FILED SEP 08, 2015
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FPSC - COMMISSION CLERK
ILEC LIFELINE DATA REQUEST 2015

CENTURYLINK RESPONSE

To assist the Public Service Commission (PSC) in the development of our Annual Report to the
Governor, President of the Senate, and Speaker of the House of Representatives on the Lifeline
program as required by Chapter 364.10, Florida Statutes, staff requests that you provide
responses to the following by August 30, 2015.

For items 1 through 15, please provide the data for the fiscal year July 1, 2014, through June
30, 2015.

For those items requesting that the data be reported on a monthly basis, provide the
appropriate number as of the last day of each month during the review period.

1. The number of residential access lines in service each month.

Response: See Attachment 1

2. The number of customers participating in Lifeline each month. Note: Do not include
customers receiving Lifeline through the Transitional Lifeline provision or resold access
lines.

Response: See Attachment 1
3. The amount of Lifeline credit provided to Lifeline customers on a monthly billing.
Response: See Attachment 1
4, The number of customers denied Lifeline service. ldentify the reason(s) customers were

denied Lifeline (i.e. customer currently receiving Lifeline, inability to verify participation in a
gualifying program, past due balance, other reasons not listed).

Response:

Incomplete Form 1110

Incorrect or Missing

Documentation 2448

Invalid Account Holder Name 134

Not Eligible 100

Account does not Exist with CTL 602

NLAD Rejection 710

Household already on Lifeline 1429

Other Reasons 448
Total 6981

5. The number of Lifeline customers added each month. Note: Do not include customers

receiving Lifeline through the Transitional Lifeline provision or resold access lines.

Response: See Attachment 1
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0. The number of customers removed from Lifeline each month. Note: Do not include Lifeline
customers removed from resold access lines, or Lifeline customers moved to Transitional
Lifeline.

Response: See Attachment 1

7. The number of customers participating in Transitional Lifeline each month.

Response: See Attachment 1

8. The number of customers participating in Lifeline under the Tribal Lands provision each
month.

Response: See Attachment 1

9. The number of access lines with Lifeline resold to other carriers each month. Identify each
carrier separately by name or certificate number.

Response: See Attachment 1

10. Description of your company’s procedures for enrolling customers in the Lifeline program.
Include the following in your response:

a.

Procedures used to process applications received from the Office of Public Counsel.

Response: The Office of Public Counsel sends a weekly file to CenturyLink via
email. This file contains the names, addresses and phone numbers of
customers that the OPC has verified are eligible for the Lifeline discount based
on their income. These accounts are routed to a worklist management system,
which distributes the accounts to CenturyLink agents who add the Lifeline
codes to the approved customers’ accounts so that the proper monthly
recurring discounts are added to the customers billing. Nightly, accounts that
have had Lifeline added to their account are sent via API batch to the National
Lifeline Accountability Database (NLAD). If the customer is already in the NLAD,
the entry will fail and we remove Lifeline from the account. If the customer
information passes NLAD, Lifeline remains on the account.

Procedures used to process applications received directly from customers.

Response: When contacted by a Florida residential customer, a CenturyLink
representative explains the Lifeline program/process and helps the customer
evaluate their eligibility. A letter is mailed to the customer explaining the
Lifeline program and the eligibility requirements. A Lifeline application is
included with the letter. When the customer sends the completed application
and eligibility documentation back to CenturyLink, it is scanned along with any
attachments included by the customer and then electronically transferred to the
work-list management system. Representatives in a CenturyLink offline center
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process these Lifeline applications sequentially. If the Lifeline application was
filled out correctly and signed by the account holder, and the proper
documentation of eligibility is attached, the Lifeline discount is added to the
account. The eligibility documentation is destroyed after 90 days.

If the application was not completed correctly or was not signed, or if the
applicant fails to attach acceptable documentation of eligibility, a letter is sent
explaining the missing or incomplete application/documentation along with a
new application form. The customer is requested to provide the correct
information and return the new application. Upon receipt of the correctly
completed application, the Lifeline discount is added to the account.

Nightly, accounts that have had Lifeline added to their account as described
above are sent via API batch to the National Lifeline Accountability Database
(NLAD). If the customer information passes NLAD, Lifeline remains on the
account. If the information does not pass NLAD, we remove Lifeline from the
account and notify the applicant that they failed to pass the NLAD check so
Lifeline was not added to their account. They are sent a new application and
instructions on how to reapply and what additional information is needed to
pass the NLAD check in the event they wish to apply.

Procedures used to process applications received through the PSC on-line process.

Response: CenturyLink receives an email from the Florida Public Service
Commission indicating there are Lifeline applications available to download.
CenturyLink downloads these applications and formats them for processing in
an automated system. The applications that are rejected from the automated
system are routed to a worklist management system which distributes the
accounts to agents for manual processing. The agents determine why the
discount was not automatically added by the automated system and then adds
Lifeline to the account as required. Nightly, accounts that have had Lifeline
added to their account as described above are sent via API batch to the National
Lifeline Accountability Database (NLAD). If the customer is already in the NLAD,
the entry will fail and we will remove Lifeline from the account. If the customer
information passes NLAD, Lifeline remains on the account.

Procedures used to process applications received through the
Department of Children and Families coordinated enrollment process.

Response: CenturyLink receives an email from the Florida Public Service
Commission indicating there are Lifeline applications available to download.
CenturyLink downloads these applications and formats them for processing in
an automated system. The applications that are rejected from the automated
system are routed to a worklist management system which distributes the
accounts to agents for manual processing. The agents determine why the
discount was not automatically added by the automated system and then adds
Lifeline to the account as required. Nightly, accounts that have had Lifeline
added to their account as described above are sent via API batch to the National
Lifeline Accountability Database (NLAD). If the customer is already in the NLAD,
the entry will fail and we will remove Lifeline from the account. If the customer
information passes NLAD, Lifeline remains on the account.
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The amount of time required to process applications. Include time period between
receipt of customer application and the billing date of the first bill providing the
credit.

