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P R O C E E D I N G S  

(Transcript continues i n  sequence from Volume 1. ) 

CHAIRMAN JABER: Okay. So as i t  relates t o  the 
ALECs' request t o  electronically enter a l l  LSRs, I'm assuming 
they went - - the ALECs went through the CCP process. BellSouth 
has sa id ,  your requests are not technically feasible. So the 
ALECs are bringing t h a t  here for - -  

MR. PATE: Definitely. Well, they're bringing i t  

here t o  this workshop. They're discussing some o f  their 
concerns from this workshop. And the items t h a t  are being 
discussed here today, these are being worked currently through 

the change control process, and particularly, you've heard 
someone reference a flow-through ta sk  force which has 
challenged t o  go and look a t  items t h a t  today are processed 
manually as well as look a t  items today t h a t  are experiencing 
system errors t o  see what we can do for improvement i n  those 
areas . 

CHAIRMAN JABER: So w h a t  you're saying i s ,  i t ' s  an 
ongoing process 

MR. PATE: Oh,  yes, ma'am. T h i s  i s  very much 
ongoing, and plus some o f  the transactions we're t a l k i n g  about,  
particularly some of the ones Covad is mentioning, some of 

these are new products, new product offerings. So i t ' s  p a r t  o f  

the process of i n i t i a l l y  getting t h a t  and those ordering 
procedures i n  place as well as some of these are impacted by 
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volumes. So we haven't mechanized i t  because the volumes 

aren ' t  there a t  t h i s  po in t  i n  time t o  j u s t i f y  it from a 

business standpoint, but  t ha t  doesn't mean tha t  they won't be 

mechanized eventually. I t ' s  j u s t  you work on those i n  l i g h t  o f  

a l l  the other th ings tha t  your resources are working on f o r  

improvement o f  f low-through i s  pu t t i ng  those i n  tha t  

p r i o r i t i z a t i o n  i n  order. 

CHAIRMAN JABER: Are there items t h a t  you've agreed 

upon through the CCP process? 

MR. PATE: Well, cer ta in ly .  The CCP process actual l -  

p r i o r i t i z e s  these items. You've got two approaches. 

CHAIRMAN JABER: Are there items tha t  have come t o  

you through requests through the CCP process tha t  you've agreed 

w i th  the ALECs are possible? 

MR. PATE: Yes, yes. 

COMMISSIONER PALECKI: M r .  Pate, w i th  tha t  answer i n  

mind, could you take a look a t  Covad's Page 8 o f  t h e i r  handout? 

MR. PATE: I don' t  have t h e i r  handout. I ' m sorry. 

COMMISSIONER PALECKI: And bas ica l l y  I wanted you t o  

address the f i r s t  four items tha t  Covad claims are not 

And they 

1 South, 

provided, there i s  no e lect ron ic  in te r face  provided. 

also s ta te  tha t  every other ILEC does, other than Be 

provides e lect ron ic  in te r face  f o r  these items. 

MR. PATE: Nate, i f  you can pu t  up t h i s .  t ' s  

ac tua l l y  S l ide  17. It rea l l y ,  I th ink ,  addresses these from 
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our presentation. Just go two forward. Two forward, please. 

One more. 

Here we t a l k  about - - I t h ink  we h i t  on every one o f  

these items. 

loop nondesigned, Covad submitted a request back on November 

2001, and t h i s  is cur ren t ly  i n  the flow-though task force being 

evaluated t o  see what we can do w i th  respect t o  those types o f  

transactions. 

L e t ' s  see i f  we do not. The unbundled copper 

On the ADSL and l i n e  sharing w i th  conditioning, t h i s  

actual l y  has some h i s t o r y  back t o  Spr in t  submitting a change 

request back i n  A p r i l  o f  2001. A t  t h a t  t i m e  tha t  change 

request was rejected f o r  being cost p roh ib i t i ve .  That's one o f  

the issues tha t  Covad has raised here as we l l .  

COMMISSIONER BRADLEY: Madam Chair? 

CHAIRMAN JABER: Yes, Commi s s i  oner . 
COMMISSIONER BRADLEY: I ' ve been 1 i steni ng a1 1 day, 

and I do have a question. 

CHAIRMAN JABER: Yes. Go r i g h t  ahead. 

COMMISSIONER BRADLEY: Has anybody discussed what the 

actual completion r a t e  i s  t ha t  the - -  w i t h  the ILECs as i t  

re la tes  t o  the CLECs and the ALECs i n  terms o f  enrollment in 
the OSS system and ac tua l l y  get ge t t i ng  them up and ge t t ing  

them operational? I ' m  j u s t  t r y i n g  t o  f i gu re  out tha t .  And i s  

there a percentage out there tha t  we could use t o  t r y  and get 

some ideas t o  what the actual success r a t e  i s ?  
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CHAIRMAN JABER: Did you hear him, Terry? Let me see 

i f  I got the question, Commissioner, because you were fading 

out on me a l i t t l e  b i t .  

the completion - -  
Is your question, has someone measured 

COMMISSIONER BRADLEY: Enrol lment ra te.  

CHAIRMAN JABER: - -  success ra te  as compared to ,  

l i k e ,  the ALEC-to-ALEC migration as opposed t o  the ILEC-to-ALEC 

migration? 

COMMISSIONER BRADLEY: Well, ALEC t o  ILEC and CLEC t o  

ILEC, and, you know, as i t  resu l ts  t o  the  OSS system, and how 

many customers have ac tua l l y  been connected, and how many o f  

them are ac tua l l y  up and operational. 

CHAIRMAN JABER: Okay. Le t ' s  give BellSouth an 

opportuni ty t o  address tha t  f i r s t ,  and then w e ' l l  get an ALEC 

response, Commi ss i  oner 

COMMISSIONER BRADLEY: Okay. 

MS. COX: Okay. We have an estimate tha t  as o f  the 

end o f  the year 2001 there were approximately 1.1 million l i n e s  

being provided by ALECs i n  the s ta te  o f  F lor ida.  And 1 bel ieve 

the Commi ss i  on ' s most recent repor t  i ndi cated about 959,000 i n 

t h e i r  repor t  which I th ink  was as o f  June 2001 i f  I ' m  correct, 

i f  tha t  was the question. 

COMMISSIONER BRADLEY: Okay. We1 1, could you break 

tha t  down i n  terms o f  a percentage? 

MS. COX: The estimates - -  I ' m  sorry - -  the  estimates 
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from BellSouth would be r i g h t  around 10 percent o f  the  t o t a l  

1 ines being served by ALECs and tha t  would be r e f l e c t i v e  o f  our 

service t e r r i t o r y .  The statewide number from the Commission 

report ,  I believe, was about 8 percent which also corresponded 

wi th  a repor t  the FCC had put out as o f  end o f  year 2000. 

CHAIRMAN JABER: Ms. Boone, do you want t o  respond t o  

tha t?  Can you? 

MS. BOONE: Not f o r  the  e n t i r e  ALEC community. I 

would l i k e  t o  respond t o  t h i s  s l ide ,  though. W i l l  I have an 

opportunity t o  do tha t?  

CHAIRMAN JABER: Yeah, we've been p r e t t y  f l ex ib le ,  

but  I need t o  make sure tha t  the Commissioner's question i s  

addressed. 

Commissioner Bradley, on the  ALEC side, 

Ms . L i  chtenberg from Worl dCom. 

MS. LICHTENBERG: I can respond only  t o  obviously the 

Worl dCom numbers. 

COMMISSIONER BRADLEY: Right . 
MS. LICHTENBERG: Worl dCom entered the F1 or ida market 

i n  a very l i m i t e d  fashion because o f  cost issues. We're 

'hrough the end 

we had 

customers here 

It does not 

include customers who l a t e r  l e f t  and went someplace else. And 

serving a very small por t ion  o f  the market. 

