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KNOLL Ellie * PUC

To: MENZA Candice * PUC
Subject: RE: Docket UM 1908

From: Marion Hadden <mhts155@gmail.com>  
Sent: Monday, October 24, 2022 5:19 PM 
To: PUC PUC.PublicComments * PUC <PUC.PUBLICCOMMENTS@puc.oregon.gov> 
Subject: Docket UM 1908 

 
Marion Hadden 
4035 Little Applegate Rd 
Jacksonville OR 97530 
 
The service supplied by CenturyLink (Lumen) for our land line telphones can be summed up as the most 
incompetent, misleading and frustrating I have ever experienced from any busness.  
 
The deficiencies in brief: 
• Numerous outages (no dial tone, dropped calls, etc) not repaired in a timely manner 
• Absurdly complicated and time consuming process to report outages 
• Repeatedly told in error no one else is having problem in our area when that is not the case 
• Numerous repair tickets where no technician came (we always waited all day as requested) 
• Informed repeatedly that repairs have been completed when they have not been 
• Lengthy chat sessions that eventually transfer us to another agent and no one responds 
• Inability to report outages for neighbors experiencing the same outage 
 
See the attachment for a timeline of a service experience. I reached out to the PUC for assistance with this in 
May of 2021.This is a somewhat longer but still typical service experience. 
 
My most recent problem was on 9/14/22, I reported a dropped call issue several days after neighbors had 
reported the problem. Naturally I was told there were no other problems in my area.  I was given a 9/16 date for 
a tech to arrive with instructions to be home. As usual, no one came or notified us of any repair on 9/16. 
However,  we were messaged on 9/17 that the problem was fixed. Actually the service was worse - now I had 
no dial tone and couldn't make calls. I contacted C Link by text to set up another service date. After 30 minutes 
and several text messages providing information on my problem, the agent texted he mostly handles internet 
issues and couldn't help. The next text said another agent would text us back as soon as possible. I never got 
another message. I gave up and set up another date via another 20 minute phone call. The repair was completed 
3 days later. 
 
Marion Hadden 
 
 
 
 
 
 



For over 2 months I have unsuccessfully tried to have Centurylink repair my landline telephone
service. In March I began experiencing a humming which became worse as time passed until
there were  periods where communications were completely unintelligible. Landline phone
service is a must in my rural area since cell phone service is unreliable. My husband has a heart
condition and we have had one occasion where we needed 911 to request ambulance service to
take him to the hospital for a procedure.

Here is the timeline of events a few days after the original call requesting repair service:

4/5 - A technician was servicing the pedestal on our driveway above our house. He agreed to
look at our situation and attempted a repair. It did not solve the problem.

4/6 - Called Centurylink again and scheduled a service call for 4/7. I was told I would need to be
home between 8:00 and 4:15 in case the Tech needed access.

4/7 - Waited at home all day - no one came and no repair made.

4/8 - Called CenturyLink. Rep claimed tech came and detected a problem in our line but did not
make a repair. I asked if this was so, when would it be repaired. Rep said there was no repair
ticket submitted and we would have to reschedule another service call! It is my opinion that no
one came. If they had, I asked, why wouldn't I be informed so I did not have to continue waiting
all day. Made an appointment for 4/9, again told I needed to be home between 8:00 and 4:15.

4/9 - Waited all day, no one came again.  During the day I checked Centurylink online tracking
for when the Tech would arrive, at midday it said 1:00, later it said 3:00. We left the house at
5:15 and no Tech had arrived. The problem remained.

4/10 - Called again, the Rep said the Tech couldn't get access. This is untrue, there is nothing
stopping access to our phone line and we were there. Rep wanted to schedule another service
call.  I asked to speak to a supervisor as I was not willing to wait again all day for a no show. No
supervisor was available (it was a Saturday, but I was assured he/she would call me back). I
agreed to another service call on 4/13. I was never contacted by the supervisor.