Response: The majority of Lifeline applications are processed within 5 days of
receipt of application depending on work volume within the CenturyLink Offline
Center. The amount of time between receipt of the customer’s application and
the billing date of the first bill providing the credit will vary depending on what
billing cycle the customer is assigned to. It should not be longer than the
second billing cycle after receipt of the customer’s application and may in some
cases be the first billing cycle after receipt of the application.

Description of your company's procedures for performing continued certification of
customer eligibility after initial certification. Include the following in your response:

a.

Time period between initial certification and annual certification.

Response: CenturyLink follows the FCC’s guidance for recertifying Lifeline
benefits annually as described in the FCC's May 22, 2013 Press Release. That
guidance requires ETC’s to utilize their current year data month February 497
subscriber list, adjusted to remove any January and February Lifeline additions,
as the basis for the current year recertifications. The time between initial
certification and annual certification will vary by subscriber.

Method(s) used to verify customer eligibility.

Response: CenturyLink partnered with the Florida PSC and the DCF for
assistance in recertifying our Lifeline subscribers in 2015. CenturyLink sent a
list of our Lifeline subscribers to the PSC, who worked with the DCF to
determine which Lifeline customers were still eligible according to the DCF
database. Those customers that DCF could not verify as still eligible were
mailed a 30-day written notice in accordance with 47 CFR § 54.405(d)(4) that they
needed to validate their continued eligibility by either completing and returning
the form attached to the notice or responding to the notice via IVR. Upon
expiration of the 30-day notice period, Lifeline was removed from the accounts
of non-responders and those that provided incomplete or inaccurate responses.

Frequency of periodic certification.

Response: CenturyLink recertifies 100% of our Lifeline subscribers annually in
accordance with 47 CFR 854.410(f).

Description of your company’s procedures for Lifeline. Include the following in your
response:

a.

Internal procedures for promoting Lifeline.

Response: CenturyLink has established processes for use by Customer Service
Representatives (see Attachment 14 from Q. 14), as well as publishing bill
inserts (see Attachment 12A) informing customers of the availability of Lifeline
annually. CenturyLink also provides alink on our web site where customers
can learn more about Lifeline and access an application.

http://www.centurylink.com/shop/SpecialOffers/misc2.isp
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b. Outreach and educational efforts involving participation in community events.

Response:

e June 5&6, 2015- Hispanic Business Expo in Osceola County. CenturyLink
promoted Lifeline in conjunction with Centurylink Internet Basics.

e October 25, 2014 — Orlando Home Show in Orlando. CenturyLink promoted
Lifeline in conjunction with Centurylink Internet Basics.

e October 11, 2014 — Viva Osceola event out on by the Osceola Chamber of
Commerce. CenturyLink promoted Lifeline in conjunction with Centurylink
Internet Basics.

e Sept 27, 2014 — Harmony Event in St. Cloud. CenturyLink promoted Lifeline
in conjunction with Centurylink Internet Basics

e August 11, 2014 - Feria la Familia event at Osceola Heritage Park.
CenturyLink promoted Lifeline in conjunction with Centurylink Internet

Basics
e August 9, 2014 - Bella Apartment pool party event in Kissimmee.
CenturyLink promoted Lifeline in conjunction with Centurylink Internet
Basics
C. Outreach and educational efforts involving mass media (newspaper, radio,
television).

Response: CenturyLink advertises in newspapers within or adjacent to our
service territories and distributes press releases to the State Press Association
for inclusion in each of their members papers. Please see attachments 12C — 2
documents.

d. Copies of Lifeline outreach materials of your company.

Response: Please see attachments 12D — 6 documents.

e. Organizations you are currently partnering with, have partnered with, and
organizations you plan to partner with to educate and inform customers about
Lifeline.

Response: Schools , School Foundations, Public Housing Administrators,
Community Assistance Program, Senior Resource Alliance, DCA, DCF,OPC,
FPSC, Florida Department of Education, Florida Department Of Elder Affairs,
Jobs Plus, AARP, and Career Source

Description of procedures associated with enrollment of Lifeline customers by resellers of
telecommunications services through resale agreements. Include the following in your
response:

a. Billing procedures associated with the pass through of the credit, including the
amount of the pass through for each reseller.
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Response: Each month the CLEC must report to CenturyLink, by the tenth (10™)
business day of each month, the total number of resold access lines eligible for
Lifeline Service designations during the previous month. The report should
include each eligible end user’s telephone number and exchange. The report is
validated and manual credits are applied to the CLEC’s bill. The amount of the
credit for each line is $9.25.

b. Initial and annual certification procedures and requirements.

Response: The CLEC is required to obtain proper certification documentation
from each end user prior to implementing resold Lifeline services and to
maintain records in compliance with State and Federal requirements that
document the end user’s qualification and continuing eligibility for the Lifeline
program. The CLEC agrees in the interconnection agreement to comply with all
rules and regulations related to the collection and maintenance of such
documentation as established by the appropriate FCC or State Commission and
the CenturyLink General Exchange Tariff. The CLEC is required to provide
copies of any such documentation upon the request of any governmental entity
or CenturyLink.

C. Any other terms and conditions applicable to resellers offering Lifeline that are not
imposed on resellers who do not offer Lifeline.

Response: Through CenturyLink’s interconnection agreement, the CLEC agrees
to fully cooperate with CenturyLink concerning any required compliance effort
or any audit or request for information from any State or Federal authority
concerning the Lifeline Program. The CLEC agrees to work directly with the
State of Florida during any eligibility compliance audit and will be responsible
for providing its customers’ verification information in the format required by
the state.

The CLEC is required to fully indemnify CenturyLink in the event that
CenturyLink is required by a governmental entity to return any Lifeline Program
reimbursement amounts related to participation of the CLEC’s customers in the
programs. Such indemnification may be satisfied by charges against the CLEC’s
deposit if necessary.

Please describe the training you provide to your customer service representatives regarding
Lifeline and provide the script used by your company’s representatives.

Response: Sales representatives go through their initial training which consists of a
review of the Lifeline program and the requirements per state. They then review the
company’s Handbook where they can find policy information on each state we serve.
This iswhere the Lifeline requirements are maintained for all representatives in the
company to find and review when needed.

