
- BEFORE THE PUBLIC SERVICE COMMISSION OF UTAH - 
 
 
Formal Complaint of Shanna MacKay 
against CenturyLink 
 

 
DOCKET NO. 26-049-01 

 
ORDER DISMISSING COMPLAINT 

 
 

ISSUED: February 26, 2026 
 

BACKGROUND 

 On January 5, 2026, complainant Shanna MacKay (“Complainant”) filed a formal 

complaint (“Complaint”)1 with the Public Service Commission (PSC) against Qwest 

Corporation d/b/a CenturyLink (“CenturyLink”). The Complaint alleges that 

Complainant has been without telephone service for over one month, since December 

3, 2025, and Complainant’s attempts to get service restored have failed. Complainant 

seeks the PSC to order CenturyLink to restore Complainant’s telephone service. 

 On January 7, 2026, CenturyLink filed correspondence with the PSC providing, 

among other things, a timeline of events relating to Complainant’s lack of telephone 

service (“Update Filing”). This submission also admitted that Complainant did not have 

telephone service for a period of time, and that CenturyLink was aware of 

Complainant’s lack of telephone service. The Update Filing advised, however, that as 

of January 7, 2026, Complainant’s service had been restored and Complainant was 

issued monetary credit for lack of telephone service from December 3, 2025, to 

January 6, 2026.  

 
1 Complainant’s informal complaint, filed with the Division of Public Utilities (DPU), was attached as 
Exhibit A to the Complaint and consists of various correspondence between DPU and CenturyLink 
wherein CenturyLink expressly admits that Complainant’s telephone service was indeed unavailable for 
at least December 16, 2025, through January 5, 2026.  
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 On February 3, 2026, CenturyLink filed an Answer and Affirmative Defenses to 

Formal Complaint (“Answer”). The Answer makes various general denials which, as 

explained below, are not well taken. However, and consistent with the Update Filing, 

the Answer also represents that CenturyLink has issued a credit to Complainant for 

the period within which service was unavailable,2 and further represents that “all 

issues raised by Complainant have been addressed and resolved.”3 CenturyLink thus 

seeks dismissal of the Complaint.   

 Complainant had until February 19, 2026, to file a reply to the Update Filing or 

to the Answer. Complainant has made no such filing and therefore CenturyLink’s 

position as reflected in the Update Filing and the Answer are unopposed.  

DISCUSSION 

 We are pleased that the circumstances giving rise to the Complaint have been 

resolved. However, we remind CenturyLink that its continued failure to be candid4 

with the PSC about the facts and evidence involved in its various complaint dockets is 

not helpful. For example, notwithstanding CenturyLink’s numerous record evidence 

admissions about its continued failure to provide Complainant’s telephone service, the 

Answer still attempts to deny those facts by asserting that such are merely “allege[d] 

 
2 See Answer at 2, ¶ 5. 
3 Id. at 2, ¶ 6. 
4 See e.g., Formal Complaint of Parker Cross against CenturyLink, Docket No. 25-049-04, Order issued 
January 21, 2026, at 5. 
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service outage[s],”5 or “alleged service interruption[s.]”6 Attempted denials like these 

are not only unhelpful to the adversarial process, they are unhelpful to CenturyLink’s 

credibility with the PSC in this docket and future complaint dockets. Conceding 

obviously undisputed facts and evidence, especially when such are provided by the 

party attempting to dispute them, fosters an environment of candor and credibility, 

both of which are important to the fairness and efficiency of the complaint resolution 

process. 

CONCLUSION 

 It is undisputed that the underlying issue raised in the Complaint has been 

resolved. As we have similarly done in a previous docket, we strongly suggest that 

CenturyLink be more candid with the PSC in its various complaint dockets. 

ORDER 

 The Complaint is dismissed with prejudice. 

 DATED at Salt Lake City, Utah, February 26, 2026. 

 
/s/ John E. Delaney 
Presiding Officer 

 
 

 

 
5 See Answer at 1, ¶ 1.a. 
6 See e.g., id. at ¶ 4, and at 2, ¶ 5. 
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Approved and confirmed February 26, 2026 as the Order of the Public Service 

Commission of Utah. 

/s/ Jerry D. Fenn, Chair 
 
 

/s/ David R. Clark, Commissioner 
 
 

/s/ John S. Harvey, Ph.D., Commissioner 
 
Attest: 
 
 
/s/ Gary L. Widerburg 
PSC Secretary 
DW#344040 

 
 
 
 
 

Notice of Opportunity for Agency Review or Rehearing 
 
 Pursuant to Utah Code Ann. §§ 63G-4-301 and 54-7-15, a party may seek 
agency review or rehearing of this written order by filing a request for review or 
rehearing with the PSC within 30 days after the issuance of the order. Responses to a 
request for agency review or rehearing must be filed within 15 days of the filing of the 
request for review or rehearing. If the PSC fails to grant a request for review or 
rehearing within 30 days after the filing of a request for review or rehearing, it is 
deemed denied. Judicial review of the PSC’s final agency action may be obtained by 
filing a Petition for Review with the Utah Supreme Court within 30 days after final 
agency action. Any Petition for Review must comply with the requirements of Utah 
Code Ann. §§ 63G-4-401, 63G-4-403, and the Utah Rules of Appellate Procedure.  
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CERTIFICATE OF SERVICE 
 

 I CERTIFY that on February 26, 2026, a true and correct copy of the foregoing 
was delivered upon the following as indicated below: 
 
 
By USPS: 
 
Shanna MacKay 
8658 Buena Vista Drive 
Sandy, UT 84094 
 
By Email:  
 
Shanna MacKay (shanna.mackay21@gmail.com) 
 
Josie Addington (josie.addington@lumen.com) 
JJ Gallardo (jj.gallardo@lumen.com) 
Timothy Kunkleman (timothy.kunkleman@lumen.com) 
Jonathan Lambson (jonathan.lambson@lumen.com) 
Katie Wagner (katie.wagner@lumen.com) 
CenturyLink 
 
Patricia Schmid (pschmid@agutah.gov) 
Patrick Grecu (pgrecu@agutah.gov) 
Robert Moore (rmoore@agutah.gov) 
Utah Assistant Attorneys General 
 
Madison Galt (mgalt@utah.gov) 
Division of Public Utilities 
 
Alyson Anderson (akanderson@utah.gov) 
Cameron Irmas (cirmas@utah.gov) 
Asami Kobayashi (akobayashi@utah.gov) 
Jennifer Ntiamoah (jntiamoah@utah.gov) 
Bela Vastag (bvastag@utah.gov) 
Alex Ware (aware@utah.gov) 
(ocs@utah.gov) 
Office of Consumer Services 
       /s/ Melissa R. Paschal   

Lead Paralegal 
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