz�w~n�~y�{rz�~�n
zqrznrn��vp��~pn}|�}{u��pun~wn�w~�punxppz}nzqpn{u�zpu�rnzwn�pn{w~}�ypupynrn©|r��v��~�n�w�ª�~{wxpn
{w~}|xpun|~ypun¤�n¥¦£¦§¦nán̈¤¦¤�Á�nr}ntuws�ypyn�~nup}tw~}pnzwn�zpxn¤nwvn�ttp~y�±n��nr}n�p��nr}nypª
p~uw��xp~zn�pzzpu}ntuws�ypyn�~nup}tw~}pnzwn�zpxn��nwvn�ttp~y�±n�¦näwzpn�qpzqpunzqpntw��{�nr~yn
tuw{py|up}nypzr��nzqpntuw{p}}nvwun{wxx|~�{rz�w~}n�pz�pp~nzqpn}|�}{u��punr~ynÍ¬¥nup�ruy�~�nypª
p~uw��xp~z�n�~{�|y�~��n�|zn~wzn��x�zpynzwØn��¡n~wz�v��~�n}|�}{u��pu}nwvn�xtp~y�~�nzpux�~rz�w~nwvn}pus�{pÙn
��¡nr��w��~�n}|�}{u��punzwnypxw~}zurzpn{w~z�~|pynp��������z�Ùnr~yn��¡nzpux�~rz�w~nwvn}pus�{pn��zq�~n��n
yr�}nvwunvr��|upnzwnypxw~}zurzpnp��������z�¦n�yp~z�v�nr~�nrupr}nzqrznrupn~wzn�~n{wxt��r~{pn��zqn}p{z�w~n
åægæçåhVlhÝlSR\STUVS]R[[b��bRY��S_̂�V�gn
n

�¦neY�kVfTSTUVSfX__bV_��SkR�bf̀SXY�Sk_RfV�̂_V�S\R_S�Vªp~uw���~�n}|�}{u��pu}nzqrznrupnup{p�s�~�n��vp��~pn
}pus�{pnvuwxnr~wzqpunÍ¬¥nwun�qpupnxwupnzqr~nw~VS[V[�V_SR\SXS�̂��f_b�V_��SUR̂�VUR��Sb�S_VfVb�bYZS
��vp��~pn}pus�{pn�y|t��{rz�spn}|ttwuz¡¦näwzpn�vnzqpntw��{�nr~yntuw{py|up}n}zrzpnzqrznzqpnÍ¬¥n����nypª
p~uw��n}|�}{u��pu}n��zq�~nv�spn�|}�~p}}nyr�}nwvnup{p�s�~�n~wz�v�{rz�w~nvuwxn¢��¥ntuw�urxn
xr~r�pxp~znzqrznXS�̂��f_b�V_SR_SXS�̂��f_b�V_��SUR̂�VUR��Sb�S_VfVb�bYZS�̂k�bfXTb�VSab\V�bYVS�̂kkR_TdS
X�S_VÜ̂b_V�S�̀S�VfTbRYSåægæçåhVlhèlSR\STUVS]R[[b��bRY��S_̂�V�gn

nn
{¦neY�kVfTSTUVSfX__bV_��SkR�bf̀SXY�Sk_RfV�̂_V�S\R_S�Vªp~uw���~�n}|�}{u��pu}nvwun~w~ª|}r�pn��¦p¦�n�qpupnrn
��vp��~pn}|�}{u��punvr��}nzwn|}pn��vp��~pn}pus�{pnvwun��n{w~}p{|z�spnyr�}¡�n�~{�|y�~�nzqpntuw{p}}nwvnqw�n
zqpn{ruu�punxw~�zwu}nr~yn�yp~z�v�p}n}|�}{u��pu}n�qwnrupn~w~ª|}pu}nwvn��vp��~pn}pus�{pn�|znp~uw��pyn�~n
zqpntuw�urx�nr}n�p��nr}n~w~ª|}r�pnzpux�~rz�w~n~wz�v�{rz�w~}ntuws�ypyn�~nup}tw~}pnzwn�zpxn�ânwvn
�ttp~y�±n�¦nÍ±rx�~pnzqpntw��{�nr~yntuw{py|up}nr~yn~w~ª|}r�pnzpux�~rz�w~n~wz�v�{rz�w~}nzwnspu�v�n�vn



Agreed-Upon Procedures Report — Attachment B 
CenturyLink, Inc. 

the termination notifications explain that the subscriber has 15 days following the date of the 
impending termination notification to use the Lifeline service. Identify any areas that are not in 
compliance with section 54.405(e)(3) of the Commission's rules. 