Attachment Q.14 is a copy of the overall Lifeline document for customer service
representatives that include how to discuss Lifeline availability with customers.

Please provide any link on your Web site that provides Lifeline information.
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Response: CenturyLink has alink on its website that provides the state specific
Lifeline application form. The web site also contains more details about the Lifeline
program.

http://www.centurylink.com/shop/SpecialOffers/misc2.isp

In addition to CenturyLink’s own web site, USAC’s Lifeline web site contains a link to
CenturyLink’s web site.

http://www.lifelinesupport.org/ls/companies/CompanyListing.aspx?state=FL &stateNa
me=Florida




ATTACHMENT 1: Responses to the following questions

Question:
1
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Attachment 1

8/28/2015
The number of residential access lines in service each month.
Jul-14 Aug-14 Sep-14 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15 Jun-15
619,543 617,466 613,366 611,402 610,336 608,988 608,233 607,540 604,463 599,215 596,237 594,751
The number of customers participating in Lifeline each month. Do not include transitional or resold access lines.
Jul-14 Aug-14 Sep-14 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15 Jun-15
18,390 18,338 18,443 17,190 16,631 16,731 16,874 16,700 16,790 16,766 16,485 16,163
The amount of Lifeline credit provided to Lifeline customers on a monthly billing.
Jul-14 Aug-14 Sep-14 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15 Jun-15
$ 170,166 | $ 169,690 | $ 170,623 | $ 159,033 | $ 153,862 | $ 154,787 | $ 156,085 | $ 154,475 | $ 155,308 | $ 155,086 | $ 152,486 | $ 149,508
The number of new Lifeline customers added.
Jul-14 Aug-14 Sep-14 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15 Jun-15
923 879 863 728 705 684 1,305 783 627 615 595 587
The number of customers removed from Lifeline service.
Jul-14 Aug-14 Sep-14 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15 Jun-15
1,289 931 758 1,981 1,264 584 1,162 957 537 639 876 909
The number of customers participating in Transitional Lifeline each month.
Jul-14 Aug-14 Sep-14 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15 Jun-15
753 780 940 1052 1168 1283 1283 1606 1585 1491 1496 1429
The number of customers participating in Lifeline under the Tribal Lands provision each month.
Jul-14 Aug-14 Sep-14 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15 Jun-15
3 3 1 1 1 1 0 0 0 0 0 0
The number of access lines with Lifeline resold to other carriers each month. Identify each carrier separately by name or certificate number.
Jul-14 Aug-14 Sep-14 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15 Jun-15

Alternative Phone

Telecircuit

Retel
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Telephone Assistance - CenturyLink participates in a government
benefit program (Lifeline) to make residential telephone service more
affordable to eligible low-income individuals and families. Eligible
customers are those that meet eligibility standards as defined by the
FCC and state commissions. Residents who live on federally recognized
Tribal Lands may qualify for additional Tribal benefits if they participate
in certain additional federal eligibility programs. The Lifeline discount
is available for only one telephone per household, which can be

either a wireline or wireless telephone. A household is defined for

the purposes of the Lifeline program as any individual or group of
individuals who live together at the same address and share income
and expenses. Lifeline service is not transferable, and only eligible
consumers may enroll in the program. Consumers who willfully make
false statements in order to obtain Lifeline telephone service can be
punished by fine or imprisonment and can be barred from the program.
If you live in a CenturyLink service area, please call 1-800-201-4099

or visit www.centurylink.com/lifeline with questions or to request an
application for the Lifeline program.

Annual Customer Do-Not-Call Notification - To address consumer
concerns about unwelcome telemarketing calls, the Federal
Communications Commission (FCC) and Federal Trade Commission
(FTC) have established a national Do-Not-Call Registry. The registry
applies to all telemarketers (with the exception of certain non-profit
and political organizations) and covers both interstate and intrastate
telemarketing calls. Commercial telemarketers are not allowed to call
you if your number is listed on the registry and the telemarketer does
not fall under one of the limited exceptions. You can register your
phone number for free, and it will remain on the national Do-Not-Call
Registry for five years. You may re-enter your number onto the list when
the five years have passed, and you may remove your name from the
list at any time. The Do-Not-Call Registry will not prevent all unwanted
calls. It does not cover the following: calls from organizations with
which you have established a business relationship; calls for which
you have given prior written consent; calls which are not commercial
or do not include unsolicited advertisements; calls by or on behalf

of tax-exempt non-profit organizations. Consumers may register

their residential telephone number, including wireless numbers, on
the national Do-Not-Call Registry at no cost by telephone or on the
Internet. To register by telephone, consumers may call 1-888-382-1222.
For TTY call 1-866-290-4236. You must call from the phone number you
wish to register. You may also register by Internet at www.donotcall.
gov. Inclusion of your telephone number on the national Do-Not-Call
Registry will be effective three months following your registration.
CenturyLink would like the opportunity to continue informing you of
special promotions and incentives that may be of benefit. To find out
about new and exciting offers, please contact our Customer Contact
Center at the number located on your invoice or check our Web site at
www.CenturyLink.com.

8-1-1 Call Before You Dig - Digging into underground telephone,
electric, gas or water lines can disrupt service to your area or could
cause serious injury and you could be charged substantial fines. For
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peace of mind, please call 8-1-1 at least two days before digging up your
property. This is a free service.

CPNI - Recent changes in government regulations allow CenturyLink

to use information about your current telecommunications services to
keep you informed of the latest products and services that will best meet
your future needs. This information includes things such as the types

of services and features you use, the way we provide these services to
you, as well as calling and billing records. We would like to share your
information among the CenturyLink family of companies for the purpose
of keeping you informed about innovative service offerings and exciting
new packages including local service, long distance, high-speed data
services and Internet access. This will allow you to stay abreast of the
latest technology and enhance or change the way you communicate
with your family, friends and business associates. You may also receive
information on how to save money on these products and services.