2001 - - ac tua l l y ,  through January 31st, 2002, 

successful ly i n s t a l l e d  about 2,700 res ident ia  

i n  Flor ida.  That number i s  an i n s t a l l  number 
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again, t h a t ' s  res ident ia l  UNE-P customers only. 

CHAIRMAN JABER: Thank you. L e t ' s  go ahead and l e t  

the BellSouth panel f i n i sh .  

MR. PATE: I t h ink  I was t a l k i n g  about the Spr int  

submitted change requests and t h a t  we had rejected tha t  

Dart icular one f o r  cost p roh ib i t i ve .  The reason cost 

Drohib i t ive usual ly comes i n t o  a po in t  i s  because i t ' s  jus t  a 

volume consideration a t  t h i s  po in t  i n  time based on the product 

and the o f f e r  and the volume and p a r t i c u l a r l y  when you're 

looking whether your resources are working on some o f  the other 

requests . 
Moving on t o  the next po in t  there, which i s  one o f  

Zovad's issues, the U D W D S L .  As you can see, we d i d  o f f e r  

them an a l te rna t ive  f o r  t h a t  which was a product used on ISDN 

l ines.  It could be ordered, but even i n  l i g h t  o f  tha t ,  based 

on there, the very bottom bulTet on t h a t  presentation, t h e i r  

change requests, t h i s  i s  being implemented i n  a two-phase 

approach. The f i r s t  phase took place February 2nd. Ms. Boone, 

I th ink ,  acknowledged t h a t  e a r l i e r .  This does give them the 

a b i l i t y  t o  order these e lec t ron ica l l y .  However, i t  w i l l  be 

f a l l e n  out by design a t  t h i s  po in t  i n  time and have t o  be 

intervened by the representatives i n  the loca l  ca r r i e r  service 

center f o r  fur ther  processing, but  phase two w i l l  take care o f  

that  so t h a t  i t  w i l l  be f lowing through the systems. And tha t  

i s  r i g h t  now cur ren t ly  targeted for May 18th o f  t h i s  year i n  
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Release 10.5. I t h ink  tha t  d i r e c t l y  responds t o  Covad's issues 

tha t  they have raised here on Page 8. 

CHAIRMAN JABER: Commissioner Palecki , you were 

asking t h a t  question. Does t h i s  respond t o  your question? 

Ms . Boone has indicated she'd 1 i ke t o  respond. 

COMMISSIONER PALECKI: Yes, t ha t  does respond t o  

question. And I would l i k e  t o  hear Ms. Boone's response. 

CHAIRMAN JABER: Go ahead, Ms. Soone. 

And 

MS. BOONE: I'll be very b r i e f .  I f  I could take them 

from the bottom up. The UDC/IDSL loop, I ' d  l i k e  t o  mention 

tha t  we are happy t h a t  apparently t h i s  release o f  l a s t  week 

w i l l  g ive us a t  leas t  some func t iona l i t y ,  bu t  you heard 

Mr. Pate say i t ' s  going t o  f a l l o u t  i n  the LCSC. Now, what tha t  

means i s ,  they've got t o  retype the order there, and a l l  o f  the 

errors  t h a t  are inherent i n  a manual process w i l l  then come 

i n t o  play,  because i f  there 's  an er ro r  i n  something t h a t ' s  been 

retyped, then obviously i t  won't f low correct ly .  

I ' d  also l i k e  t o  add t h a t  - -  I t ' s  in te res t ing  because 

we have a d i  f fe ren t  view, and there 's  a whole panel on change 

management, Commissioners. And we consider t h a t  t o  be j u s t  

imperative pa r t i cu la r l y  i n  a post-271 environment because 

t h a t ' s  how you get everything done. Everything i s  re fer red t o  

change management. Unfortunately, t h a t ' s  a t  the end o f  the 

day, but  I w i l l  t e l l  you t h a t  Network Telephone submitted a 

request t o  mechanize t h i s  UDC loop i n  February o f  2001. Covad 
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submitted i t  i n  August o f  2001, and i t  was only through the 

271 process through our f i l i n g s  around the region and through 

the FCC's concern about the high volume o f  orders tha t  we had 

t o  place manually t h a t  we are seeing t h i s  process be brought 

i n t o  place. And as BellSouth has said, the second phase t h a t  
i s  a t rue  e lect ron ic  flow-through i s  several months down the 

road. 

Then moving up the l i n e ,  the ADSL wi th  conditioning, 

t h i s  was requested and rejected as cost p roh ib i t i ve .  Every 

other ILEC - -  we work w i th  every ILEC in the country. Every 

other ILEC allows us t o  place orders e lec t ron i ca l l y  f o r  loops 

with conditioning. That 's j u s t  the way i t  i s .  The UCL 

nondesigned, we actual 1 y - - 

COMMISSIONER PALECKI: Ms. Boone, l e t  me j u s t  ask you 

a question about tha t .  They made a decision i n  A p r i l  o f  2001, 

BellSouth, t ha t  t h i s  condit ioning was not - -  was cost 

p roh ib i t i ve  t o  go ahead w i th  e lect ron ic  in te r face  because they 

had so few requests f o r  the service. 

response, i f they' r e  on1 y receiv ing several hundred requests a 

year f o r  t h i s  product that , .  you know, they would not want t o  

spend the dol 1 ars there? 

I s n ' t  t h a t  a reasonable 

MS. BOONE: I could c e r t a i n l y  understand tha t ,  and 

l e t  me address - - the volume issue was the next one I was going 

t o  address because t h a t  i s  t h e i r  excuse for both the UCL 

nondesigned and f o r  the condit ioning. And I would say 
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bas ica l l y  two things about volume. The f i r s t  i s  t ha t  t ha t  i s  a 

c r i t e r i a  tha t  i s  placed on wholesale that  i s  not placed on 

r e t a i l ,  because on the day tha t  BellSouth began t o  o f f e r  Fast 

Access, which i s  i t s  r e t a i l  DSL product, they had f u l l y  

mechanized preordering and ordering. So they had zero orders, 

and they got an e lec t ron ic  system. And they ' re  saying, okay, 

now we have a small volume, and i t ' s  no t  enough t o  j u s t i f y  an 

e lec t ron ic  system. So we view tha t  as inconsistent. 

The second th ing  i s  t ha t ,  you know, i n  Ap r i l  t h i s  

Commission, f o r  example, hadn't ru led  t h a t  load c o i l  removal 

was zero and tha t  we could get bridged taps removed f o r  $9. So 

some o f  t h i s  i s  a process o f  going around s ta te  by s ta te  by 

s ta te  and convincing commissions t o  se t  good rates so tha t  we 

can then come i n  and serve customers. And j u s t  t o  be c lear ,  

BellSouth w i l l  not o f f e r  t h e i r  r e t a i l  services t o  people who 

have conditioned l i nes .  So we're w i l l i n g  t o  provide DSL t o  

people tha t  BellSouth won't provide i t  t o .  

And the l a s t  pa r t  o f  the volume question i s ,  there 

was a greater volume i n  DSL before Rhythms went out o f  

business, before NorthPoint went out o f  business. Now we're 

j u s t  a few DSL'providers l e f t  here i n  the  s ta te  o f  Flor ida,  and 

so the  volume i s  not as high as i t  was, say, you know, last 

year, but  we're hoping i t  w i l l  be again. And we're not going 

t o  add 600,000 people t o  our network faxing orders the 

way BellSouth - -  when BellSouth can do i t  e lec t ron ica l l y .  
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CHAIRMAN JABER: M r .  Pate, go ahead. And I recognize 

you were interrupted. We' l l  t r y  not t o  do tha t  again. 

MR. PATE: Thank you. One po in t  I ' d  l i k e  t o  j u s t  

make, and I know we have a whole session dedicated t o  change 

control  process, but the CLEC community i s  involved i n  the 

p r i o r i t i z a t i o n  o f  change control - -  o r  change requests tha t  are 

submitted so t h a t  overa l l  process i t s e l f  helps t o  p r i o r i t i z e  

what we work on, what we look a t  i n  terms o f  implementations. 