4/12 - A Tech arrived a day early, diagnosed a break in the line to the house and put in a repair
request for a contracted crew to come and install a new line. He told me I would be contacted
shortly to schedule the work. He cancelled the unneeded 4/13 service call.

4/20 - Still no contact about a repair. I called Centurylink again and demanded to be connected to
a Supervisor (Jerald). He said we should have already been contacted and asked me to hold while
he investigated. He returned to assure me everything was now set. He gave me a ticket number
(ticket #21054860) and said the repair would definitely be on 5/3.



5/3 - NO ONE CAME AGAIN. Phone service has deteriorated to be completely unusable!!

5/17 - We were going out of town so I waited to follow up. I asked about failure to appear on 5/3
repair ticket. Rep said the ticket showed the work was not yet completed. This is a bad joke - it
has never even begun (it requires an underground line through our pasture). I asked what the
ticket said about completion date but there was no information about any date for work to begin.
(Note - I was not ever given a call or message about the failure to repair on the promised date per
the repair ticket number or any communication whatsoever since the missed service). THIS
COMPANY IS COMPLETELY INCOMPETENT AND DOES NOT CARE ABOUT
REPAIRING MY SERVICE.

5/20 - Crew marked the path for the underground line.

5/21 - Received an email from the PUC following up on our complaint. He contacted
Centurylink and was told repairs would be done within the seven days.

5/23 - A Technician from Centurylink called to give us his cell phone so we could contact him as
soon as the line was installed so he could respond immediately to hook up service.

5/24 - We received a voice mail from Centurylink saying the repair was complete. NOT TRUE.
Called the CL Tech who said to ignore the message as his info said the work was still scheduled.

6/1 - Nothing done. Called PUC again after trying to reach Centurylink by phone. I gave up after
waiting over 30 minutes to be connected to a live person. Told PUC about the continuing
situation. He said Centurylink had informed them the line was repaired! PUC asked us to contact
them if work not done by 6/4.

6/4 - Nothing done. I left message for the PUC contact. Called Centurylink. The work is now
scheduled for the following week. They said we would be contacted by the contractor prior to
work beginning.  

6/14 - The contractor arrived and installed the new line through our pasture. We were not
contacted before they came. The contractor crew was very professional and accommodating to
our requests.

~ 6/17 or 18 Phone repaired!! I don't have the exact date.



1

KNOLL Ellie * PUC

From: MENZA Candice * PUC
Sent: Friday, October 28, 2022 10:52 AM
To: KNOLL Ellie * PUC
Subject: FW: UM 1908

 
 
‐‐‐‐‐Original Message‐‐‐‐‐ 
From: PUC PUC.PublicComments * PUC <PUC.PUBLICCOMMENTS@puc.oregon.gov>  
Sent: Thursday, October 27, 2022 5:15 PM 
To: BARTHOLOMEW Joseph * PUC <Joseph.BARTHOLOMEW@puc.oregon.gov> 
Cc: MENZA Candice * PUC <Candice.MENZA@puc.oregon.gov>; TOEWS Kimberly * PUC 
<Kimberly.TOEWS@puc.oregon.gov>; WALKER Cheryl * PUC <Cheryl.WALKER@puc.oregon.gov>; DAVIS Diane * PUC 
<Diane.DAVIS@puc.oregon.gov> 
Subject: FW: UM 1908 
 
More comments. 
 
Deanna 
 
‐‐‐‐‐Original Message‐‐‐‐‐ 
From: William C Driver <clintdriver@mac.com>  
Sent: Monday, October 24, 2022 3:41 PM 
To: PUC PUC.PublicComments * PUC <PUC.PUBLICCOMMENTS@puc.oregon.gov> 
Subject: UM 1908 
 
Over the last year at one time an another I have spent hours trying to report outages to CenturyLink via either my cell 
phone or via their website.  In most instances they tell me that there is no indication of a widespread outage (despite 
the fact that I know that dozens of my neighbors are without service). One of the worst instances was around Labor Day 
2021 when our phone was out for the best part or 8 days. In almost every instance they make me apply for a repair 
ticket for my own phone and are unwilling to accept the notion that these problems are systemic.  
 