By federal law, you have the right, and CenturyLink has a duty, to protect
the confidentiality of information regarding your telecommunications
services. Only those companies that now or in the future sell CenturyLink
services, including our agents and authorized sales representatives,

will use this information. If you do not want CenturyLink to share your
information with our subsidiaries, all you have to do is call the Customer
Contact number located on your invoice. Your selection will be noted

on your account and will remain in effect until you withdraw it. If you
have elected to not have CenturyLink share your information with our
subsidiaries (opt-out) in the past, no action is required on your part to
maintain the opt-out election. However, consumers who wish to reverse
their previous decision to opt-out, or consumers who have not previously
opted out but wish to do so, must take action as described in this notice.
Whatever you decide, CenturyLink will continue to provide you with the
highest quality of service possible.

We value you as a customer and look forward to continuing to serve
your communication needs. If you have any questions, please contact
customer service at the number listed on your bill.

8243-0028-1
N-14-106

AV < L.
s centurylink

ATTACHMENT 12A

IMPORTANT NEWS FROM CENTURYLINK ABOUT YOUR PHONE SERVICE

Federal Universal Service Fund Changes - The Federal Universal

Service Fund (USF) rate is reviewed on a quarterly basis by the Federal
Communications Commission (FCC), and you may see changes on

your bills in January, April, July and/or October should changes occur.
CenturyLink will apply rate changes on all applicable CenturyLink charges,
such as those for the local line, private line interstate, long-distance
interstate and international charges. The Federal USF rate and charge are
clearly identified on your bill. The effective rate for Centrex and multi-line
business customers varies by state and can be found on your bill or online
at www.CenturyLink.com/ FCCRates/.

Federal Access Charge Changes - The annual adjustments of a federally
approved telephone subscriber line charge, shown on your bill as the
Federal Access Charge, took effect July 1, 2014. These adjustments remain
subject to final approval by the Federal Communications Commission
(FCC). The Federal Access Charge covers part of the cost for providing
access to and maintenance of your local network. The Federal Access
Charge changed in some states for main residential and single-line
business lines, ISDN-BRI and multi-line business lines, including ISDN-PRI
and Centrex lines. The effective rates can be found on your bill or online
at www. CenturyLink.com/ FCCRates/.

Your Rights Regarding Pay-Per-Call Information-Delivery Services -
CenturyLink wants to be sure you are informed of your legal rights related
to pay-per-call information-delivery services. These are services you
generally access through dialing prefixes like “900” or “700” and that
charge by the call or by the minute. Pay-per-call services can include
recorded telephone messages, interactive programs or other information
services. CenturyLink does not provide interstate pay-per-call services,
but we do bill customers in our local service region on behalf of many
third-party companies, including interexchange long-distance carriers
and billing aggregators. A number of these companies, in turn, bill on
behalf of pay-per-call service providers. You have specific rights and
responsibilities regarding pay-per-call charges that may appear on any of
these various companies’ hill pages within your CenturyLink bill. We are
providing this notice in order to explain those rights as described in the
federal Telephone Disclosure and Dispute Resolution Act (TDDRA).

To Report a Billing Error - If you believe you have been billed in error for
any pay-per-call services, call the toll-free number listed on the bill page
where the pay-per-call charge appears no later than 60 days after you
receive the bill containing the charges; or 60 days after the goods you
ordered were delivered or should have been delivered, whichever is later.
When you call, be prepared to provide the following information:

¢ Your name and telephone number

* The date the disputed charges first appeared on your bill

* The amount of the disputed charges

* A brief explanation of why you believe you were billed in error

If you contact CenturyLink - either directly or because CenturyLink is
acting as the first point-of-contact for a pay-per-call billing entity - about a
disputed charge, CenturyLink will credit your bill for the disputed amount
and refer the matter and the charges back to the billing entity. That billing

Page 1 of 2

4/22/14 5:56 PM



entity, or the pay-per-call service provider, may elect to pursue further
action, so it is always good to follow-up with the entity billing the charges
on behalf of the pay-per- call provider to assure full resolution of your
matter.

Response From the Billing Company - In the event you contact the
company whose name appears on the bill page where the pay-per-call
charge appears in a timely manner, they must acknowledge your claim in
writing within 40 days if they haven't resolved your claim within that time.
This company must also acknowledge that you are not required to pay
the disputed charge pending resolution of their investigation. You must
still pay the non- disputed portion of your bill; failure to pay may resultin
collections activity against you. If the disputed amount has already been
sent to collections, the collection activity will be suspended. This same

company must investigate, within 90 days of your initial complaint, whether
or not the disputed charges are valid. If there was a billing error, the billing

company will let you know and will adjust the charges as appropriate. If
the charges have been referred to collections, the collections activity
will stop. If the billing company determines the charges were not billed in
error, you will receive a written explanation detailing how that conclusion
was reached, how much you owe, and the date by which you must pay it.
Failure to pay could lead to collection activity. If you continue to dispute
the charges, the billing company should not report you as delinquent
without also reporting that you continue to dispute the charges.

Compliance - Any long-distance carrier or billing aggregator acting as a
billing agent for a pay-per-call service provider that does not comply with
the federal rules may not collect the first $50 of any disputed pay-per-
call transaction - regardless of whether or not the disputed charges are
discovered to be correct.

Additional Customer Rights - You have a right not to be billed for pay-
per- call services that do not comply with federal laws and regulations.
Your local telephone service cannot be disconnected if you do not pay
for pay-per-call services. You may request a block to prevent access to
pay-per-call services from your phone line. CenturyLink will provide the
block, where feasible, at no charge to you.

Telecommunications Relay Service

Dial 7-1-1 or Special Toll Free Numbers

Relay is a free communications service that connects individuals who
are deaf, hard of hearing or have speech disabilities with others using
standard telephone equipment or telephone equipment designed for
individuals with disabilities. To use Relay dial one of the toll free numbers
listed here, or simply dial 7-1-1. A specially trained Communications
Assistant (CA) will answer your call and relay the telephone conversation
between you and the party you are calling. All call information and

conversations are confidential. Relay service is available 24 hours per day,

365 days a year. Long distance calls placed for you can be billed to your
existing long-distance service calling plan, collect, or with the use of a
pre-paid calling card, carrier calling card, or third-party billing.