O f  course, t h a t  i s  also a par t  o f  t h a t  process associated w i th  

orders from a regulatory au thor i ty  l i k e  t h i s  Commission. 

The issue tha t  I would l i k e  t o  also po in t  out  i s ,  we 

had performance metrics tha t  Mr. Varner w i l l  get i n t o  i n  

de ta i l  , so the  step f o r  moving a t  leas t  from a manual 

submission t o  an elect ron ic  submission where i t  f a l l s  out does 

br ing  with i t  quicker response time t o  which we are held 

accountable fo r ,  and there 's  even penal t ies associated w i th  it. 

So there 's  d e f i n i t e l y  one step towards tha t  a t  l eas t  t o  get i t  

submitted e lec t ron ica l l y ,  and then the  f ina l  step t o  make i t  

where we would a l l  l i k e  t o  see everything i s  t o  have i t  then 

flow-through once i t ' s  submitted e lec t ron ica l l y ,  but  there are 

r i g i d  standards associated w i th  t h a t  t o  ass is t  i n  the 

processing o f  these various transactions. 

The next one tha t  we have here j u s t  deals w i th  some 

other i ssues associ ated tha t  Covad raised in t he i  r f i  1 i ng. 

They ra ised t h i s  by reference to ,  I th ink ,  some previous 
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f i l i n g s ,  so I ' d  j u s t  l i k e  t o  make a few points  here. 

previously raised concern over l i n e  sharing and ADSL - -  xDSL 

ordering processes, but, you know, Covad was one o f  two 1 ine  

sharing co l laborat ive members tha t  par t i c ipa ted  i n  the o r ig ina l  

tes t ing  o f  t h i s  process. So I thought we worked wel l  w i th  them 

t r y i n g  t o  work through the process and put i t  i n  place, l i s t e n  

t o  the i  r needs and through the i  r cooperati on and assi stance 

Bel 1South does conduct a very thorough tes t i ng  end-to-end on 

these releases as they are put  i n  place. There's been some 

reference t o  the fac t  t ha t  t ha t  does not  occur. Well, t h a t ' s  

not t rue.  

Covad has 

I t  does occur i n  a very extensive manner. 

We have professionals t h a t  work and labor day i n  and 

day out t o  thoroughly t e s t  the systems p r i o r  t o  release, and 

then, as you know, we have the CAVE system tha t  allows the 

CLECs t o  t e s t  and see i f  there 's  other things tha t  could be 

discovered. 

Bel lSouth has also established an in te rna l  team t o  

ensure both manual and e lect ron ic  l i n e  sharing orders were 

successful l y  processed w i th  Covad. We had ind iv idua ls  from 

Covad's account team. Their customer support manager was on 

there. We had members from my interconnection s t a f f  support t o  

take a look a t  the various orders t h a t  were submitted by Covad 

as well  as w i th in  BST's own i n te rna l  processes. And f rank ly ,  

we found some points  out f o r  both. We found some areas o f  

opportunity f o r  BellSouth, and we found some areas o f  
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opportunity f o r  Covad working c losely  wi th  them from t h e i r  

orders. Then we both learned some lessons out o f  t ha t  f o r  

improvement as a r e s u l t  o f  t ha t  process. 

Covad' s compl a i  n t  tha t  LENS would not a1 1 ow 

supplemental LSRs - - you heard tha t  referenced, I th ink,  

e a r l  i e r  - - f o r  the xDSL loops. This was a temporary problem. 

We immediately got a work-around i n  p 

a t  - -  the work-around was i n  place i n  

here i n  t h i s  s i tua t ion  t o  submit them 

again, they f e l l  out f o r  manual proce 

ace. This took place 

August t ha t  allowed them 

e l  ectroni  c a l l  y, but once 

lsing u n t i l  we had a 

permanent f i x .  And tha t  permanent f i x  was put i n  place so tha t  

t h i s  worked properly on November 3rd o f  2001. 

The f i n a l  one here, Covad's complaint t ha t  LENS 

rejected orders due t o  an inval  i d  b i  11 ing  account number. That 

i ssue has been resol ved . Covad i dent i f i ed the d i  f f i cul t y  

associated wi th  BellSouth's documentation, but the 

invest igat ion turned tha t  some o f  these problems r e a l l y  

resul ted from Covad's m i  sunderstanding of tha t  documentation; 

therefore, resul ted i n  t h e i r  f a i l u r e  t o  f o l l o w  some o f  the 

inst ruct ions tha t  we had provided both on the Web as well as 

some addit ional  information t o  them v i a  e-mai l .  But the bottom 

1 ine t o  t h a t  one i s  t ha t  one was resolved back i n  September of 

2001 as well. 

A couple other things - -  l e t ' s  hold tha t  one, Nate. 

A couple other things I ' d  1 i ke t o  t a l  k t o  you, j u s t  t r y i n g  t o  
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respond t o  some o f  t h e i r  discussions we had here, we t a l  ked 

about the  CSR process. And I wanted t o  make sure tha t  the 

Commission understood tha t  the CSR process, p a r t i c u l a r l y  i n  a 

migration from one ALEC t o  another ALEC, t ha t  involves t h e i r  

permission t o  look a t  t h i s .  I t h ink  tha t  came out i n  the 

discussion. And BellSouth has l i t t l e  control  over tha t  

process. But Ms. Conquest was t a l  king about, well  , i t  would be 

nice i f  we had some standard procedures. Well, there i s  a 

forum f o r  t ha t .  That same forum she re fe r red  t o ,  the order and 

b i l l  i n g  forum fo r  Access, wel l  there i s  an ordering and 

b i l l i n g  forum fo r  the loca l  services as wel l  . And BellSouth 

subscribes t o  the indust ry  approach. That i s  j u s t  a perfect  

example. As things evolve, we are going t o  encounter these, 

and we would l i k e  t o  see those taken from the  indust ry  as a 

whole in t h a t  ordering and b i l l i n g  forum and dr ive  t o  processes 

tha t  would then be uniform for everyone. So we applaud, you 

know, t h a t  approach ourselves, and we would say t h a t  tha t  forum 

does e x i s t  today i n  the  ordering and b i l l i n g  forum. 

I ' d  also l i k e  t o  po in t  out t ha t  we do have a 

CLEC-to-CLEC migration process tha t  i s  posted on our Web s i te ,  

so we have defined a process f o r  them t o  fo l low. The challenge 

wi th  t h i s ,  as you can appreciate, i s  t h i s  requires them t o  work 

together when they ' re  competitors. And I can appreciate tha t  

being an opportunity. They don ' t  want t o  lose one o f  t h e i r  

customers t o  another customer. So there 's  some cha l l  enges 
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associated w i th  tha t .  Maybe i f  we get back t o  an OBF forum 

g iv ing  us some fu r ther  ins igh t  t o  t h i s ,  t h a t  we can deal w i th  

tha t .  

I ' d  also l i k e  t o  j u s t  discuss b r i e f l y ,  M C I  made a 

reference t o  t h e i r  request back t o  an account team t o  evaluate 

a sample o f  orders, and the account team f o r  Ms. Lichtenberg 

has refused t o  do tha t .  I want t o  make sure the Commission i s  

aware t h a t  t h i s  account team tha t  she's referencing has worked 

very d i l i g e n t l y  w i th  MCI, has done numerous other samplings. 

She's even made reference t o  one t ha t  which they got a l o t  o f  

ins igh t  t o  tha t  assisted them. So t h i s  account team, I'm not 

obviously p r i v y  o f  the  spec i f i c  conversation tha t  took place, 

bu t  I can assure you t h a t  t h i s  account team i s  d i l i g e n t  i n  i t s  

e f f o r t s  o f  working w i th  MCI .  