William C. (Clint) Driver 
4054 Little Applegate Road 
Jacksonville, OR 97530 
CenturyLink Landline Customer  
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KNOLL Ellie * PUC

From: MENZA Candice * PUC
Sent: Friday, October 28, 2022 10:52 AM
To: KNOLL Ellie * PUC
Subject: FW: Docket 1908 comment

 
 
‐‐‐‐‐Original Message‐‐‐‐‐ 
From: PUC PUC.PublicComments * PUC <PUC.PUBLICCOMMENTS@puc.oregon.gov>  
Sent: Thursday, October 27, 2022 5:14 PM 
To: BARTHOLOMEW Joseph * PUC <Joseph.BARTHOLOMEW@puc.oregon.gov> 
Cc: MENZA Candice * PUC <Candice.MENZA@puc.oregon.gov>; TOEWS Kimberly * PUC 
<Kimberly.TOEWS@puc.oregon.gov>; WALKER Cheryl * PUC <Cheryl.WALKER@puc.oregon.gov>; DAVIS Diane * PUC 
<Diane.DAVIS@puc.oregon.gov> 
Subject: FW: Docket 1908 comment 
 
Comments for you. 
 
Deanna 
 
‐‐‐‐‐Original Message‐‐‐‐‐ 
From: JAMES HORNER <jh04843@aol.com>  
Sent: Monday, October 24, 2022 10:45 AM 
To: PUC PUC.PublicComments * PUC <PUC.PUBLICCOMMENTS@puc.oregon.gov> 
Subject: Docket 1908 comment 
 
Dear sirs, 
 
I live at 4600 Little Applegate Road, Jacksonville, OR 97530, 7.5 miles from Ruch and a mile and a half from the ghost 
town of Buncom. 
Over the last decade we have experienced phone outages too numerous to count.  In the last few years these outages 
have included periods of intense dropped calls.  About a mile from our home is a phone switching box which has had 
numerous failings and unsuccessful repairs.  “Excuses “ such as needing new switching cards or new back up batteries 
have been used with a result of more dropped calls or simple outages. 
The phone company has used techniques such as requiring a certain number of callers to complain before declaring an 
issue. 
I have experience running a technology business and believe that phone service where we live is likely an unprofitable 
enterprise.  I believe that corporate pressure on local managers causes a strategy to minimize repair costs and deny the 
problem.  Only when the PUC levied a fine for poor service has there been a partial improvement.  It’s all about the 
money. 
As a business person I recognize the phone company’s dilemma.  But in this remote location, the issue is much more 
than simple service.  It is safety.  We do not receive cell service out here, so our phone line is also a life line. 
I would urge the PUC to not accept the appeal from Lumen. 
Thank you. 
 
James F. Horner 
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Vice President and General Manager, retired Hewlett‐Packard/Agilent Technologies Stanford, ‘65, ‘68, ‘84 Director, 
Medford Schoolboard  
 
 
Sent from my iPhone 
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KNOLL Ellie * PUC

From: Nina Kiskadden <nkiskadden@icloud.com>
Sent: Monday, October 24, 2022 10:11 PM
To: PUC PUC.PublicComments * PUC
Subject: Docket UM 1908 — 97530 zip code — homeowner address 71 Yale Creek Rd, Jacksonville OR 97530