Types of TRS Calls

Computer (ASCII): users can access Relay Service by setting the
communications software to the following protocols: speeds ranging from
300 to 2400 baud: 8 Bits, No Parity; 1 Stop Bit; Full Duplex. For speeds at or
below 300 baud, follow the above using Half Duplex.
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Hearing-Carry-0Over: HCO allows hearing individuals with very

limited or no speech capability to type his or her conversation for the
Communications Assistant to read aloud to the hearing person. The HCO
user hears the other party’s response. HCO requires a specially designed
telephone.

Internet Relay: Connect to the relay using your computer or other web
device. The Communications Assistant handles the call the same as a
traditional relay call - “voicing” or reading everything you type to the
other party - and typing everything the other party says for you to read on
your screen.

Spanish Relay: Spanish Relay is for Spanish speaking individuals with a
hearing or speech disability.

Speech-to-Speech: STS allows a person who has difficulty speaking
or being understood on the phone to communicate using his or her own
voice or voice synthesizer. The Communications Assistant revoices the
words of the person with the speech disability so the person on the call
can understand them. No special telephone is required.

Text Telephone (TTY): Allows anyone who is deaf, hard of hearing or
speech disabled to use a TTY to communicate with anyone using a
standard telephone.

Video Relay Service (VRS): Allows natural telephone communication
between Sign Language and standard telephone users. This service
requires high-speed internet service such as DSL, cable modem, or
mobile broadband modem.

Voice-Carry-0Over: VCO enables people who have difficulty hearing on
the phone to voice their conversations directly to the hearing person.
The CA then types the hearing person’s response to the VCO user.
(Requires a special telephone with text display.)

Voice/Standard Telephone: A hearing person may use a standard
telephone to place a relay call and easily converse with a person who is
deaf, hard of hearing or speech disabled.

Voice Over Internet Protocol (VOIP): VoIP customers can access the
Telecommunications Relay Service (TRS) by dialing 7-1-1 or using the
toll-free number listed in your telephone directory. For more information
about TRS, please go to the following URL: http://www.centurylink.com/
Pages/AboutUs/ Community/Disabled

Captioned Telephone Service (CapTel™):

CapTel™ allows a person who has hearing loss to receive word-for-
word captions of their telephone conversations on the phone. To use
captioned telephone service, one must have a CapTel™ phone. The
captions are displayed on the telephone’s built-in display screen so that
the user can read the words while listening to the voice of the other
party. If you wish to contact a person who uses a CapTel™ phone, dial
1- 877-243-2823.

TTY Users and Emergency Assistance (“9-1-17):

TTY callers should dial 9-1-1 directly. All 9-1-1 centers are equipped to
handle TTY calls. Using Relay for 9-1-1 may result in a delay to getting
your urgent message through.
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Monitoring and Recording of Calls with CenturyLink Business Offices
and Other CenturyLink Representatives - Please remember, when

you call CenturyLink for sales, service or repair issues, CenturyLink
may monitor or record those calls for quality assurance or training
purposes. Additionally, when a CenturyLink customer service
representative or repair technician calls you, those calls too may

be monitored or recorded for the same purpose. Please inform all
members of your household or business who may be in contact with
CenturyLink of this information.

High Cost Fund (Applicable to Colorado Customers Only) - You may
have noticed a charge on your telephone bill for the Colorado Universal
Service Fund. This charge is required by the Colorado Public Utilities
Commission (PUC) to pay for the Colorado Universal Service Fund
established by state law.

What is the Colorado Universal Service Fund? It is a fund to ensure
that basic telephone service is affordable in Colorado. Money from

the fund is used to support basic local phone service in areas where
costs to provide service are high. This allows local phone rates to
remain reasonably comparable across the state. Payments are made to
telephone companies that serve areas with high costs and meet other
PUC requirements for the funding.

What services is this charge applied to and who pays it? This charge
is assessed as a percentage of your in-state telecommunications
services for local, wireless, paging, in-state long distance and
optional services. The charge is not applied to interstate services. All
telecommunications customers in Colorado pay this monthly charge.

What is the monthly charge?

The monthly charge is currently set at 2.9 percent, which was effective
July 1, 2011. The PUC may adjust the charge over time depending

on how much money is needed for the fund and to make sure that
customers do not pay more than is necessary.

Who do | call if | have questions about this charge? For more
information, contact your telecommunications provider.

Slamming - Have you ever been slammed? Would you know if

you have? Slamming is when one telephone company changes a
customer’s telephone service - usually long distance service - to
another telephone company without that customer’s permission.
CenturyLink is here to offer some helpful tips on how to avoid being

a victim of slamming. Initially, you should call your local telephone
company and request a “PC FREEZE" (Preferred Carrier), which will
prohibit future changes to your carrier selection until further notice
from you. If you receive a call from a telemarketer asking you to
change your long distance service and you are happy with your current
service, just say that you are not interested and hang up. Don't verify
your name, your spouse’s name, or your address and never give out
your Social Security number. Always carefully read the fine print on
everything, including any checks, offers for calling cards, sweepstakes
or drawings. If you are slammed, notify your local company to
reconnect you to your preferred long distance company at no charge.
If the rates charged are higher than your normal rates, you may be
entitled to a refund.
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Phone and Internet Discounts Available
to CenturyLink Customers

The Florida Public Service Commission designated
CenturyLink as an Eligible Telecommunications
Carrier within its service area for universal service
purposes. CenturyLink’s basic local service rates for
residential voice lines are $19.99 per month and
business services are $29.00-$33.50 per month.
Specific rates will be provided upon request.

