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PSC Rejects Frontier’s Choice of Auditor for 

Focused Management Audit 
 

CHARLESTON, WV – The Public Service Commission today disapproved Frontier 

West Virginia and Citizens Telecommunication Company of West Virginia’s choice of 

auditor to conduct the ordered Focused Management Audit of Frontier’s operations. 

 

After receiving numerous and increasing complaints regarding Frontier’s quality of 

service, on August 30, 2018, the Commission ordered a focused management audit of 

Frontier to be conducted by a qualified outside auditing firm identified through a request 

for proposals (RFP) and paid for by Frontier.  The audit is to focus on the current status 

of the copper network; adequacy of staffing levels dedicated to the copper network; 

adequacy of capital investment in the copper network since 2010; adequacy of policies 

and procedures impacting the quality of service; adequacy of metrics currently in place to 

measure quality of service; impact of the declining customer base on internal cash flow 

from operations relative to historic and current copper infrastructure maintenance and 

capital investment; and the impact of the current bargaining agreement and ongoing 

relations between management and labor on customer service quality and response 

timing.  The audit is also to make appropriate recommendations for addressing those 

areas that need to be improved.   

 

In today’s Order, the Commission determined that Frontier, in its selection of an auditing 

firm, had placed too much emphasis on project cost and too little weight on the bidding 

firms’ resources, experience, audit planning, audit methodology, audit standards and 

report writing ability.  The Commission has directed that within thirty days, Frontier 

provide another RFP to qualified bidders under an accelerated approval process that 

provides more detailed information on the types of procedural steps and substantive 

evaluations of the bidders or suggest some other reasonable and proper approach to 

analyze and select the most qualified bidder. 

 

Additional information is available on the Commission website: www.psc.state.wv.us by 

referencing Case No. 18-0291-T-P. 
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