I have a lso had the opportuni ty every now and then t o  

chat w i th  members o f  t h a t  account team, and I know here from 

what I thought was taking place was the  account team wanted t o  

focus on tak ing a look a t  data, and based on the data, l e t  the 

data t e l l  them where t o  go look t o  t ry  t o  evaluate and i d e n t i f y  

opportuni t ies f o r  improvement. So instead o f  maybe tak ing a 

sampling - -  and I ' m  not  sure t h  s is what took place i n  t h i s  

conversation, but they were proposing, l e t ' s  use our data, and 

l e t  ' s use - - you've heard the o l d  80-20 approach. 

data tha t  shows 80 percent o f  the issues are coming from 

Point  A, then l e t ' s  don ' t  spend any t ime on those Bs, Cs, and 

I f  we have 
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Ds for the 20 u n t i l  we get A resolved. That 's what t h a t  

account team i s  t r y i n g  t o  do instead o f  tak ing a look a t  

samples, i s  they want t o  evaluate some o f  the submissions from 

the loca l  service requests from M C I  and see i f  there 's  a 

pa r t i cu la r  area where they can go look and everybody can 

benef i t  from tha t .  But I know they ' re  working d i l i g e n t l y  w i th  

MCI ,  and I j u s t  wanted t o  b r ing  t o  your - - 
COMMISSIONER DEASON: Excuse me. You indicated t h a t  

the account team preferred t o  look a t  the data as opposed t o  

doing a survey. Did I understand t h a t  correct ly? 

MR. PATE: As opposed t o  doing the sample tha t  I hear 

t h a t  Ms. Lichtenberg i s  discussing today. They have done many 

samples i n  the past w i th  them. 

COMMISSIONER DEASON: We1 1 , I guess my question i s ,  

what data are they r e l y i n g  upon i f  i t ' s  not based upon some 

sample? I mean, do you have data on the whole universe so t h a t  

a sample i s  not needed? 

MR. PATE: They have data on the universe t h a t  they 

can p u l l  a t  leas t  t o  i d e n t i f y  a given area t o  go look, and then 

w i t h i n  t h a t  area take a sample, because obviously they couldn ' t  

look a t  the - -  M C I  gives us thousands upon thousands o f  

transactions. 

the manual f a l l o u t ,  they would f i r s t  - -  i f  they could use t h e i r  

data t o  i d e n t i f y  the major i ty  o f  the manual f a l l o u t  was coming 

as a r e s u l t  o f  a pa r t i cu la r  type o f  transaction, then p u l l  

So, f o r  example, i f  they were going t o  look a t  
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samples from those transactions t o  see i f  they could f i n d  out 

what i s  the roo t  cause w i th in  tha t  type o f  t ransact ion i s  

causing the manual f a l l o u t .  Those are the approaches they 

discussed w i th  me. As opposed t o  t r y i n g  t o  take a sample o f  

t ha t  whole universe o f  f a l l ou t ,  l e t ' s  look t o  a par t i cu la r  type 

because t h a t ' s  where the volume could a t  leas t  be centered on 
the data they have. 

COMMISSIONER BRADLEY: Madam Chair? 

CHAIRMAN JABER: Yes, go r igh t  ahead. 

COMMISSIONER BRADLEY: Well, one question. What i s  

the r e l i a b i l i t y  o f  the data i f  you're using sampling as 

compared t o  hard numbers? I mean, you know, i f  you take a 

sample - - i f  you do a sampling versus doing an actual account 

and determining what the completion ra te  might be? I mean, 

how are you - - what's the re1 i a b i l  i t y  o f  it? 

MR. PATE: I don' t  t h ink  we're ta lk ing about 

s t a t i s t i c a l  samples here from being s t a t i s t i c a l l y  va l i d .  The 

samples in the past i s  where M C I  gave us the PONS, t h e i r  

purchase order numbers, t o  go look a t .  

they pu l led  the sample. So I don ' t  t h ink  there 's  anyone tha t  

can s i t  here i n  t h i s  room - -  I know I ' m  not a s t a t i s t i c i a n  - -  

t o  say they were s t a t i s t i c a l l y  va l i d ,  but i t  s t i l l  was a good 

in ten t  e f f o r t  on M C I  as well  as ours t o  get a sample t h a t  would 

be representative. 

I can ' t  speak t o  how 

COMMISSIONER PALECKI: M r .  Pate, I th ink  t h a t  M C I  

FLORIDA PUBLIC SERVICE COMMISSION 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 
11 

12 

13 
14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

128 

t o l d  us tha t  they r e a l l y  wanted t o  look a t  the sample o f  orders 

so they could see the reason tha t  some o f  these orders had 

f a l l e n  out t o  manual rather than being processed 

e lec t ron ica l l y .  And I th ink what I hear you saying i s  tha t  

your account team i s  working on t ha t  and tha t  they are  planning 

t o  get back w i th  M C I  w i th  some fur ther  information, i s  tha t  

correct, t o  help MCI make tha t  determination? 

MR. PATE: That's my understanding. I th ink  some 

members - - M r .  Ainsworth maybe can speak t o  t r y i n g  t o  p u l l  some 

other information - -  other sources j u s t  t o  help MCI. We have 

numerous aspects t r y i n g  t o  help MCI. But t o  answer your 

question, the account team i s ,  yes. And i f  t h a t ' s  not the 

case, you know, i f  Ms. Lichtenberg has something d i f f e ren t ,  

I'll be glad t o  t a l k  t o  tha t  account team myself because I can 

do so t o  make sure - -  

COMMISSIONER PALECKI: Well, t h a t ' s  one th ing  I want 

t o  make sure o f ,  and I want your assurance tha t  there w i l l  

continue t o  be communication w i th  MCI t o  help them t r y  t o  

i d e n t i f y  why these cer ta in  orders are f a l l i n g  out so they could 

f i x  t h e i r  own problems and correct  t h e i r  own mistakes. 

MR. PATE: Most d e f i n i t e l y ,  Commissioner. I mean, we 

both - -  I th ink  M C I  and BellSouth has the same desire there. 

We may be a t  discussion as t o  what the approach i s ,  but I th ink 

we have both the same in ten t  and end resu l t  desire. 

COMMISSIONER PALECKI : Thank you. 
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MS. LICHTENBERG: Mr. Commissioner, i f  I could 

respond f o r  M C I  , and I appreciate your help here. We made a 

very spec i f i c  request. And t h i s  i s  the second request we've 

nade. The f i r s t  request we made was i n  a conversation tha t  I 
had w i th  our account team on August 30th, 2001. We asked tha t  

they look a t  a sample o f  orders, any - - t ha t  they j u s t  go 

around the LCSC and grab some orders tha t  we submitted 

e lec t ron ica l l y  but t ha t  f e l l  t o  manual , tha t  they research 

those orders and t e l l  us why. 

On October 3rd, 2001, approximately a month and 

h a l f  l a t e r ,  they responded t o  us. And we discovered tha t  there 

were cer ta in  flaws i n  the  BellSouth systems tha t  were causing 

these orders t o  f a l l  t o  manual. One o f  those i s  being f ixed, 

we understand, i n  May. We asked again spec i f i ca l l y  for exact ly 

the same work. We requested i t  January 10. 

l a s t  week, which would have been - -  I bel ieve it was the 

February 15th meeting, we requested i t  one more time. The 

response we received was t h i s  - - and I don' t  know what be t te r  

word t o  use but gobbledygook o f  ge t t ing  low hanging f r u i t .  