 
Hello, 
 
I am a Century Link customer who has been frustrated numerous times by Century Link’s frequent phone outages, 
dropped calls, and poor connections over the last several years.  What makes this situation even more frustrating is that 
when the phone service goes down, their customer service is not easy to reach.  Because I live in a remote area, I have 
to drive 20 minutes to get within cell service range to report the outage (which I cannot do during the winter or at night) 
or I have to use my WiFi satellite internet to initiate a chat with Century Link through their webpage.  If I do this, I 
frequently lose the internet connection because of the inactivity while I am waiting for assistance.  And if the satellite 
service is out for whatever reason, then I am completely cut off from communicating with the outside world.   
There have been so many interruptions in phone service I cannot recall all of them.  Some last for hours, others last for 
days.  I do remember that last December around the holidays, our phones were down on Christmas Day.  This past 
August and September I was plagued for several weeks with frequent dropped calls and “clicking” sounds during some 
calls.  Just recently, my banking representative was unable to contact me because she kept getting a fast busy signal 
(Wednesday, October 5th, around 3pm) which was very irritating as it was an urgent matter. 
I believe it is not unreasonable to expect a well‐functioning landline 24/7. 
Thank you for your attention to this ongoing problem. 
 
Sincerely, 
 
Nina Kiskadden  
71 Yale Creek Road  
Jacksonville OR 97530 
 
Sent from my iPad 
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KNOLL Ellie * PUC

From: Chris Beekman <crystalclearsat@yahoo.com>
Sent: Tuesday, October 25, 2022 12:48 PM
To: PUC PUC.PublicComments * PUC
Subject: Um1908 & Um2206

Dear Customer Support Team; 
 
 Our Business is located in the Jacksonville Or service area. Over the past two years and most recently over the past 
three‐four months, our telephone service has been unreliable, unusable, and on a daily basis plagued with noisy static, 
no dialtone, and frequent disconnects. 
  There are too many reported outages and service appointments to list here. The only reason we are still with Century 
Link is they have issued several consecutive credits for lost service. We have called so many times it is sometimes not 
believable. We have had multiple conversations with the local repair technician. The problem is "aging equipment” at 
the sub station located near StarRanger station.  
  We have asked why this equipment has not been replaced or upgraded and told that Century Link does not have the 
budget for such expenses.  
  In the meantime, we often have no way to reach emergency services in case of medical needs. Please advise when this 
situation will be resolved or addressed. 
 Sincerely, 
 
Chris Beekman 
Crystal Clear Satellite, llc 
541‐899‐3999 
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KNOLL Ellie * PUC

From: James - Silver Springs Nursery <silversprings@q.com>
Sent: Tuesday, October 25, 2022 1:57 PM
To: PUC PUC.PublicComments * PUC
Subject: Docket UM1908

I live in the Applegate Valley, zip 97530. The Century Link landline service is highly unreliable and has been out many 
times over the last months.  
James Kraemer 
9609 Sterling Creek road 
Jacksonville, OR 97530 



1

KNOLL Ellie * PUC

From: Ben Yohai <benyohai@gmail.com>
Sent: Tuesday, October 25, 2022 2:24 PM
To: PUC PUC.PublicComments * PUC
Subject: Docket UM 1908

I am writing in order to support the recent decision by the PUC to fine Centurylink if they don't fix our phone 
lines within 48 hours. We have had service with Centurylink for over 10 years. Not only have we had consistent 
issues with lack of phone service, we've also experienced difficulty reporting these issues/outages.  
 
I truly can not express how frustrating it has been to deal with Centurylink over the years. At one point in time, 
we had an issue with our personal line (not a neighborhood wide issue/outage) and it took approximately 8 
months to get it resolved. I wasted a ridiculous amount of time trying to get this issue resolved. I have never 
seen such a degree of incompetency, mixed messages and outright lunacy as I've experienced in dealing with 
CenturyLink.  
 
The issues/outages have only been getting more frequent and long lasting over the years. The most recent 
issue of having dropped calls lasted from August 31st to September 21st every single day. It was briefly fixed 
and then we experienced intermittent issues for a little bit of time after that.  
 
When we heard the PUC instituted a policy fining Centurylink, it almost seemed miraculous how quickly the 
repairs were made. It is so obvious that they are only motivated by these consequences, hence the need to 
keep them in place!  
 
