JANUARY 2009

REVIEW OF

AT&T’s OSS
April 2008 Release

Analysis and Resolutions

By Authority of

The State of Florida

Public Service Commission
Division of Regulatory Compliance
Bureau of Performance Analysis




Review of
AT&T’s OSS April 2008 Release
Analysis and Resolutions

Lisa S. Harvey
Bureau Chief, Performance Analysis

Jerry Hallenstein
Government Analyst II

David Rich
Operations Review Specialist

January 2009

By Authority of
The State of Florida
Public Service Commission
Division of Regulatory Compliance
Bureau of Performance Analysis

PA-08-08-005




TABLE OF CONTENTS

Chapter Page
1.0 EXECUTIVE SUMMARY
O O 1T T T O ATV R TIPSR ——————— 1
1.2 Scope and OBJECtiVES .. ccumsmssiiisisisisesimismssassmsimsssirsssrsesnsarissmmmssmms e 1
1.3 MEthOAOIOZY «ccovisicuanesiissssussissisisisissssissnissmnmmnssnsnssrtossonsssastassonssassnesresnssstasesssnssassasasssasatons 2
1.4 Overall Recommendations and OPinion ........cocccverreecriviininiiinssienniess s ssesssssessessens 2
2.0 BACKGROUND AND PERSPECTIVE
2.1 AT&T s April REICase ISSUBS i.coumsosmsmmsmmmssmnsesvsssamusasstessuvssisssssmamamssssmssstsnssuss o 9
2.2 Anditing and Quality ASSUPAINCE: e i cmomitnsetasiin sorscasantssmsstvasssnsornssns ssnssaanns 10
2.3 August 2008 SHPUIBHON. ... nmmmssisrsmnemssamnmsssassassssammsssssssassssestasnssssorersesassssassssins 11
3.0 KEY LEARNINGS & ROOT CAUSE ANALYSIS
G 0 U n ) o PP O SR RO P — 15
B B TR T 1 T SR —— 15
3.3 ROOt CAUSE ANALYSIS ..vvuveereeieirciiinieseeesesesesssssessessessebsss s seseseseseae e s s esssesesesssesssenessans 17
3.4 Resoltition ABALYSIE ... «..omemunrmuormsasnasasssssrssassessanemmassponsasiss5345 s s asosmaaius s SRR AT 19
3.5 OBE K ey LRI . oviovnesr st s muisnss i ms st oo v s S o oo s VSR 21
3.6 Prematurely Cloged Key Leatnings: c.mmmusansvmsorisamssoimsvmmsovonmmsssssussaies 22
3.7 Key Learnings & Root Cause Analysis Conclusions.....uucssmmissreresumssmmsasssssnmensasnons 23
4.0 DEFECT MANAGEMENT
B ) TOEETOO RTINS SR T S T RN S S GFEE S VgV VT NSRS 27
4.2 Pre-Production Defect Management ... ussusivisssswssssivisiomsssassomnsisssossshsssssonsirmsssrns 27
4.3 Production Defect Management............coccvervvierieieniiiniieiiiiiciiie s sss s sns s sansens 31
44 Ditort ClaSIHCREIONG. . ...omseoromsssomssssmssmmmsmammssmssisssasssersssamsassninsanstssss sossnss st mvbs e ax72 34
4.5 Defect Methodology and Organizational Changes .......c.cciimsinmmsiviiosssmassssasesses 36
40 Detert Management UonBHImOnN .. ...c....oummmvimmmmorommnmsins i s s e a7
5.0 COMMITMENTS & CLEC COMMUNICATIONS

6.0

§.1 ComBiHent ORJEOIMER. xunrrreemsssammssirsssemsenenssesssssssssnbesasssss 4803584 ARG R TRIIERILG 41
5.2 Rosolve Aptil Boleame DRTBoS. e i i e s sy s s s sius iy 41
5.3 Exptid CLEBC o iutrii0 b OIS o vosousssss st rins roy s s s sss s s s oo sos st s s s awsivs 42
54 Develop an Expanded Test Plan ......cuausssmumsanssmsmsmasonmsasmssmsesvercons 43
5.5 Provide Proactive Support to Email Manual Ordering Process...........cccccooiiiiiiiinnnn. 45
5.6 Proactive Billing AQTUSIOIEIIS . omesinsimssmiimmts s s s s s5os soinssoss s samssuuniass g 46
5.7 Center/Support Temm Responsiveness. .. uwsissumsriissveismssemns vossvivssriss e 47
5.8 Commitments & CLEC Communications Conclusion .........cccccooevimnienvieniicicinnieneenns 47
APPENDICES

Appendix A: Ordering PIOCESIES ..o s sk st sxssssmmnssbumsssssssnss 55
Appendix B: Sample of Key Leamninigs by Cateory . ...commreeronsmssrsssrsssossonsssssssissasssissssisasiass 65
Appendix C: Pre-Production Defect Management Key Learnings..........ccccovveviirniiieinnnnnes 73




Appendix D: Production Defect Management Key Learnings .........coooeiniiiisnn. 77
Appendix E: Regional Severity COMPATiSOn ........ocouririisimiiminiiniis s 81
Appendix F: Staff’s Analysis of AT&T’s Commitments ........coovimurrnncnnnnn 85
APPENAIX G: GLOSSATY ...cucuiiiuiriiiiriririnisissse st bbb 99
7.0 COMPANY COMMENTS. .. icuiiiusmsioimssvnsmssssossntsssids samsssis st seissismsam iy 105

ii