d. Review the carrier's policy and procedures for de-enrolling a Lifeline subscriber that does not 
respond to the carrier's attempts to obtain recertification, as part of the annual eligibility 
recertification process, as well recertification requests provided in response to Item 19 of Appendix 
A. Examine the policy and procedures and recertification requests to verify if the communications 
explain that the subscriber has 60 days following the date of the notice to demonstrate continued 
eligibility or the carrier will terminate the subscriber's Lifeline service. In addition, examine the 
recertification requests and the carrier's responses to the background questionnaire and verify that 
the recertification requests were sent by a method separate from the subscriber's bill (if a customer 
receives a bill from the carrier). Identify any areas that are not in compliance with section 
54.405(e)(4) of the Commission's rules. 

Results 

a. KPMG inspected CenturyLink's policies and procedures for de-enrollment where CenturyLink has 
information indicating that the subscriber no longer meets the criteria to be considered a qualifying 
low-income consumer under 47 C.F.R. § 54.409, as well as the de-enrollment letters provided. 
KPMG noted the policy and procedures detail the process for communications between the 
subscriber and CenturyLink regarding de-enrollment, including, but not limited to: (1) notifying 
subscribers of impending termination of service; (2) allowing subscriber to demonstrate continued 
eligibility; and (3) termination of service within 30 days for failure to demonstrate eligibility, noting no 
exceptions. 

b. KPMG inspected CenturyLink's policies and procedures for de-enrolling subscribers that are 
receiving Lifeline service from another ETC or when more than one member of a subscriber's 
household is receiving Lifeline service (duplicative support). KPMG noted the policy and procedures 
state that CenturyLink will de-enroll subscribers within five business days of receiving notification 
from USAC program management that a subscriber or a subscriber's household is receiving 
duplicative Lifeline support, as required by section 54.405(e)(2) of the Commission's rules, noting no 
exceptions. 

c. KPMG did not inspect policies and procedures for de-enrolling subscribers for non-usage as it is not 
applicable to CenturyLink as they do not provide cellular based Lifeline Services. 

d. KPMG reviewed CenturyLink's policies and procedures for de-enrolling a Lifeline subscriber that 
does not respond to the CenturyLink's attempts to obtain recertification, as part of the annual 
eligibility recertification process. KPMG also examined CenturyLink's policies and procedures and 
recertification requests to verify the communications explained the subscriber has 60 days following 
the date of the notice to demonstrate continued eligibility or CenturyLink will terminate the 
subscriber's Lifeline service. In addition, KPMG examined the recertification requests and 
CenturyLink's responses to the background questionnaire and verified that the recertification 
requests were sent by a method separate from the subscriber's bill, noting no exceptions. 
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Objective II: Consumer Qualification for Lifeline 

1. Review procedures the carrier has in place to ensure it has accurately completed the FCC Form 497. If 
the carrier does not have such procedures, inquire of management to describe the process for 
completing a FCC Form 497. The procedures or process should include the following: 

• The name and position title of the person responsible for obtaining data for the FCC Form 497; 

• The name and position title of the person responsible for certifying the FCC Form 497 and whether 
this individual is a corporate officer of the ETC; 

• The billing system name used to generate completion of the form; 

• The process for determining which subscribers should be included monthly in the FCC Form 497. 
Document whether the procedures include cut-off or billing cycle dates, subscribers active as of the 
start or end of the month, etc.; 

• The process for completing each portion of the FCC Form 497, including, as applicable, non-Tribal 
Lifeline, Tribal Lifeline, and Tribal Link Up; and 

• That a verification process exists to perform an independent review; that is, the person reviewing or 
validating the form's data is different from the person completing the form. 

Document any exceptions and include in the audit report. 

Results 

KPMG reviewed the procedures CenturyLink has in place to ensure it has accurately completed the 
FCC Form 497, noting that the procedures include the items set forth above, and finding no exceptions. 

2. Obtain the Subscriber List in response to Item 1 of Appendix A and obtain the carrier's FCC Form 
497(s) for each study area in the selected states for the selected month. Compare the number of 
subscribers reported on the FCC Form 497(s) to the number of subscribers contained on the 
Subscriber List for each study area. Note any discrepancies in the number of subscribers. 

Results 

KPMG obtained the CenturyLink Subscriber List and Form 497s for each study area in the selected 
states (South Carolina, Washington and Wisconsin) for the selected month of September 2017. KPMG 
compared the number of subscribers reported on the September 2017 Form 497s to the number of 
subscribers contained on the September 2017 Subscriber List for each study area, noting no 
discrepancies in the number of subscribers. 