We have had so many issues over the years: no dial tone, scratchy or buzzing sounds so loud it made it 
impossible to have phone calls, dropped calls, reports from friends stating they could not get through and were 
getting automated messages instead of our answering machine. And then to report these issues was a 
nightmare. It would require either driving somewhere into cell service or if the line was semi-functional, it would 
require very long hold times to speak to someone in the Phillipines who had no comprehension of English in 
order to even be able to process the request for service.  
 
I have heard many reports from other neighbors stating all of the same issues and having complete no shows 
for repair appointments after waiting around all day.  
 
I can not express how fortunate our neighborhood is to have Priscilla Weaver living here. She has donated a 
tremendous amount of her time in service to our neighborhood in regard to dealing with this issue. If it were not 
for her, we would probably still not have service since the outage beginning on August 31st. She speaks on 
behalf of all of us. 
 
Not having reliable phone service is not only an inconvenience, it is a matter of safety, and sometimes could 
represent life or death. On behalf of many, many people who consistently pay their phone bills, please continue 
to hold Centurylink accountable for maintaining our land line service. And as I stated before, it is clearly evident 
how the fines that were instituted were successful, please continue to keep these in place.  
 
Kristina Porter and Ben Yohai 
4007 Little Applegate Road 
Jacksonville, OR 97530 
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KNOLL Ellie * PUC

To: cbkrack@gmail.com
Subject: RE: Docket UM 1908 for 10267 Sterling Creek Road (97530)

 
 

From: cbkrack@gmail.com <cbkrack@gmail.com>  
Sent: Tuesday, October 25, 2022 4:05 PM 
To: PUC PUC.PublicComments * PUC <PUC.PUBLICCOMMENTS@puc.oregon.gov> 
Subject: Docket UM 1908 for 10267 Sterling Creek Road (97530) 
 

Docket UM 1908 Century Link Customer information, 
 
My name is Barbara Krack. My husband Carl Krack is the primary customer on our Century Link (Lumins) 
Account. We live at 10267 Sterling Creek Road, Jacksonville, OR 97530 and became Q‐West customers in 1990 
when we moved to Sterling Creek. A land line is our only way to reach out for emergency help. I am listing 
events of interrupted service for both our land line and internet Century Link Service. I know this is about the 
land line but we have no other way to get internet service either. Pleased do not overturn the order 
submitted by Lumins 
 
Land Line problems: Beginning in 2021 to present 

1. 3/6/21 no landline 
2. 3/15/21 no landline 
3. 3/19/21 no landline 
4. 8/3/21 no landline 
5. 9/2/21 – 9/3/21 no landline 
6. 9/18 and 9/19 landline out part of the day 
7. 10/25 – 10/28/21 no landline 
8. 12/25 ‐ 12/27/21 no landline (short window of landline on 12/26) 
9. 5/15/22 – 5/16/22 no landline 
10. 8/29/22 – 9/1/22 dropping calls either when I call out or others call in. Tried to complete a doctors 

scheduling three time in a row before the info was complete. Most calls were dropped within one 
minuet of trying to complete the calls. It took me a couple of days to begin journaling about dropped 
calls so those are the dates I’m sure about. 

11. 9/26 – 9/27 can’t call out but could receive calls.  
 
Usually after a landline problem was fixed out internet would have a problem. This past year because I have a 
Google Fi phone, I was able to text my daughter, Rebecca Krack, who would call Century Link to report no 
Landline. Otherwise, I would have to drive at least 5 miles to be able to connect to a Cell tower. It was often 
too hard to drive out and use my cell phone to contact Century link so I relied on my daughter and others to 
complain and get repairs started. Most calls to Century Link would take 20 + minutes and many auto prompts 
to get to a live person. Then if not enough people had called in the problem (don’t know what that # is) they 
would set up a repair ticket for 3 – 7 days out. Now when I call, the repair tech for my home, must request a 
different repair tech at the Road Box on Little Applegate because they were not authorized to make a repair at 
the Server/Landline Box. Many times I am talking to an overseas customer service person that I do not 
understand and because of my hearing aids have a hard time also.  
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Problems with Repair Tickets for 2022 

