STATE OF NORTH DAKOTA
PUBLIC SERVICE COMMISSION

Public Service Commission Case No. PU-20-442
vs. Qwest Corporation
Show Cause

AFFIDAVIT IN SUPPORT OF ORDER TO SHOW CAUSE

STATE OF NORTH DAKOTA)
) ss
COUNTY OF BURLEIGH )

Stacy Eberl, being first duly sworn, deposes and states:

I am the Consumer Affairs/Public Outreach Specialist for the North Dakota Public Service
Commission.

On August 27, 2020, Sharon Gerbig, 5215 East River Road, Amidon, ND contacted the
Commission with a complaint that her phone was currently not working. Her service provider is
Qwest (CenturyLink). She indicated that this is the fourth outage they had experienced in the past
six weeks and they have had ongoing problems for years. Ms. Gerbig expressed concerns about
not having a phone as cell phones do not work at their residence and her husband has health
issues. If an emergency were to occur, they would not be able to call 911. They also use the
phone for business on their farm and it has caused problems when people are trying to reach
them. An informal complaint was sent to CenturyLink.

On Sept. 3, 2020, an e-mail was received from PattyAnn Maas-Miller with CenturyLink
stating that the Gerbig’s were back in service. Later that day a voice message was left by Ms.
Gerbig saying that the line was still unusable. She reported a lot of static on the line to the point
where you can’t hear anything being said and calls only last a short period and then are dropped.

On Sept. 8, 2020, | reported the problems to Ms. Maas-Miller at CenturyLink and let her
know that Ms. Gerbig’s line was still unusable.

On Sept. 11, 2020, Ms. Gerbig tried several times to call me and | was able to hear a lot
of static and then the call would drop after a couple of seconds. Ms. Gerbig then drove to a nearby
hill so she could call me on her cell phone. She was very upset that the phone was still not working
and shared her concerns with me again about not having access to a phone if there was an
emergency. | reported back to Ms. Maas-Miller at CenturyLink again that the line was still
unusable and urged her to expedite the repairs. Ms. Maas-Miller responded that a technician had
been out there every day that week and would be sent back out that day.

On Sept. 17, 2020, received e-mail from Ms. Maas-Miller at CenturyLink stating that the
“Gerbig’s service is stable. | am going to close my case.” Ms. Gerbig called later that day to let
me know that the service was not fixed and she didn’t know why the trouble ticket was closed
because it never had worked. She stated that she called CenturyLink that morning to check on
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the trouble ticket and there was no open ticket, so she opened one again. The phone was still not
usable.

On Sept. 18, 2020, | e-mailed Ms. Maas-Miller at CenturyLink and informed her that | had
talked with Ms. Gerbig and she reported that the phone is still unusable. | informed her that the
complaint is still open and the problems have not been fixed.

On Sept. 23, 2020, email response from Ms. Maas-Miller at CenturyLink indicated that the
area manager had been informed and requested a tech out there first thing in the morning. Ms.
Maas-Miller indicated she did not see an open repair ticket in the system.

On Oct. 1, 2020, | reached out to Ms. Gerbig for an update. She said a tech had been out
there working, but the phone was still not usable.

On Oct. 6, 2020, | received a letter from Ms. Gerbig outlining ongoing problems they have
had with their service and their concerns. She had indicated to me that she would like something
formal to be started as the problem was not getting fixed and after years of problems and
complaints, they continued to have inadequate service.

On Oct. 15. 2020, | received an email from Ms. Gerbig. Phone is still not usable.

Dated this 2 day of November 2020 %}t
BY: ng d;/

Subscribed and sworn to before me this ﬂ day of November 2020.

N uthe 2o Bavoko

Notary Public '

'SHELLY A BAUSKE
Notary Public
State of North Dakota

| My Commission Expires Sep 01, 2022