CenturyLink participates in a government benefit
program (Lifeline) to make residential telephone
service more affordable to eligible low-income
individuals and families. Eligible customers are
those that meet eligibility standards as defined by the
FCC and state commissions. Residents who live on
federally recognized Tribal Lands may qualify for
additional Tribal benefits if they participate in certain
additional federal eligibility programs. The Lifeline
discount is available for only one telephone per
household, which can be either a wireline or wireless
teleﬁhone. A household is defined for the purposes
of the Lifeline program as any individual or group of
individuals who live together at the same address and
share income and expenses. Lifeline service is not
transferable, and only eligible consumers may enroll
in the program. Consumers who willfully make false
statements in order to obtain Lifeline telephone
service can be punished by fine or imprisonment and
can be barred from the program.

Lifeline eligible subscribers may also qualify for
reliable home high-speed Internet service up to
1.5Mbps for $9.95* per month for the first 12 months
of service. Please call 1-800-257-3212 or visit
centurylink.com/internetbasics for more information.

If you live in a CenturyLink service area, please call
1-855-954-6546 or visit centurylink.com/lifeline with
questions or to request an application for the Lifeline
program.

*CenturyLink Internet Basics Program — Residential customers only who qualify
based on meeting income level or program participation eligibility requirements, and
requires remaining eligible for the entire offer period. First bill will include charges for
the \first full month of service billed in advance, prorated charges for service from the
date of installation to bill date, and one-time charges and fees described above.
Qualifying customers may keep this program for a maximum of 60 months after service
activation provided customer still qualifies during that time. Listed High-Speed Internet
rate of $9.95/mo. applies for first 12 months of service (after which the rate reverts to
$14.95/mo. for the next 48 months of service), and requires a 12-month term agreement.
Customer must either lease a modem/router from CenturyLink for an additional monthly
charge or independently purchase a modem/router, and a one-time High-Speed Internet
activation fee applies. A one-time professional installation charge (if selected by
customer) and a one-time shipping and handling fee applies to customer’s modem/router.
General — Services not available everywhere. Have not have subscribed to CenturyLink
Internet service within the last 90 days and are not a current CenturyLink customer.
CenturyLink may change or cancel services or substitute similar services at its sole
discretion without notice. Offer, plans, and stated rates are subject to change and may
vary by service area. Deposit may be required. Additional restrictions apply. Terms and
Conditions — All products and services listed are governed by tariffs, terms of service, or
terms and conditions posted at centurylink.com. Taxes, Fees, and Surcharges —
Applicable taxes, fees, and surcharges include a carrier Universal Service charge, carrier
cost recovery surcharges, state and local fees that vary by area and certain in-state
surcharges. Cost recovery fees are not taxes or government-required charges for use.
Taxes, fees, and surcharges apply based on standard monthly, not promotional, rates.
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Descuentos en Teléfono e Internet Disponibles
para Clientes de CenturyLink

La Comisidn de Servicios Publicos de la Florida (FPSC) ha
designado a CenturyLink como Proveedor Elegible de
Telecomunicaciones dentro de su area de servicio para los

ropésitos de servicio universal. Las tarifas para servicios

asicos locales de CenturyLink son de $19.99 al mes para
lineas de voz residenciales, y de $29.00-$33.50 al mes para
servicios de negocios. ~ Tarifas especificas seran
proporcionadas mediante solicitud.

CenturyLink participa en un programa de asistencia
gubernamental  (Lifeline) que proporciona servicio
telefonico residencial a un precio accesible a individuos y
familias de bajos recursos elegibles. Los consumidores
elegibles seran quienes cumplan con los estandares
establecidos por la FCC y las comisiones estatales. Los
residentes que habiten en tierras tribales reconocidas
federalmente podrian calificar para obtener beneficios
tribales adicionales si J)articipan en ciertos programas de
elegibilidad federales adicionales. EI descuento Lifeline esta
disponible para sélo una linea telefénica por hogar, ya sea
de teléfono fijo o inalambrico. Para efectos del programa
Lifeline, un hogar se define como un individuo o un grupo
de individuos que viven en un mismo domicilio vy
comparten ingresos y gastos. El servicio Lifeline no es
transferible, y sélo los consumidores elegibles podran
inscribirse para participar en el programa. Los consumidores
que hagan declaraciones falsas con el objeto de obtener el
servicio telefonico Lifeline intencionalmente podrian ser
sancionados con multas o encarcelamiento, y se les podria
negar la participacion en el programa.

Los suscriptores elegibles a Lifeline también podrian
calificar para obtener servicio de Internet residencial de Alta
Velocidad confiable, con hasta 1.5Mbps por $9.95* al mes
durante los primeros 12 meses del servicio. Favor de Ilamar
al 1-800-257-3212 o visitar centurylink.com/internetbasics
(disponible solo en inglés) para obtener mas informacion.

Si usted vive en un area de servicio de CenturyLink, por
favor Ilame al 1-855-954-6546 0 visite
centurylink.com/lifeline para resolver sus dudas o para pedir
una solicitud para participar en el programa Lifeline.

*Programa CenturyLink Internet Basics — Disponible sélo para clientes residenciales que
califiquen basado en el cumplimiento con los requisitos de nivel de ingreso, o con los requerimientos
de elegibilidad para la participacion en el programa, y requiere que los criterios de elegibilidad se
mantengan durante la duracion total del periodo de oferta. La primera factura incluird los cargos
correspondientes al primer mes entero por anticipado, cargos prorrateados por el servicio a partir de
la fecha de instalacion y hasta la fecha de facturacion, y los cargos y cuotas Unicos descritos con
anterioridad. Los clientes que califiquen podran conservar el programa durante un maximo de 60
meses luego de la activacion del servicio siempre y cuando el cliente siga siendo elegible durante
dicho periodo. La tarifa publicada de $9.95 al mes por Internet de Alta Velocidad aplica durante los
primeros 12 meses de servicio (después de los cuales, la tarifa se revertira a $14.95 al mes durante
los siguientes 48 meses de servicio), y requiere de un acuerdo de plazo de 12 meses. El cliente
debera rentar un médem/router de CenturyLink mediante un cargo mensual adicional o adquirir un
médem/router independientemente, y aplica una cuota Unica de activacion de Internet de Alta
Velocidad. Una cuota Unica por instalacién profesional (si el cliente la elije) y una cuota por manejo
y envio del médem/router del cliente aplican. General — Los servicios no estan disponibles en todas
las localidades. No podra haberse suscrito a servicio de Internet de CenturyLink durante los dltimos
90 dias ni ser cliente actual de CenturyLink. CenturyLink podrd cambiar o cancelar servicios, o
sustituirlos por servicios similares a su entera discrecién sin previo aviso. Los planes, ofertas y
tarifas publicados estan sujetos a cambios y podrian variar por &rea de servicio. Se podria requerir de
un depodsito. Restricciones adicionales podrian aplicar. Términos y Condiciones — Todos los
productos y servicios listados estan regidos por tarifas, términos de servicio, o términos y
condiciones publicados en centurylink.com. Impuestos, Cargos, y Sobrecargos — Impuestos,
cargos y sobrecargos aplicables incluyen un cargo de Servicio de Proveedor Universal, sobrecargos
de recuperacion de costos de proveedores, tarifas estatales y locales que varian por érea, y ciertos
sobrecargos dentro del estado. Las tarifas de recuperacién de cargos no son impuestos ni cargos
gubernamentales requeridos para su uso. Aplican impuestos, cargos y sobrecargos basados en la
tarifa mensual estandar, no en las tarifas promocionales.
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QUESTIONS & ANSWERS