In our meeting 

We found the review o f  89 o f  our orders t o  t e l l  us 

absolutely spec i f i ca l l y  why they f e l l  t o  manual t o  be a major 

help t o  us. I would l i k e  exact ly  the same thing. And I 

appreciate tha t  Mr. Pate w i l l  go back and speak t o  our account 

team and t h a t  I should be seeing tha t  answer, I hope, next week 

or  the week a f te r .  So thank you f o r  helping us w i th  tha t .  
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MR. PATE: Can I j u s t  respond? I want t o  make one 

po in t  c lear .  I d i d  not  make any - - 

CHAIRMAN JABER: Let me go ahead and set the stage 

here going forward. When you a l l  sat  down and thought about 

the time periods f o r  commenting on each o f  these sections, I 

would assume, because Ms. Keating i s  r e a l l y  good and thinks 

about a l l  o f  t h i s  s t u f f ,  I would assume t h a t  t ha t  included time 

periods f o r  questions from Commissioners, and I'm sure tha t  you 

evaluated whether o r  not  you'd have an opportunity t o  respond 

t o  each other. So I would ask tha t  you remember t h a t  I have 

been f l e x i b l e  so f a r ,  bu t  closer t o  500, we w i l l  not be 

f l ex ib le .  Tomorrow i s  an agenda today, and t h a t ' s  the r e a l i t y  

o f  the  s i tua t ion .  Go ahead. 

MR. PATE: Thank you. I appreciate tha t .  

t h ing  I would respond was a comment made by Covad on 

ADSL. And i t ' s  my f inal  comment. I'll pass over t o  

M r .  Ainsworth. Ms. Boone made reference t o  what Bel 

The other 

the r e t a i l  

South 

o f fe rs  from i t s  r e t a i l  standpoint and everything being 

e lec t ron ic  and t h e i r  condi t ioning and so fo r th .  And some o f  

t h a t ' s  t rue ,  but t h a t ' s  not t o  t o t a l l y  accurate as t o  what she 

said. We o f f e r  a product, the Fas t  Access i s  what i t ' s  

re fe r red  t o ,  on the BellSouth r e t a i l  consumer o f fe r ing .  The 

product i s  not guaranteed, and tha t  product i t s e l f  by not 

guaranteed means even though there i s  a mechanized means t o  

p requa l i f y  the customer, we have an er ro r  ra te  i n  tha t  tha t  we 
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have shown through experience as high as 10 percent. We have 

ta lked  about t h i s  before, I think,  i n  other proceedings before 

t h i s  Commission. And when we incurred the  er ro r  i n s t a l l a t i o n  

a t  provis ioning time, we t e l l  them, I ' m  sorry, we cannot 

prov is ion t h i s .  We cannot i n s t a l l  it. I t ' s  not a guaranteed 

process 

Then there 's  another o f fe r i ng  t h a t  ' s  of fered through 

the network service providers tha t  BellSouth sells i t s  ADSL 

through tha t  they do have - -  and I ' v e  forgotten the term, but  

i t  i s  a business type o f  o f fe r i ng  tha t  guarantees the service. 

So i t ' s  b u i l t  i n  in the  o f fe r ing  i t s e l f  t o  go out and condi t ion 

the  l i n e s  i f  tha t  cannot ac tua l l y  be provisioned without such. 

So i t ' s  b u i l t  i n t o  the process. I t ' s  not  t h a t  the condit ioning 

i s  b u i l t  i n  up f r o n t  as par t  o f  the service inqu i ry  so much as 

i t ' s  b u i l t  i n  as a guarantee, and the r a t e ' s  based on tha t .  

With tha t ,  t h a t ' s  a l l  o f  my comments, and I'll defer 

t o  M r .  Ainsworth - -  o r  Ms. Cox, obviously, before 

M r  . A i  nsworth . 
MS. COX: Yes. I was j u s t  going t o  b r i e f l y  address 

the issue about the  removal o f  the ADSL USOC from the l i n e  

before converting t o  UNE-P. Our ADSL service i s  a wholesale 

service, so our customers f o r  t ha t  service are network service 

providers o r  In te rne t  service providers. So we w i l l  s e l l  the 

service t o  those customers. Those customers then t e l l  us which 

o f  our telephone customers t o  put the service on on t h e i r  
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behal f .  So the USOC t h a t  goes on our customer's telephone 1 i ne  

i s  r e a l l y  what we c a l l  a nonrated USOC. 

b i l l i n g  t o  the end user customer. The b i l l i n g  goes t o  the 

network service provider. 

It doesn't generate 

And i t ' s  t rue  tha t  i n  order t o  convert t o  UNE-P, t ha t  

ADSL USOC does need t o  come o f f  o f  t ha t  l i n e .  What we suggest 

i s  when the ALEC would look a t  the customer service record they 

can see the  USOC. The end user needs t o  get w i th  the network 

service provider. We take our ins t ruc t ions  from our customer, 

who i n  t h i s  case i s  the  network service provider, t o  remove the 

USOC e 

The or ig ina l  process for t h i s  was tha t  upon 

submission o f  a UNE-P order, the ADSL USOC was removed 

automatically. And there was some concern about tha t .  

Customers were los ing  t h e i r  In ternet  access service, and so i t  

was brought t o  the change control process, a request t o  modify 

t h a t  process. The current process i s  the  resu l t  o f  t ha t  

request, and i t  was designed t o  enable the ALECs t o  work up 

f r o n t  w i t h  t h e i r  customers so there would be no confusion about 

the loss o f  the In te rne t  access. That went in ,  I believe, 

sometime l a s t  f a l l .  

My understanding i s ,  there has been another change 

control  process request, and i t  w i l l  be discussed a t  

p r i o r i t i z a t i o n  i n  March t o  modify somewhere sort o f  between 

those two tha t  would al low an ALEC t o  submit a UNE-P order. It 
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t ha t  po in t ,  the ALEC would know 

d go t o  the end user, get t ha t  

resolved w i th  t h e i r  In ternet  service provider, o r  they could 

e lec t  t o  resubmit the LSR, and a t  t h a t  po in t ,  the ADSL would be 

removed. So i t ' s  a process tha t  has evolved. We've done it 

o r i g i n a l l y  i n  the way tha t  i t  seems l i k e  we hear here tha t  

would be preferable; however, f o r  whatever reason, i t  was not 

preferable. We made a revis ion,  and now we're looking a t  i t  

again. 

But, Commissioner Deason, I bel ieve you had asked how 

does the service get on the l i n e .  We take the request from the 

network service provider, i s  who we s e l l  the service t o ,  and 

t h a t ' s  who we would send the b i l l s  t o .  I bel ieve M r .  Ainsworth 

i s  going t o  discuss it a l i t t l e  b i t  fur ther .  

MR. AINSWORTH: Okay. I ' m  going t o  t a l k  about the 

manual processing. And, f i r s t  o f  a l l ,  I ' d  l i k e  t o  say tha t  

absolutely the manual processing does work. As we're going 

through the  process, I'll t ry  t o  p ick  up and I may have t o  go 

back t o  my notes t o  f i n i s h  and make sure t h a t  we have responded 

t o  a l l  the  issues tha t  I have made note o f ,  but  i n i t i a l l y ,  as 

soon as the  s l i de  comes up, w e ' l l  t a l k  about ordering; w e ' l l  

t a l k  about the P I C  freeze. P I C  freeze being the end user 's 

capab i l i t y  t o  i n i t i a t e  a notat ion on t h e i r  account not al lowing 

service t r a n s i t i o n  o f  t he i  r 1 oca1 service f o r  i nterexchange 

car r ie r  service which i s  a P I C  wi thout t h e i r  concurrence. That 
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ce r ta in l y  i s  something t h i s  Commission i s  f a m i l i a r  wi th,  and i t  

ce r ta in l y  i s  f o r  the protect ion o f  the end user. 

Methods o f  removal o f  the  P I C  freeze i s :  The end 

user contacts the r e t a i l  business o f f i c e  t o  request t o  remove 

the freeze; three-way c a l l  w i th  BellSouth business o f f i ce ,  end 

user and a1 te rna t ive  loca l  service provider; w r i t t en  

documentation t o  business o f f i c e  for authorized agent t o  

represent the  end user. Those are the  methods tha t  they can 

remove t h a t  P I C  freeze. 