3. Obtain from USAC the NLAD subscriber listing for subscribers active for each study area in the 
selected states for the selected month. Compare the NLAD subscriber listing to the FCC Form 497 
subscriber listing. Note any discrepancies. Using both listings, create a "combined" Subscriber list 
consisting of subscribers who appeared on both lists. 

Results 

KPMG obtained from USAC the NLAD Subscriber Listing for subscribers active for each study area in 
the selected states (South Carolina, Washington and Wisconsin) for the selected month of September 
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2017. KPMG compared the September 2017 NLAD Subscriber Listing to the CenturyLink FCC Form 
497 September 2017 subscriber listing for each study area, noting no discrepancies. Using both 
listings, KPMG created a combined Subscriber list consisting of subscribers who appeared on both 
lists. 

4. Inquire of management and obtain carrier policies and procedures for limiting Lifeline support to a 
single subscription per household as provided by the carrier in response to Item 4 of Appendix A. 
Examine and compare the carrier policies and procedures, including any management responses, with 
the Commission's Lifeline rules set forth in section 54.409(c) (Appendix F). Note any discrepancies 
between the policies and procedures and the Commission's rule. 

Results 

KPMG inquired of CenturyLink's management on August 7, 2019 and obtained CenturyLink's policies 
and procedures for limiting Lifeline support to a single subscription per household. KPMG examined 
and compared CenturyLink's policies and procedures, including management responses, with the 
Commission's Lifeline rules set forth in 47 C.F.R. § 54.409(c), noting no discrepancies between the 
policies and procedures and the Commission's rule. 

5. Using computer-assisted audit techniques, examine the combined Subscriber List and note if there are 
any duplicate addresses with different subscribers. Create a list reflecting these results. 

Results 

Using computer-assisted audit techniques, KPMG examined the combined Subscriber List for duplicate 
addresses with different subscribers. KPMG created a list reflecting the results, which included five 
addresses with multiple individuals receiving the Lifeline service. 

6. From the list completed in #5, above, randomly select 30 subscribers from the list and request copies 
from the ETC of the one-per-household certification form for each of the selected subscribers using 
Appendix D. Because subscribers must only complete a one-per-household certification form if existing 
Lifeline recipients reside at the same address, the selected subscribers should not be the first 
subscribers residing at the address based on the Lifeline start date in the subscriber listing (i.e., the 
selected subscribers should be the second or subsequent subscribers residing at the address based on 
the Lifeline start date in the subscriber listing). Verify that the provided one-per-household 
documentation includes the following requirements and the selected subscribers certified to only 
receiving one Lifeline-supported service in his/her household: 

a. An explanation of the Commission's one-per-household rule; 

b. A check box that an applicant can mark to indicate that he or she lives at an address occupied by 
multiple households; 

c. A space for the applicant to certify that he or she shares an address with other adults who do not 
contribute income to the applicant's household and share in the household's expenses or benefit 
from the applicant's income; and 

d. The penalty for a consumer's failure to make the required one-per-household certification (i.e., 
de-enrollment). 
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r~yntuw{py|up}nvwun��x�z�~�n��vp��~pn}|ttwuznzwnrn}�~��pn}|�}{u�tz�w~ntpunqw|}pqw�y¦nÖ �®np±rx�~pyn
XY�SfR[kX_V�S]VYT̂_̀abYc��SkR�bfbV�SXY�Sk_RfV�̂_V�dS�~{�|y�~�nxr~r�pxp~znup}tw~}p}�n��zqnzqpn
]R[[b��bRY��Sab\V�bYVS_̂�V�S�VTS\R_TUSbYSæïS]g�g«gSòSåægæçîhfldSYRTbYZSYRS�b�f_VkXYfbV�S�VT�VVYSTUVS
kR�bfbV�SXY�Sk_RfV�̂_V�SXY�STUVS]R[[b��bRY��S_̂�Vgn

n
¦̈n¢}�~�n{wxt|zpuªr}}�}zpynr|y�znzp{q~�©|p}�np±rx�~pnzqpn{wx��~pyn�|�}{u��pun��}znr~yn~wzpn�vnzqpupnrupn
r~�ny|t��{rzpnryyup}}p}n��zqny�vvpup~zn}|�}{u��pu}¦n¥uprzpnrn��}znupv�p{z�~�nzqp}pnup}|�z}¦nn
n
ÐÑÒÓÔÕÒÏ