Do most telephone companies offer the
Lifeline Assistance Program?

Yes. Companies serving the vast majority of
Floridians offer the program, and this even
includes some cellular companies.

Can my Lifeline local service be cut off if | have
unpaid long distance bills?

No, but your long distance service can be
blocked.

I don’t have service now because | haven't
paid an old phone bill. lalso have alow credit
rating. Can | still get Lifeline?

Yes. The phone company can require you to
make payments on the local part of the old bill. If
you haven't paid for your long-distance charges,
you may need to have your long distance calling
blocked.

Do | have to pay a deposit for Lifeline?

If you have your long distance service blocked,
the phone company cannot make you pay a
deposit.

What happens to my Lifeline service when |
no longer qualify?

You should call your phone company and ask
for Transitional Lifeline Assistance. This state
program gives 30% off the monthly flat rate for
residential basic service. You can get this discount
for one year after you no longer qualify for the
regular Lifeline program.

Will receiving the Lifeline credit impact my
benefits from other programs (for example,
food stamps)?

No, it will not affect your benefits.

Do my assets, such as owning a car, affect my
income eligibility for the programs?

No, not if you meet qualifications for other discount
programs.

Do | have to be a certain age to qualify for the
Lifeline program?
No, adults of all ages may qualify.
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FLORIDA LIFELINE ASSISTANCE PROGRAM

is a state program approved by the
Florida Public Service Commission.

If you have questions, you may call the f I. O p | D ﬂ

Florida Public Service Commission’s

Office of Consumer Assistance & Outreach at
1-800-342-3552,
fax your questions to
1-800-511-0809,
or contact the FPSC via the

following e-mail address:

e 5 ISTANCE

Or write to the
Florida Public Service Commission

Office of Consumer Assistance & Outreach p P C Pﬂ M
2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0850

See our Internet home page at
www.FloridaPSC.com.

A publication of the
Florida Public Service Commission

FEBRUARY 2015
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THE
LIFELINE
AssIsTANCE
PROGRAM

helps make telephone
service affordable to low-income
customers in our state.

LIFELINE AsSISTANCE

gives at least a $9.25 credit per
month on local phone bills.
Over a year's time,
that is a savings of at least
$111.00.

The Florida Public Service
Commission wants all eligible
low-income residents to

receive this discount.

YOU NEED TO
SIGN UP TO BENEFIT.

If you have further questions please
call the PSC at 1-800-342-3552.

CenturyLink's Response to FPSC Lifeline Data Request
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AM | ELIGIBLE?

LIRS STOTE e FEDERAL firl

& Temporary Cash Assistance

& Supplemental Nutrition Assistance Program
(SNAP)

& Medicaid

@ Low-Income Home Energy Assistance Program
(LIHEAP)

@ Supplemental Security Income (SSI)

@ Federal Public Housing Assistance (Section 8)

@ National School Lunch (NSL) Program's free
lunch program

In addition, if you live on a federally recognized tribal
land and are eligible for benefits through the Bureau of
Indian Affairs for Tribal Temporary Assistance for Needy
Families, Head Start Subsidy or the NSL, you qualify for
Tribal Link-Up and expanded Lifeline Assistance.

N
OR

b

YES, IF YOU
vl [NCOME CUIDELINES:
~
Number Total Total

of People Household Household
In ANNUAL MONTHLY

Household Income* Income*
1 $15,890 $1,324
2 $21,506 $1,792
3 $27,122 $2,260
4 $32,738 ™ $2,728

* At least 135% of U.S. Poverty Guidelines

** For each additional person, add $5,616
\ P y,

HOW DO | SIGN UP?

a printed application.

company.

program.

¢ SNAP

IE YOU RECEIVE IRYITIEOr Yan) Y0 I HeLp:

First, if you do not have phone service in your home, you will need to contact a local phone company in your
area to establish service and apply for the Lifeline Assistance program.

Already have phone service? Applying is easy. You can call your local phone company and ask for help
signing up for the Lifeline Assistance program.

OR Visit the PSC's Lifeline Web page at www.FloridaPSC.com/utilities/telecomm/lifeline to apply online or obtain

Want to apply online? Simply complete the online application using the Lifeline Automated Online
Application process and click Submit to send your application directly to your telephone company.

Want to apply by mail or fax? Simply print the Lifeline Certification Form. Then, complete the application
form and mail or fax it to the address or fax number shown on the application for your telephone

Op If you are a new applicant or re-certifying your eligibility at the Florida Department of Children and Families

(DCF) for: @ Temporary Cash Assistance @ Medicaid

THEH You can choose to be automatically enrolled for the Lifeline program when you apply at the
Department of Children and Families.