CHAIRMAN JABER: Ms. Keating, may I ask you a 

question on the P I C  freeze removal? D idn ' t  we l a s t  year 

sometime ask the S t a f f  t o  conduct - -  I can ' t  remember i f  i t  was 

a S t a f f  workshop or  tha t  we asked you f o r  a Commission workshop 

on prec ise ly  t h i s  issue? 

MS. KEATING: I'm not r e c a l l i n g  tha t  i n  par t i cu la r ,  

but  I can ce r ta in l y  check on i t  and make sure. 
CHAIRMAN JABER: Okay. I f  you would, please - -  

MS. KEATING: Certainly.  

CHAIRMAN JABER: - -  because something i n  the  back o f  

my mind i s  - - I thought we had asked you a1 1 t o  work on it, and 

I j u s t  don ' t  know what the status o f  i t  i s .  

you've had a S t a f f  workshop. 

I don ' t  know i f  

MR. AINSWORTH: Continuing? Okay. I n  looking a t  

some o f  the  analysis, we only had two PONs - - only one o f  two 

PONs provided could be i d e n t i f i e d  deal ing w i th  par t i cu la r  
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issue. An analysis o f  Flor ida D ig i ta l  Network examples, the 

examples tha t  I ' m  t r y i n g  t o  communicate here d id  not - -  t h e  end 

user d i d  not have a record o f  c a l l  concerning the removal o f  

the freeze w i th in  the BellSouth business o f f i c e  documentation 

tha t  we could review i n  t h i s  case p r i o r  t o  1/11. And the 

ra t iona le  here or the po in t  being made here, i n  the 

documentation on the analysis, i t  was t h a t  t ha t  was t r y i n g  t o  

be removed e a r l i e r ,  but we ac tua l l y  d i d  not - -  or were not able 

t o  determine a c a l l  requesting tha t  u n t i l  t h a t  par t i cu la r  date. 

And a t  the time, a three-way c a l l  was i n i t i a t e d  w i th  

the end user and a Flor ida D ig i ta l  agent which occurred tha t  

resul ted i n  an order being issued t o  remove the loca l  freeze. 

And a t  t h a t  par t i cu la r  time, Flor ida D ig i ta l  then processed an 

order and i t  was completed on 2/1. So we d i d  see tha t  process 

take place, j u s t  not i n  the time frame as was alluded t o  i n  

some o f  the data t h a t  we had, and tha t  could be actual ly  

something tha t  Flor ida D i g i t a l  may have presumed also and j u s t  

d i d  not occur. I ' m  not sure o f  why tha t  t ime frame took place. 

Looking a t  ADSL tha t  Cindy had j u s t  t a l  ked about, 

ADSL removal delaying migrations. ALEC pre-migration 

responsi b i  1 i ty, and the ALEC i s responsible f o r  V a l  i da t i ng  

against end user records and determining i f  ADSL ex is ts  p r i o r  

t o  migrating end user accounts. A request should be submitted 

by the end user t o  the In ternet  service provider for the 

removal o f  ADSL t o  a l l o w  migration a c t i v i t y  t o  be completed. 
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Y a r i f i c a t i o n s  w i l l  be issued i n  the cases where ADSL has not 

been removed p r i o r  t o  submission o f  an order. 

COMMISSIONER PALECKI : What does t h a t  mean 
c l  a r i f i cat  i ons ' I ?  

MR. AINSWORTH: C l a r i f i c a t i o n  means tha t  i f  they 

submit an order, ADSL i s  s t i l l  on t h a t  order. We w i l l  c l a r i f y  

an order back fo r  them t o  va l idate tha t  and get t h a t  order 

clear f o r  the ADSL, and we're ta lk ing about i n  moving tha t  over 

t o  a UNE product. 

Bel 1 South documentation indicates that requests were 

processed by the r e t a i l  u n i t  on the date t h a t  was documented i n  

the data tha t  we reviewed i n  the analysis, and also, one th ing  

tha t  I am happy t o  repor t  here today i s  t ha t  cur ren t ly  

Bel 1South i s  t r i a l  ing an enhanced process t o  ass is t  ALECs t o  

reduce the  delays w i th  ADSL. And I can t e l l  you t h a t  we are 

working w i th  one CLEC, and w i th in  the l a s t  two weeks we have 

i n i t i a t e d  an addit ional process, a contact process, and w i l l  be 

evaluating tha t  process. And once we formalize tha t ,  we w i l l  

r o l l  i t  out t o  a l l  the CLECs. This i s  an enhancement t o  t r y  

and more expediently remove the ADSL USOC where we encounter 

tha t  on the processing o f  t h e i r  order. So we have only been i n  

t h i s  about two weeks, and we rea l  l y  don ' t  have enough 

information r i g h t  now t o  know t h a t  we have a f ina l  product or a 

f ina l  process there tha t  we th ink  w i l l  be sa t is fac to ry  t o  both 

par t ies.  

FLORIDA PUBLIC SERVICE COMMISSION 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

137 

Manual er rors .  Analysis o f  19 alleged service order 

er rors  provided t o  BellSouth by AT&T indicated tha t  nine o f  the 

orders d i d  not contain er rors  and one order was canceled. One 

order was not found, and the remaining e igh t  orders had service 

order errors.  Again, i f  you look a t  these orders, t h i s  was 

r e a l l y  a period through June through December. And based on 

the order volume fo r  AT&T, t h i s  represents a very i ns ign i f i can t  

number, a very smal l  number, i n  tha t  process. 

Additional analysis o f  500 l i n e s  performed by 

WorldCom revealed a 2.5 percent e r ro r  ra te .  That was, I 

believe, t h e i r  documentation on tha t .  I n  other words, 

BellSouth had a 97.5 percent accuracy r a t e  based on WorldCom's 

audi t .  BellSouth contends tha t  a smaller por t ion  o f  these 

errors  are re la ted t o  actual service orders. 

Manual errors,  we have done several things t o  reduce 

those - -  any manual handling errors t h a t  may be encountered, so 

we' ve put several qual i t y  controls in place. We have a 

regional q u a l i t y  group today tha t  samples orders and does 

qual i t y  reviews i n  t h a t  process. We a1 so have a service order 

qual i t y  review group i n  each o f  the LCSCs which are reviewing 

orders and feeding t h a t  process back t o  the service reps and t o  

t h e i r  management team and also the customer support center c a l l  

analysis group i n  Jacksonvi l le ac tua l l y  tak ing c a l l s  from the 

CLEC and questioning c l a r i f i c a t i o n  and other issues i s  running 

analysis and also providing feedback i n  t h a t  process t o  the 
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:enters and also feedback t o  the customer support managers and 
the account team even indicating reasons and rationale for why 

the CLECs would be calling the center t o  question a 
zlarification or service order errors. 

Just t o  note, service order accuracy on the SQM f o r  

Jovember was 96.28 and December 95.79 which real 1 y provides 
;upport for the fact t h a t  these controls and these qual i ty  

:ontrols we've p u t  i n  are having an impact and they're having a 
iositive impact. 

Serial clarifications. LCSC clarification process i s  

to validate an order, an LSR, for a l l  errors prior t o  
Zlarification. There are limiting factors i n  t h a t  and t h a t  is  
the poin t  of wha t  type error we're dealing w i t h .  

s i t ua t ions  t h a t  would not allow them t o  go beyond the process 
to a certain poin t  on the order based on the type error t h a t  
dere submitted. 

In some 

And the other t h i n g  i s  t h a t  the number of ALEC 

If you realize t h a t  or you understand t h a t  on m o r s .  
clarifications we're really clarifying back wha t  i s  i n  most 
part CLEC errors, then we are actually looking a t  t h a t  LSR 

trying t o  resolve those processes or trying t o  resolve those 
errors completely. And the service process for the service 
representative is  t o  go through t h a t  order completely and try 
to  identify every error i t  can. B u t  again,  we need the CLEC 

support i n  t h a t  t o  make sure when they transit - -  when they 
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ac tua l l y  i n i t i a t e  these LSR requests, t ha t  they ' re  making the 

same commitment t o  va l idate those LSRs and the q u a l i t y  o f  those 

LSRs tha t  come across. And also, on any resubmission o f  LSRs, 

they have a respons ib i l i t y  also i n  t h a t  mode t o  do a q u a l i t y  

analysis check also and t o  va l idate t h a t  they have el iminated 

any er ro r  t ha t  they can iden t i f y .  