¢}�~�n{wxt|zpuªr}}�}zpynr|y�znzp{q~�©|p}�nÖ �®np±rx�~pynzqpn{wx��~pyn�|�}{u��pun��}znvwuny|t��{rzpn
ryyup}}p}n��zqny�vvpup~zn}|�}{u��pu}¦nÖ �®n{uprzpynrn��}znupv�p{z�~�nzqpnup}|�z}�n�q�{qn�~{�|ypynv�spn
ryyup}}p}n��zqnx|�z�t�pn�~y�s�y|r�}nup{p�s�~�nzqpn��vp��~pn}pus�{p¦nn
n

×¦n£uwxnzqpn��}zn{wxt�pzpyn�~nó̈�nr�wsp�nur~ywx��n}p�p{zn��n}|�}{u��pu}nvuwxnzqpn��}znr~ynup©|p}zn{wt�p}n
vuwxnzqpnÍ¬¥nwvnzqpnw~pªtpuªqw|}pqw�yn{puz�v�{rz�w~nvwuxnvwunpr{qnwvnzqpn}p�p{zpyn}|�}{u��pu}n|}�~�n
�ttp~y�±n�¦n­p{r|}pn}|�}{u��pu}nx|}znw~��n{wxt�pzpnrnw~pªtpuªqw|}pqw�yn{puz�v�{rz�w~nvwuxn�vnp±�}z�~�n
��vp��~pnup{�t�p~z}nup}�ypnrznzqpn}rxpnryyup}}�nzqpn}p�p{zpyn}|�}{u��pu}n}qw|�yn~wzn�pnzqpnv�u}zn
}|�}{u��pu}nup}�y�~�nrznzqpnryyup}}n�r}pynw~nzqpn��vp��~pn}zruznyrzpn�~nzqpn}|�}{u��pun��}z�~�n�ôõöõ÷øzqpn
}p�p{zpyn}|�}{u��pu}n}qw|�yn�pnzqpn}p{w~ynwun}|�}p©|p~zn}|�}{u��pu}nup}�y�~�nrznzqpnryyup}}n�r}pynw~n
zqpn��vp��~pn}zruznyrzpn�~nzqpn}|�}{u��pun��}z�~�¡¦nßpu�v�nzqrznzqpntuws�ypynw~pªtpuªqw|}pqw�yn
yw{|xp~zrz�w~n�~{�|yp}nzqpnvw��w��~�nup©|�upxp~z}nr~ynzqpn}p�p{zpyn}|�}{u��pu}n{puz�v�pynzwnw~��n
up{p�s�~�nw~pn��vp��~pª}|ttwuzpyn}pus�{pn�~nq�}Þqpunqw|}pqw�yØnn
n
r¦n�YSV³k�XYXTbRYSR\STUVS]R[[b��bRY��SRYVªtpuªqw|}pqw�ynu|�pÙnn

�¦n�n{qp{�n�w±nzqrznr~nrtt��{r~zn{r~nxru�nzwn�~y�{rzpnzqrznqpnwun}qpn��sp}nrznr~nryyup}}nw{{|t�pyn��n
x|�z�t�pnqw|}pqw�y}Ùnn

{¦n�n}tr{pnvwunzqpnrtt��{r~znzwn{puz�v�nzqrznqpnwun}qpn}qrup}nr~nryyup}}n��zqnwzqpunry|�z}n�qwnywn~wzn
fRYT_b�̂TVSbYfR[VSTRSTUVSXkk�bfXYT��SUR̂�VUR��SXY�S�UX_VSbYSTUVSUR̂�VUR����SV³kVY�V�SR_S�VYV\bTS
\_R[STUVSXkk�bfXYT��SbYfR[VðSXY�Sn

y¦nQUVSkVYX�T̀S\R_SXSfRY�̂[V_��S\Xb�̂_VSTRS[X�pnzqpnup©|�upynw~pªtpuªqw|}pqw�yn{puz�v�{rz�w~n�ôõöõ�n
ypªp~uw��xp~z¡¦nn

n



Agreed-Upon Procedures Report — Attachment B 
CenturyLink, Inc. 

Note the number of missing or incomplete certifications. Even if subscribers enrolled in the program prior 
to June 2012, the effective date of the one-per-household requirement, at least one subscriber at each 
address is required to complete a one-per-household worksheet. 

Results 

From the list completed in #5 above, KPMG selected all five subscribers from the list and requested 
copies from CenturyLink of the One-Per-Household ("OPH") certification form. KPMG verified that the 
provided OPH documentation included the required items noted above and that the selected 
subscribers certified to only receiving one Lifeline-support service in his/her household, exceptions 
noted as described in Findings below. 