[pelinyprty [/COME CUIDELINES:

Call 1-800-540-7039 (Office of Public Counsel in Tallahassee) and ask for help signing up for the Lifeline

OP Download an application at www.floridaopc.gov/lifeline.cfm and mail it to the Office of Public Counsel using
the address at the bottom of the application.
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PREGUNTAS Y RESPULSTAS

¢La mayoria de las compafiias telefonicas
ofrecen el Programa Linea Vital? Si. Las
compafiias que sirven a la gran mayoria de los
floridianos ofrecen Linea Vital, incluyendo algunas
compaiiias de teléfonos celulares.

¢Pueden desconectar mi servicio de Linea Vital
si tengo cuentas de larga distancia sin pagar?
No, pero pueden bloquear su servicio de larga
distancia.

Yo no tengo servicio telefénico en este momento
porque tengo una cuenta anterior sin pagar.
También tengo una calificacién crediticia baja.
¢ Todavia puedo conseguir Linea Vital? Si. Sin
embargo, la compafiia telefonica puede requerir que
usted haga arreglos para pagar la cuenta pendiente
por el servicio local. Si tiene una cuenta pendiente
por llamadas de larga distancia, la compafiia
telefénica puede requerir que participe en el bloqueo
de llamadas de larga distancia.

¢Debo pagar un depésito para Linea Vital? Si
usted consiente en bloquear su servicio de larga
distancia, la compafiia telefénica no puede requerir
un deposito.

¢Qué sucede con mi servicio de Linea Vital si mi
situacion mejoray no califico mas? Llame a su
compaifiia telefénica y pida Linea Vital de Transicion.
Este programa estatal ofrece un descuento del 30
por ciento en la parte de su cuenta que representa
su servicio local basico por espacio de un afo
después de que usted cese de calificar para el
Programa Linea Vital.

El inscribirme en el programa Linea Vital,
stendrd algin impacto sobre mis beneficios de
otros programas si me inscribo en él? No.

Mis bienes, tales como mi automavil, ¢ afectaran
mi elegibilidad para el programa? No.

¢Es necesario tener cierta edad para calificar
para el programa Linea Vital? No. Adultos de
cualquier edad pueden calificar.

CenturyLink's Response to FPSC Lifeline Data Request

LiNEA VITAL

es un programa estatal aprobado por la
Comision de Servicios Puablicos.

Si tiene alguna pregunta,
comuniquese con la
Oficina de Asistencia al Consumidor,
Divulgacion y Prensa de la
Comision de Servicios Publicos
de la Florida por el
1-800-342-3552,
envie sus preguntas por fax al
1-800-511-0809
0 por correo electrénico a
contact@psc.state.fl.us.

O escriba a la Comision de
Servicios Publicos de la Florida
Oficina de Asistencia al Consumidor,
Divulgacion y Prensa
2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0850

Vea nuestra pagina en la Internet en
www.FloridaPSC.com.

FEBRERO 2015
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PROGRAMA

DE ASISTENCIA
LiINEA VITAL

Una Publicacion de la Comisién
de Servicios Publicos de la Florida
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¢ SO1 ELECIBLE 2

fl_ PPOGRQMQ Si, si usted recibe beneficios Si, si los ingresos de su hogar estan
estatales o federales de: K 1 dentro de las siguientes PAUTAS:

I_I”En VITnL @ Asistencia Temporal en Efectivo Ve
€ Programa Suplementario de Asistencia Total de Total de
ha sido disefiado para Alim_ent_aria (SNAP/Cupones de Alimentos) Numero de Ingresos Ingresos
4 Medicaid Personas en Anuales Mensuales
asegurar que el servicio @ Programa de Asistencia de Energia para el Hogar del Hogar* del Hogar*
_ L. Hogares de Bajos Ingresos (LIHEAP)
basico telefénico sea lo ¢ Seguridad de Ingreso Suplementario (SSI) 1
suficientemente econémico L 2 Asisteﬂcia Federal para Viviendas Publicas $15,890 $1,324
(Seccion 8) 2 $21,506 $1,792
para todos los residentes @ Programa Nacional de Almuerzos Escolares ’ ’
de la Florida. Ademas, si usted vive en tierra tribal reconocida por 3 $27,122 $2,260
el gobierno federal, y si es elegible para los beneficios -
de los programas tribales (Asistencia Temporal para 4 $32,738 $2,728
Familias Tribales Necesitadas, Subsidio del Programa
Head Start, y Programa Nacional de Almuerzos * Al menos 135% de la Pauta Minima
Vs Escolares) a través del Negociado de Asuntos Federal de Ingresos Bajos
I_I ”En VITn_L Indigenas, entonces usted es elegible para Conexion **Afiada $5,616 por cada persona adicional.
Tribal y Asistencia Ampliada de Linea Vital. N J

provee un crédito de al -
menos $9.25 en sus facturas c (OMO Mt |“S<|2IBO )
mensuales por servicios °

telefonicos locales.Esto Si usted recibe beneficios ESTATALES O FEDERALES:

representa un ahorro Si usted no tiene servicio telefénico en su hogar, necesita comunicarse con su compafiia telefénica local para establecer
servicio e inscribirse en el programa de Asistencia Linea Vital.

anual de al menos $111.00.
¢Ya tiene servicio telefénico? Es féacil inscribirse. Usted puede comunicarse con su compafiia telefénica local y

solicitar ayuda para inscirbirse en el programa Linea Vital.

Es la meta de la Comision O Visite la pagina Web de la PSC referente a Linea Vital en www.FloridaPSC.com/utilities/telecomm/lifeline para inscribirse

. Sy electrénicamente o para conseguir una solicitud.
de Servicios Publicos que P g
¢Desea inscribirse electrénicamente? Simplemente llene la solicitud en nuestra pagina Web utilizando la

todos los floridianos elegibles Aplicacién Automatica de Linea Vital, y haga clic en el botén “SOMETER”.
reciban este descuento; pero ¢Desea inscribirse por correo o fax? Simplemente imprima la solicitud para Linea Vital en nuestra pagina
para aprovecharlo, tiene que \é\éefbéx (;lofrirr]gleéz IIZ zglllizlittﬂ(cji.y enviela a su compania telefénica local por correo o fax a la direcciéon o el nimero
inscribirse. Si 