
 

 
 

1 405-669-8712 
Katie.wagner@lumen.com 
 

 

 

September 10, 2026 

 

Via Email: 

psc@utah.gov 

 

 

 

Gary Widerburg  

Commission Administrator  

Utah Public Service Commission 

Heber M. Wells Building, 4th Floor 

160 East 300 South 

Salt Lake City, UT  84111 

 

 RE: Docket No. 26-049-05 

  Formal Complaint of Allan and Elaine O’Connel Against CenturyLink  

 

Dear Mr. Widerburg: 

 

 Attached for filing in the above-referenced docket is CenturyLink’s Answer and 

Affirmative Defenses to Formal Complaint. 

 

Sincerely, 

 

 

 

Katie Wagner 

Senior Corporate Counsel 
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BEFORE THE PUBLIC SERVICE COMMISSION OF UTAH 

 

 

FORMAL COMPLAINT OF ALLAN AND 

ELAINE O’CONNELL AGAINST 

CENTURYLINK 

 

) 

) 

) 

) 

) 

 

DOCKET NO. 26-049-05 

 

 

 

CENTURYLINK’S ANSWER AND  

AFFIRMATIVE DEFENSES TO FORMAL COMPLAINT 

 

 COMES NOW, Respondent Qwest Corporation dba CenturyLink (“CenturyLink” or “the 

company”), by and through its undersigned counsel and submits its Answer and Affirmative 

Defenses to the above-captioned Formal Complaint (“Complaint”) of Allan and Elaine O’Connell 

(“Complainants”) as follows: 

1. On August 19, 2026, the Utah Public Service Commission entered a Notice of 

Filing and Comment Period requiring that CenturyLink respond by September 18, 2026, to the 

Formal Complaint filed by Allan and Elaine O’Connell on August 18, 2026. 

a. Complainants allege that CenturyLink failed to provide clear, uninterrupted 

telephone service, including repeated dropped calls, no dial tone, static, missed or 

rescheduled repair appointments, and continued billing while service was not 

functioning correctly. Complainants request repair of the phone line and refund of 

charges for the period during which telephone service was not functioning correctly. 

2. CenturyLink denies each and every allegation in the Complaint except for those 

which constitute admissions against the interest of the Complainant. 

3. Notwithstanding this, CenturyLink desires to satisfy the Complaint. In so doing, 

CenturyLink nonetheless denies liability and does not admit the veracity of any claim. 
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FACTUAL BACKGROUND 

4. CenturyLink takes customer service concerns seriously and appreciates the 

opportunity to respond to the issues raised in this proceeding. Following receipt of the complaint, 

CenturyLink conducted a review of its records, investigated the reported service issues, 

coordinated with field operations and engineering personnel, and remained in communication with 

the customer throughout the repair process. 

5. CenturyLink's records reflect that the customer reported multiple service troubles 

during approximately the six months preceding the filing of the complaint. Following each report, 

technicians were dispatched and documented restoration of service. The customer nevertheless 

continued to report recurring service difficulties. 

6. Upon receiving notice of the formal complaint, CenturyLink escalated the matter 

to field management and engineering personnel for further review and resolution efforts. 

7. During the investigation, CenturyLink learned that the customer resides in a canyon 

area where cellular service is unreliable. The customer advised CenturyLink that Voice over 

Internet Protocol ("VoIP") service was not an acceptable alternative. CenturyLink also understood 

that LTE-based voice alternatives would not function reliably due to the lack of cellular coverage 

in the area. The customer currently obtains internet service through Starlink. 

8. CenturyLink's field personnel evaluated available technical options and ultimately 

moved the customer to a different telephone system. After the change was implemented, 

CenturyLink monitored the situation and followed up with the customer regarding service 

performance. 
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9. According to CenturyLink's records, the customer subsequently confirmed that 

service was functioning and reported no further service issues following the migration to the new 

system. 

10. Throughout the process, CenturyLink maintained communication with the 

customer and provided contact information for both the field technician and the company's 

customer advocacy representative for future concerns. 

11. CenturyLink also issued customer credits relating to the reported service issues. 

Company records reflect total credits of $502.57 associated with the service problems reported by 

the customer. 

RESPONSE TO COMPLAINT 

12. CenturyLink acknowledges that the customer experienced recurring service 

problems and understands the customer's concerns regarding the reliability of service. Upon 

learning that prior repair efforts had not permanently resolved the issue, CenturyLink escalated the 

matter, conducted additional investigation, engaged field management and engineering resources, 

and implemented corrective measures designed to address the underlying problem. 

13. With respect to Complainants’ allegations regarding telephone service quality, 

based on the information currently available to CenturyLink, the migration of the customer's 

service to a different telephone system resolved the recurring issue. Following implementation of 

that solution, the customer advised CenturyLink that service was working and that no further 

problems had been experienced. 

14. With respect to Complainants’ billing allegations, the customer has been fully 

credited in the amount of $502.57.  
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15. Upon information and belief, because Complainants’ telephone service has been 

restored and Complainants have received credits for the reported period of service downtime, the 

issues raised in the Complaint have been addressed and resolved, and no further action or 

intervention by the Commission is warranted. 

AFFIRMATIVE DEFENSES TO COMPLAINT 

16. The Complaint lacks subject-matter jurisdiction to the extent any alleged outage 

relates to internet-based services.  

17. Complainant has failed to mitigate its damages, if any. 

18. CenturyLink affirmatively alleges that the Complaint fails to identify any violation 

of applicable laws, rules, regulations, or prior orders of the Commission. 

19. CenturyLink reserves the right to assert any additional affirmative defenses that 

may later become relevant. 

WHEREFORE, having fully answered, CenturyLink prays that the Complaint of Allan and 

Elaine O’Connell be wholly dismissed with prejudice and for such further relief as the Commission 

deems just and equitable. 

 Dated this 10th day of September 2026 

Respectfully submitted, 

 

 

 

  

Katie N. Wagner, OK Bar #33296 

Senior Corporate Counsel 

CenturyLink 

(405) 669-8712 

katie.wagner@lumen.com 

Attorneys for Qwest Corporation dba 

CenturyLink  
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CERTIFICATE OF SERVICE 

 

I HEREBY CERTIFY that a true and correct copy of the foregoing, CENTURYLINK’S 

ANSWER and AFFIRMATIVE DEFENSES TO FORMAL COMPLAINT, was sent via Email 

to the following parties on the date indicated below: 

 

Complainant  

Allan and Elaine O’Connell..................  thunderbckt@aol.com  

 

Utah Assistant Attorneys General  

Patricia Schmid ......................................  pschmid@agutah.gov 

Patrick Grecu ..........................................  pgrecu@agutah.gov 

Robert Moore .........................................  rmoore@agutah.gov 

 

Division of Public Utilities 

 

Madison Galt ..........................................  mgalt@utah.gov 

 

Office of Consumer Services ...............  ocs@utah.gov 

Alyson Anderson ....................................  akanderson@utah.gov 

Cameron Irmas .......................................  cirmas@utah.gov 

Asami Kobayashi-Wolke ........................  akobayashi@utah.gov 

Jennifer Ntiamoah ..................................  jntiamoah@utah.gov 

Bella Vastag ............................................  bvastag@utah.gov 

 

 DATED this 10th day of September 2026. 

CENTURYLINK 

 

 

By:      

 Josie Addington, Legal Assistant 
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