Findings 
• For study area 525161 (Washington): CenturyLink could not provide an OPH certification for one 

Lifeline subscriber who was residing at the same address as another Lifeline subscriber. 
• For study area 525161 (Washington): One subscriber did not sign-off on Step 1 of the OPH 

certification to indicate that another person residing at their address is receiving the Lifeline service. 

Based on the 2 exceptions noted above, the monetary effect of this finding is 2 instances, noted in 
September 2017, multiplied by the Federal Lifeline support benefit to CenturyLink of $9.25 per 
subscriber for a total monetary effect of $18.50. 

ETC Management Response 

Going forward, CenturyLink does not anticipate any similar findings as USAC has implemented the 
National Verifier Database for certification and recertification purposes. The first set of states for the 
National Verifier launched in June 2018 and the final set of states launched December 2019. 

Objective Ill: Subscriber Eligibility Determination and Certification 

1. Inquire of management and obtain carrier policies and procedures for ensuring that its Lifeline 
subscribers are eligible to receive Lifeline services as provided by the carrier in response to Item 4 of 
Appendix A. In addition, obtain the ETC's policies and procedures for training employees and agents for 
ensuring that the ETC's Lifeline subscribers are eligible to receive Lifeline services, including any 
policies regarding how the company ensures employees and agents have completed the training. 
Examine and compare the carrier policies and procedures, including any management responses, with 
the Commission's Lifeline rules set forth in sections 54.409 and 54.410 (Appendix F). Note any 
discrepancies between the policies and procedures and the Commission's rule. 

a. [Intentionally left blank] 

b. Inspect the ETC's policies and look for evidence as to whether it includes a policy or procedure 
that the ETC must verify the eligibility of each low-income consumer prior to providing Lifeline 
service to that consumer or providing that consumer with an activated device intended to 
enable access to Lifeline service. 

c. Inspect the ETC's policies to determine the process for ensuring subscribers are eligible to 
receive Lifeline services and have completed all forms necessary to receive service. 
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d. Inspect the ETC's policies for information regarding the timing, frequency and evidence of 
completion of the initial and any subsequent Lifeline subscriber eligibility and certification 
trainings required of the ETC's employees. 

e. If the ETC operates in a state that participates in N LAD, inspect the ETC's policies regarding: 
i. Training requirements and ETC policies for ensuring employees and agents are trained 

on the use and interaction with the NLAD, including limiting access to NLAD to select 
individuals. 

ii. The process for ensuring only subscribers vetted by NLAD are claimed for 
reimbursement on the FCC Form 497. 

f. If the ETC operates in NLAD opt-out states, inspect the ETC's policies regarding: 

i. Training requirements and ETC policies for ensuring employees and agents are trained 
on the use and interaction with state administrators and/or databases, including limiting 
access to any databases to select individuals. 

ii. The process for ensuring only subscribers vetted by a state administrator are claimed 
for reimbursement on the FCC Form 497. 

Results 

KPMG inquired of CenturyLink's management on August 7, 2019 and obtained CenturyLink's policies 
and procedures for ensuring that its Lifeline subscribers are eligible to receive Lifeline services. In 
addition, KPMG obtained CenturyLink's policies and procedures for training employees and agents for 
ensuring that CenturyLink's Lifeline subscribers are eligible to receive Lifeline services, including any 
policies regarding how CenturyLink ensures employees have completed the training. KPMG examined 
and compared CenturyLink policies and procedures, including any management responses, with the 
Commission's Lifeline rules set forth in sections 54.409 and 54.410, noting no discrepancies between 
the policies and procedures and the Commission's rule. 

a. [Intentionally left blank] 

b. KPMG inspected CenturyLink's policies, and found a policy or procedure that CenturyLink 
must verify the eligibility of each low-income consumer prior to providing Lifeline service to that 
consumer, or providing that consumer with an activated device intended to enable access to 
Lifeline service. 

c. KPMG inspected CenturyLink's policies and determined there was a process to ensure 
subscribers are eligible to receive Lifeline services and have completed all forms necessary to 
receive service. 

d. KPMG inspected CenturyLink's policies for information regarding the timing, frequency and 
evidence of completion of the initial and any subsequent Lifeline subscriber eligibility and 
certification trainings required of CenturyLink employees, noting no exceptions. 

e. As CenturyLink operates in states that participate in NLAD, KPMG inspected CenturyLink's 
policies regarding: 
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CenturyLink, Inc. 

i. Training requirements and CenturyLink policies for ensuring employees are trained on the 
use and interaction with the NLAD, and access to NLAD is limited to select individuals, 
noting no exceptions. 

ii. The process for ensuring only subscribers vetted by NLAD are claimed for reimbursement 
on the FCC Form 497, noting no exceptions. 

f. As CenturyLink operates in NLAD opt-out states, KPMG inspected CenturyLink's policies 
regarding: 

i. Training requirements and CenturyLink policies for ensuring employees are trained on the 
use and interaction with state administrators and/or databases, and access to databases is 
limited to select individuals, noting no exceptions. 

ii. The process for ensuring only subscribers vetted by a state administrator are claimed for 
reimbursement on the FCC Form 497, noting no exceptions. 