ALEC er ro r  process. We had one example provided 

which was not  a se r ia l  C la r i f i ca t ion .  I n i t i a l l y ,  i n  t h i s  case, 

j u s t  as an example, i t  was an auto r e j e c t  up f r on t ,  and then i t  

was a c l a r i f i c a t i o n  o r  a manual c l a r i f i c a t i o n  a f t e r  the LSR was 

resubmitted, so t h a t  r e a l l y  was not a manual ser ia l  

c l a r i f i c a t i o n .  It was two submissions from the CLEC but  only 

one manual C la r i f i ca t i on .  The up front f a t a l  r e jec t  ac tua l l y  

returned t h a t  order from the i n i t i a l  response from the CLEC. 

Again, Bel lSouth qual i t y  control  s. I take you back 

t o  the f a c t  t ha t  we're looking a t  t h a t  i n  the customer support 

center c a l l  anal y s i  s group. We ' r e  attempti ng t o  determi ne what 

are the reasons f o r  those. We're t r y i n g  t o  feed that  back, and 

we're doing monthly and quar ter ly  reports on there t o  i d e n t i f y  

the cause of the c a l l s  tha t  are coming i n t o  the center. The 

in ten t  here i s ,  one, t o  help reduce the amount o f  e r ro rs  we're 

having overa l l  on the orders, and the other one i s  ce r ta in l y  

from a BellSouth perspective t o  reduce the number o f  c a l l s  for 

those type issues i n t o  our centers. 

I n v a l i d  c l a r i f i c a t i o n s  and re jec ts .  An analysis f o r  
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the per iod December through ear ly  February, Network Telephone 

presented 113 examples o f  a 1 eged i nval i d  c1 a r i  f i ca t ions .  We 

sampled 35 o f  the 113 and determined 23 were c l a r i f i e d  

correct ly .  And I w i l l  j u s t  po int  out here tha t  I t h ink  pa r t  o f  

tha t  process was where they were showing i n v a l i d  c l a r i f i c a t i o n s  

invo lv ing the ADSL issue which i n  the process tha t  we are i n  a t  

tha t  time, those would be v a l i d  c la r i f i ca t i ons ,  but I j u s t  

wanted t o  mention tha t  because I do th ink  we have a process i n  

place tha t  i s  going t o  reduce t h a t  issue. 

When compared t o  the estimated number o f  

c l a r i f i c a t i o n s  f o r  December and January, the c l a r i f i c a t i o n  

re jec ts  would be correct  i n  t h i s  case as 96.9 percent o f  the 

time. And I: guess the po in t  here i s ,  when you look a t  the 

c l a r i f i c a t i o n  ra te  and the numbers t h a t  are being c l a r i f i e d  

back versus the amount o f  er rors  we're seeing on 

c la r i f i ca t i ons ,  BellSouth ce r ta in l y  i s  i n  the smaller number of 

t ha t ,  very s i g n i f i c a n t l y  smaller than t h  

a t .  

I n v a l i d  c la r i f i ca t i ons l re jec ts  

c i t e d  203 orders tha t  were incor rec t ly  c 

a USOC problem. We agree and whi le  tha t  

er rors  we ' r e  1 ooki ng 

Analysis: AT&T 

a r i f i e d  as a r e s u l t  o f  

s t rue,  a system 

defect - -  and I bel ieve tha t  was mentioned today by AT&T - -  was 

i d e n t i f i e d  on 11/9 o f  2001. And i t  was re la ted t o  a 1FB t o  MFB 

USOC class o f  service change, and a f i x  was implemented on 

10.2.1 release on 11/17. And t h i s  resolved the major 
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c l a r i f i c a t i o n  issue on the  examples provided by AT&T. 

Flor ida D ig i ta l  provided three examples o f  a1 leged 

i n v a l i d  c l a r i f i c a t i o n s  f o r  January o f  2002. Two o f  these 

examples were c l a r i f i e d  cor rec t ly  - -  I ' m  sorry, i t  was three 

examples. Two o f  these were c l a r i f i e d  cor rec t ly ,  and one was 

c l a r i f i e d  i n  er ror .  The average c l a r i f i c a t i o n s  f o r  F lor ida 

D i g i t a l  are approximate1 y 128 per month . Therefore, agai n, 

we're c l a r i f y i n g  proper ly 99 percent o f  the time i n  the 

examples i f  you look a t  the  t o t a l  c l a r i f i c a t i o n  ra te .  

Again, when you look a t  BellSouth q u a l i t y  controls, 

customer support center c a l l  analysis again i s  one o f  the main 

processes we're looking a t  here t o  t ry  t o  improve tha t  process, 

i d e n t i f y  any def ic iencies tha t  may be on BellSouth's par t ,  and 

imp1 ement changes t o  address those i ssues. 

COMMISSIONER DEASON: How d i d  you come t o  the 

conclusion tha t  99 percent o f  the  FDN c l a r i f i c a t i o n s  were 

accurate? 

MR. AINSWORTH: I ' m  sorry? 

COMMISSIONER DEASON: How d i d  you determine tha t  your 

99 percent - -  
MR. AINSWORTH: We j u s t  - - I'm sorry, Commissioner. 

We looked a t  the volumes tha t  they had sent, and we looked a t  

what they said were c l a r i f i e d  i n  er ro r  versus what was 

c l a r i f i e d .  So, you know, j u s t  l o g i c a l l y  looking a t  t ha t  we 

would assume tha t  the others were c l a r i f i e d  cor rec t ly  and not 
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c l a r i f i e d  i n  er ror .  

COMMISSIONER DEASON: Did you review a l l  128? 

MR. AINSWORTH: I ' m  sorry? 

COMMISSIONER DEASON: Well, I'm j u s t  - -  I ' m  a l i t t l e  

confused. You indicated tha t  there were three tha t  were 

provided, and you determined tha t  two were c l  a r i  f i ed correct1 y 

and one incor rec t ly ,  and then you conclude tha t  99 percent o f  

the c l a r i f i c a t i o n s  are accurate. 

MR. AINSWORTH: Right. A l l  we're saying i s  t ha t  out 

o f  the ones tha t  we sampled, when we perform the sample, we 

j u s t  calculated it back up t o  the number o f  c l a r i f i c a t i o n s  tha t  

were issued and came up w i th  tha t  number. 

a sample and a project ion.  

1 mean, t h a t ' s  j u s t  

COMMISSIONER PALECKI: But t h a t ' s  j u s t  for the month 

o f  January, not f o r  every month. 

MR. AINSWORTH: That 's correct .  

P a r t i a l l y  mechanized FOC t imeliness. P a r t i a l l y  

mechani zed orders are requests tha t  are entered e l  ectroni  c a l l  y 

and are d is t r ibu ted  t o  the LCSC f o r  manual f i r m  order 

conf i r m a t i  on processi ng. Service order SQM or the servi ce 

q u a l i t y  measures have been established by the Publ ic Service 

Commission t o  assure t ime ly  processing. The present SQM f o r  

F lo r ida  i s  ten  hours f o r  FOC processing o f  p a r t i a l l y  mechanized 

orders. 

Also, there was a comment from WorldCom tha t  was 
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about the communication between the LCSC i n  the Jacksonvil le 

customer support operation, and Jacksonvi 11 e, as you ' r e  aware 

acts as a customer support center contact for Birmingham and 

fo r  At lanta.  The advantages I ' d  l i k e  t o  po in t  out here are the 

e f f i c ienc ies  i n  handling the FOC and the r e j e c t  i n te rva l ,  

reduce answer time, and also a l l ows  Birmingham and At lanta t o  

focus on processing orders i n  an expedient manner. 