1. 2/2/22 Internet repair ticket #206796381 repair completed but no tech came to the house and no 
report of fixing the problem – had to recall to find out after a 20+ minute wait to talk to a person 

2. 5/5/22 internet repair case #225030762 no contact with tech 
3. 6/14/22 internet repair #232568040 only time I heard from a tech (Jim) called to say he requested a 

repair at the Server that he could not go to for a fix. He was kind but the internet was out from 6/13 – 
6/21  

4. 9/7/22 #0400305 no show on repair (may have been phone or internet both with problems) 
5. 9/8/22 #0407993 no show again and no contact ( again dropped calls and internet problems at the 

same time.  
 
The internet fastest speed for our home is 1.1 MPS. Most days in the past year it has been 150 – 650 KPS. 
When I complain about slow internet I get no help. If you can also look into that problem, I would appreciate 
it. There are only 26 families or so left on the Century Link internet server.  
 
 
 
 
 
 
 



October 26, 2022 
 
 
Oregon Public Utility Commission 
Public Comments on UM 1908 
 
Dear Commissioners, 
 
My name is Susan Shaffer and my husband and I live at 2459 Little Applegate Rd., Jacksonville, OR 97530. We 
have been customers of CenturyLink landline phone service for 18+yrs.  Although our service issues with 
CenturyLink go back many years, today I would like to focus on the period of 2021-2022 YTD.  I have attached a 
.PDF file showing my numerous emails, notes, log sheets, chats, and phone conversations with various service 
reps and supervisors during this time period. I know this is a lot to read, but I hope you take the time to review all 
of it so that you see how long and often we have been begging for just basic phone service. I’m sure there are 
many other residents out here who could provide their personal comments or documentation.  The issues we 
have personally experienced include: 
 

• hours and days without landline phone service, 
• dates and times on dropped calls, 
• difficulty in reporting an issue (both via phone and online), 
• inability to report an area-wide outage (both via phone and online—See CHAT log of 9/30/21), 
• difficulty in scheduling a repair ticket for a technician within a reasonable time frame (24-48hrs), 
• difficulty in confirming an appointment, especially within a CenturyLink-generated email,  
• cancellation of scheduled appointments by CenturyLink WITHOUT NOTICE,  
• the extensive period of time we’ve requested backup batteries to be installed on local service panels, 
• and the 8-10 months waiting for repairs to wires inside the grey/green boxes laying on their sides 

along the roads. 
 
We live in an area where CenturyLink has a contract for landline (and internet) coverage. Rarely has a month 
gone by without some disturbance or coverage issue. Our calls were so frequent and our frustration so great, that 
on one occasion several years ago, I was told by a supervisor, point blank, that “CenturyLink knows they have 
problems out there but they are not going to spend any money to fix them.”  
 
Many of us do not have cell service out here (and not everyone has a cell phone), so our landlines are the ONLY 
way to call for help.  Recently, our calls were being dropped (sometimes seconds, sometimes minutes) and 
several people reported that they weren’t even able to reach 911—the calls just dropped. That is terrifying. 
 
CenturyLink’s lack of service and disinterest and negligence in maintaining their old, failing equipment is a serious 
issue, and we are relying on you to assert your authority to assure they live up to their promises. 
 
For privacy's sake, I have blocked some email addresses, but I did not block them all. Do you have a way of 
protecting them so they do not become public?  
 
Thank you, 
 
Susan J Shaffer 
541-899-5963 
541-899-5973 
 
 
 
Attachment: A .PDF file of personal records dealing with CenturyLink (2021-2022 YTD) 
 
cc: Priscilla Weaver, 6268 Little Applegate Rd., Jacksonville, OR 97530 
 Jennifer Hill-Hart, Oregon Citizens’ Utility Board 
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