2. Randomly select at least 100 subscribers from the combined Subscriber List and perform the test 
described below, for each of the subscriber's certification/recertification forms obtained using 
Appendix E. 

a. Examine the subscriber certification and recertification forms, if any, to verify the forms 
contain the following information: 

i. Lifeline is a federal benefit and that willfully making false statements to obtain the 
benefit can result in fines, imprisonment, de-enrollment or being barred from the 
program; 

ii. Only one Lifeline service is available per household; 

iii. A household is defined, for purposes of the Lifeline program, as any individual or 
group of individuals who live together at the same address and share income and 
expenses; 

iv. A household is not permitted to receive Lifeline benefits from multiple providers; 

v. Violation of the one-per-household limitation constitutes a violation of the 
Commission's rules and will result in the subscribers de-enrollment from the 
program; 

vi. Lifeline is a non-transferable benefit and the subscriber may not transfer his or her 
benefit to any other person; 

vii. Require each prospective subscriber to provide the following information: 

1. The subscribers full name; 

2. The subscribers full residential address; 

3. Whether the subscribers residential address is permanent or temporary; 

4. The subscribers billing address, if different from the subscribers residential 
address; 

5. The subscribers date of birth; 
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Agreed-Upon Procedures Report — Attachment B 
CenturyLink, Inc. 

6. The last four digits of the subscriber's social security number, or the 
subscriber's Tribal identification number, if the subscriber is a member of a 
Tribal nation and does not have a social security number; 

7. If the subscriber is seeking to qualify for Lifeline under the program-based 
criteria, as set forth in section 54.409, the name of the qualifying 
assistance program from which the subscriber, his or her dependents, or 
his or her household receives benefits; and 

8. If the subscriber is seeking to qualify for Lifeline under the income-based 
criterion, as set forth in section 54.409, the number of individuals in his or 
her household. 

viii. Require each prospective subscriber to certify, under penalty of perjury, that: 

1. The subscriber meets the income-based or program-based eligibility 
criteria for receiving Lifeline, provided in section 54.409; 

2. The subscriber will notify the ETC within 30 days if for any reason he or 
she no longer satisfies the criteria for receiving Lifeline including, as 
relevant, if the subscriber no longer meets the income-based or program-
based criteria for receiving Lifeline service, the subscriber is receiving more 
than one Lifeline benefit, or another member of the subscriber's household 
is receiving a Lifeline benefit. 

3. If the subscriber is seeking to qualify for Lifeline as an eligible resident of 
Tribal lands, he or she lives on Tribal lands, as defined in section 
54.400(e); 

4. If the subscriber moves to a new address, he or she will provide that new 
address to the ETC within 30 days; 

5. The subscriber's household will receive only one Lifeline service and, to 
the best of his or her knowledge, the subscriber's household is not already 
receiving a Lifeline service; 

6. The information contained in the subscriber's certification form is true and 
correct to the best of his or her knowledge, 

7. The subscriber acknowledges that providing false or fraudulent information 
to receive Lifeline benefits is punishable by law; and 

8. The subscriber acknowledges that the subscriber may be required to re-
certify his or her continued eligibility for Lifeline at any time, and the 
subscriber's failure to re-certify as to his or her continued eligibility will 
result in de-enrollment and the termination of the subscriber's Lifeline 
benefits pursuant to section 54.405(e)(4). 

b. Compare the ETC's subscriber eligibility criteria on the certification and recertification forms 
to the federal eligibility criteria listed in per 47 C.F.R. § 54.409. Note any discrepancies. 
Note: The ETC may list the eligibility criteria in its entirety or may allow the subscriber to 
note only his/her qualifying criterion on the form. 

c. Verify the subscriber completed all the required elements as identified in Objective III — 2 a. 
above, including signature and initialing/checkbox requirements contained in the 
certification and recertification forms. 
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d. Examine the subscriber's certification/recertification form to verify the forms are dated prior 
to the end of the selected FCC Form 497 data month. If the provided subscriber 
certification/recertification form is the subscriber's initial certification form, verify the form is 
dated prior to or on the same day as the Lifeline start date per the subscriber listing. 

e. If applicable, verify subscribers who received Tribal Lifeline support certified to residing on 
Tribal lands. 

f. Review the eligibility documentation the ETC reviewed to confirm the subscriber's eligibility 
obtained using Appendix E. Verify the recorded data sources are eligible data sources per 
47 C.F.R. § 54.410, such as (1) income or program eligibility databases, (2) income or 
program eligibility documentation, or (3) confirmation from a state administrator. 

Results 

KPMG obtained the September 2017 Subscriber List for each study area in the selected states 
(South Carolina, Washington and Wisconsin) as of September 30, 2017. KPMG randomly selected 
100 subscribers from the combined Subscriber List and judgmentally included 5 additional 
subscribers (3 in Washington and 2 in Wisconsin) to cover different tribal Lifeline specific 
benefits/prices in the population for a total sample of 105 Lifeline subscribers. KPMG performed the 
tests described below, for each of the subscriber's certification/recertification forms, noting 
discrepancies as described in Findings below: 

a. Examined the subscriber's certification and recertification forms, if any, and verified that the 
forms contained all required information as identified in Objective III — 2 a. above. 

b. Compared CenturyLink's subscriber eligibility criteria on the certification and recertification 
forms to the federal eligibility criteria listed per 47 C.F.R. § 54.409. 

c. Verified the subscribers completed all required elements as identified in Objective III — 2 a. 
above, including signature and initialing/checkbox requirements contained on the certification 
and recertification forms. 

d. Examined the subscriber's certification/recertification forms to verify the forms were dated 
prior to October 1, 2017 as the selected data month was September 2017. 

e. Verified subscribers who received Tribal Lifeline support certified to residing on Tribal lands. 

f. Reviewed the eligibility documentation that CenturyLink reviewed to confirm the subscriber's 
eligibility and verified the recorded data sources are eligible data sources per 47 C.F.R. § 
54.410, such as (1) income or program eligibility databases, (2) income or program eligibility 
documentation, or (3) confirmation from a state administrator. 

Findings 
• For study area 240506 (South Carolina): CenturyLink used two incomplete applications in order to 

provide the Lifeline service to one subscriber. 

• For study area 525161 (Washington): CenturyLink could not provide a certification or 
recertification form for one Lifeline subscriber. 
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• For study area 525161 (Washington): One subscriber did not check-mark/certify under penalty of 
perjury any of the required attestations. 

• For study area 330841 (Wisconsin): CenturyLink could not provide a certification or recertification 
form for one Lifeline subscriber. 

Based on the 4 exceptions noted above, the monetary effect of this finding is 4 
instances, noted in September 2017, multiplied by the Federal Lifeline support 
benefit to CenturyLink of $9.25 per subscriber for a total monetary effect of $37.00. 

ETC Management Response 

Going forward, CenturyLink does not anticipate any similar findings as USAC has implemented the 
National Verifier Database for certification and recertification purposes. The first set of states for the 
National Verifier launched in June 2018 and the final set of states launched December 2019. 

Objective IV: Annual Certification and Recordkeepinq by ETCs 

1. Inquire of management and obtain carrier policies and procedures for ensuring that the carrier has made 
and submitted the annual certifications required under sections 54.416 (i.e., FCC Form 555) and 54.422 
(i.e., FCC Form 481) of the Commission's rules, as provided by the carrier in response to Item 4 of 
Appendix A. Examine and compare the carrier policies and procedures, including any management 
responses, with the Commission's Lifeline rules set forth in sections 54.416 and 54.422 (Appendix F). 
Note any discrepancies between the policies and procedures and the Commission's rules. 

Results 

KPMG inquired of CenturyLink management on August 7, 2019 and obtained CenturyLink's policies 
and procedures for ensuring that CenturyLink has made and submitted the annual certifications 
required under 47 C.F.R. § 54.416 and 54.422 of the Commission's rules. KPMG examined and 
compared CenturyLink's policies and procedures, including management responses, with the 
Commission's Lifeline rules set forth in 47 C.F.R. § 54.416 and 54.422, noting no discrepancies 
between the policies and procedures and the Commission's rules. 

2. Examine the ETC's FCC Form 555 that was filed the January following the audit period provided by the 
carrier in response to Item 12 of Appendix A. Verify the carrier made all of the following certifications. An 
officer of each ETC must certify that s/he understands the Commission's Lifeline rules and requirements 
and that the carrier: 

a. Has policies and procedures in place to ensure that its Lifeline subscribers are eligible to receive 
Lifeline services; 

b. Is in compliance with all federal Lifeline certification procedures; and 

c. In instances where an ETC confirms consumer eligibility by relying on income or eligibility 
databases, as defined in 47 C.F.R. § 54.410(f)(2)(i)-(ii), or by relying on a state Lifeline administrator, 
as defined in 47 C.F.R. § 54.410(f)(3), the representative must attest annually as to what specific 
data sources the ETC used to confirm eligibility. 

Results 
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KPMG examined CenturyLink's FCC Form 555s that were filed in January 2018, following the audit 
period of 2017, for the study areas within the selected states of South Carolina, Washington and 
Wisconsin. KPMG verified CenturyLink made all of the following certifications, and that an officer of 
CenturyLink certified that he understands the Commission's Lifeline rules and requirements and that 
CenturyLink: 

a. Has policies and procedures in place to ensure that its Lifeline subscribers are eligible to receive 
Lifeline services; 

b. Is in compliance with all federal Lifeline certification procedures; and 

c. In instances where an ETC confirms consumer eligibility by relying on income or eligibility 
databases, as defined in 47 C.F.R. § 54.410(f)(2)(i)-(ii), or by relying on a state Lifeline 
administrator, as defined in 47 C.F.R. § 54.410(f)(3), the representative must attest annually as to 
what specific data sources the ETC used to confirm eligibility. 

3. Examine the ETC's organizational chart provided by the carrier in response to Item 5 of Appendix A. 
Verify that the certifying officer on the FCC Form 555 is an officer per the organizational chart or other 
publicly available documents. 

Results 

KPMG examined CenturyLink's organizational chart and verified the certifying officer on the FCC Form 
555s for the study areas within the selected states (South Carolina, Washington and Wisconsin) was an 
officer of CenturyLink. 

4. Verify that the subscriber count per the FCC Form 555 agrees with the total subscriber count per the 
February FCC Forms 497 provided by the carrier in response to Item 15 of Appendix A. 

Results 

As per the USAC Lifeline Biennial Audit Training held on June 3, 2019 that USAC conducted and KPMG 
attended, KPMG notes this procedure is no longer applicable. 

5. Verify that the recertification data reported on the FCC Form 555 agrees with the detailed recertification 
results provided by the carrier in response to Item 9 of Appendix A. 

Results 

KPMG verified that the recertification data reported on the FCC Form 555s filed in January 2018 for the 
study areas for the selected states (South Carolina, Washington and Wisconsin) agrees with the 
detailed recertification results. 

6. Verify that the non-usage data reported on the FCC Form 555 for the selected month agrees with the 
detailed non-usage results provided by the carrier in response to Item 10 of Appendix A. 

Results 

KPMG noted that CenturyLink is not subject to the non-usage rules (as they do not provide cellular 
based Lifeline Services), as required by the Rules set forth in 47 C.F.R. § 54.407.As such, this 
procedure is not applicable. 
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Agreed-Upon Procedures Report — Attachment B 
CenturyLink, Inc. 

7. Review the carrier's FCC Form 481, as provided by the carrier in response to Item 13 of Appendix A. 
Verify that the ETC reported all the information and made all the certifications required by 47 C.F.R. § 
54.422(a)(b). 

Results 

KPMG reviewed CenturyLink's FCC Form 481s filed in July 2017 for the selected states (South 
Carolina, Washington and Wisconsin) and verified that CenturyLink reported all the information and 
made all the certifications required by 47 C.F.R. § 54.422(a) and (b). 

8. Review any supporting schedules related to the carrier's FCC Form 481, as provided by the carrier in 
response to Items 16 and 17 of Appendix A. Verify that the data reported on the FCC Form 481 agrees 
with the supporting schedules. 

Results 

KPMG reviewed the supporting schedules related to CenturyLink's FCC Form 481s to the selected 
states (South Carolina, Washington and Wisconsin) and verified that the data reported on the FCC 
Form 481s agrees with the supporting schedules. 

9. Inquire of management and obtain carrier policies and procedures for maintaining records that 
document compliance with the Lifeline program rules, as provided by the carrier in response to Item 4 
of Appendix A. Examine and compare the carrier policies and procedures, including any management 
responses, with recordkeeping rules set forth in 47 C.F.R. § 54.417. Note any discrepancies between 
the policies and procedures and the Commission's rule. 

Results 

KPMG inquired of CenturyLink's management on August 7, 2019 and obtained CenturyLink's policies 
and procedures for maintaining records that document compliance with the Lifeline program rules. 
KPMG examined and compared CenturyLink's policies and procedures, including management's 
responses, with recordkeeping rules set forth in 47 C.F.R. § 54.417, noting no discrepancies between 
the policies and procedures and the Commission's rule. 
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