I f  you can r e c a l l  w i th  me and go back t o  a l i t t l e  

h is to ry ,  we started out w i th  36 hours FOC. We went t o  24. Now 

we're a t  10 hours FOC. So as you reduce these type timetables 

for processing i n  a manual world, you need t o  gain 

e f f i c ienc ies .  And one o f  the methods t o  do t h a t  was 

implementing the Jacksonvil l e center t o  support those centers 

for tak ing c a l l  s, customer support c a l l  s.  Absolutely, as we 

reduce t h a t  time, we need t o  not i n t e r r u p t  the work a c t i v i t y  

t h a t ' s  going on i n  A t l a n t a  and i n  Birmingham. And i t ' s  been a 

very good process. We feel  very s t rongly  about it. And we 

th ink  the Jacksonvil le center i s  c e r t a i n l y  doing a great job i n  

the analysis process . 
Again, t he i  r qual i t y  enhanced process, they t rack and 

they document assistance ca l l s ,  provide input  t o  the LCSCs fo r  

qual i t y  improvement, and they provide CSMs and account teams 

with ALEC issues. 

The customer service record undate, f l  orida D i  g i  t a l  

Network and Network Telephone complained o f  delays i n  CSR 
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updating. And I th ink  we had ta lked o f  t h i s  e a r l i e r  i n  other 

col laboratives. And the CSRs should - - updates shou d occur 

w i th in  a 24- t o  72-hour period a f t e r  the completion. This i s  

a t  p a r i t y  w i th  r e t a i l  which has already been stated. I n  the 

analysis we performed on CSRs out of 498 examples provided by 

Network Telephone f o r  December and January, over 50 percent 

meet the  72-hour i n te rva l .  And t h a t  was j u s t  based on what was 

suppl i ed according t o  Network Tel ephone s own data. 

BellSouth's analysis on the sample of the  other 50 percent 

ind ica te  t h a t  on ly  5 were outside the stated 72-hour period. 

Again, my s t a f f  d i d  the analysis. We'l l  be ce r ta in l y  happy t o  

s i t  down wi th  Network Telephone and look a t  t ha t  i n  de ta i l  i f  

they would choose t o  do so. We would ce r ta in l y  welcome tha t .  

F lor ida D ig i ta l  alleged CSRs again w i th  a CSR w i th  

pending orders are not being processed e f f i c i e n t l y .  The end 

user here i s  responsible f o r  contacting BellSouth t o  cancel any 

pending orders - -  we ta lked about tha t  e a r l i e r  - -  f o r  BellSouth 

service. Bel lSouth's analysis indicates tha t  end users made 

addi t ional  requests f o r  Bel 1South services a f t e r  having t o l d  

FDN they wanted t o  migrate the service t o  F lor ida D i g i t a l .  

Again, t h a t  was a comment I had made e a r l i e r  t o  where when you 

look a t  the documentation trying t o  resolve those issues t ry ing 

t o  get the CSR updated - -  or on the CSR t h a t  we found, tha t  

addi t ional  contacts are s t i l l  going between t h e  end user i n  

some cases and the r e t a i l  un i ts .  The discussion we had 
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ea r l i e r ,  we ce r ta in l y  welcome the opportunity t o  work w i th  the 

CLECs i n  t h a t  manner t o  t r y  t o  come t o  a be t te r  process 

co l l ec t i ve l y  i n  t r y i n g  t o  resolve t h a t  pending order issue, and 

we ce r ta in l y  w i l l  be avai lable t o  do tha t .  

CHAIRMAN JABER: Mr. Ainsworth, you know when we were 

t a l k i n g  e a r l i e r  about the ADSL USOC - -  I can ' t  remember i f  i t  

was Ms. Cox or  M r .  Pate - -  the customer - -  the BellSouth 

customer i s  the I S P .  So you count on the I S P  t o  t e l l  you t o  

put on the  ADSL USOC or t o  cancel it. 

MR. AINSWORTH: That's t rue,  yes. 

CHAIRMAN JABER: Now, analogize tha t  w i th  t h i s  

s i tua t ion .  You're not w i th  the ADSL USOC. You are not  

communicating w i th  the end user, nor i s  the end user 

communicating w i th  you t o  take ADSL service o f f  o f  t h e i r  l i n e .  

With the pending service orders, you want the end user t o  

communicate w i th  you. 

ADSL USOC and t h i s  s i tuat ion.  

I f a i l  t o  see the di f ference between the 

MR. AINSWORTH: Well, ac tua l l y ,  i n  the ADSL s i tua t ion  

when the CLEC were t o  i d e n t i f y  tha t ,  they s t i l l  should have 

tha t  USOC - -  o r  they s t i l l  should have tha t  service removed. I 

th ink  the process i s  r e a l l y  more than one s i tua t ion  t h a t  could 

occur. One i s ,  they do have ADSL, and they need t o  have i t  

removed so the service can be t ransferred. That would be the 

end user n o t i f y i n g  whoever tha t  I S P  i s  t ha t  they want t o  remove 

tha t  service. That 's one process, and tha t  ' s j u s t  the same as 
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the service order process . 
CHAIRMAN JABER: Okay. But on the service order 

process, you want the ALECs t o  t r e a t  i t  d i f f e ren t l y .  We 

discussed e a r l i e r  why the ALEC couldn ' t  jus t  contact you and 

represent tha t  the customer wants the pending service order 

removed or, you know, tha t  the service order had been 

completed; therefore, al low the customer t o  migrate i n t o  the 

competit ive provider network. Does tha t  make sense? I ' m  not 

being very a r t i cu la te .  Do you understand the question? 

MS. COX: Let me take a stab a t  it. What we r e a l l y  

have i n  these two instances are, the  customer i s  two d i f f e r e n t  

people t o  BellSouth. 

r e a l l y  t h a t  In te rne t  service provider. That 's who we are 

b i l l i n g  f o r  the ADSL service, and so t h a t ' s  who would t e l l  us 

t o  remove it. 

I n  the ADSL USOC world, our customer i s  

In the pending service order, the customer, the end 

user i s  the  person we would be dealing w i th  on a par t i cu la r  

service. So I guess we're hearing from the customer i n  both 

cases, i t ' s  j u s t  the customer i s  not the same person depending 

on the service. I don ' t  know i f  t h a t  made any sense. 

CHAIRMAN JABER: Well, i s n ' t  the I S P  your wholesale 

customer? 

MS. COX: Yes. 

CHAIRMAN JABER: And i s n ' t  the ALEC your wholesale 

customer? 
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MS. COX: Yes. 

CHAIRMAN JABER: So what's the dif ference? 

MS. COX: Well, the network service provider i s  the 

wholesale customer f o r  the ADSL which i s  going over the high 

frequency por t ion  o f  the  loop. When we're going t o  migrate t o  

UNE-P, the  ALEC then takes the loop, and they have the whole 

loop t o  do what they wish with.  But we need t o  hear from the 

network service provider. 

have the au thor i ty  t o  speak f o r  our network service provider 

customer tha t  they want t h a t  service disconnected. So the 

current process i s  t ha t  we need t o  hear from t h a t  network 

service provider. You know, i t ' s  been cases where we d i d n ' t  

and t h a t ' s  been requested t o  be changed, and i t ' s  still a 

process t h a t ' s  being looked a t .  But we hear from our customer 

i n  both cases, i t ' s  jus t  depending on the service. Our 

customer might be an In te rne t  service provider; our customer 

might be what we th ink  o f  as an end user. 

I n  other words, the ALEC doesn't 

CHAIRMAN JABER: What au thor i ty  - -  okay. I see the 

d i s t i n c t i o n  you're t ry ing t o  make. You're saying tha t  the 

network service provider, the ISP,  has received the author i ty  

from t h a t  res ident ia l  end user t o  represent the change i n  

service on In ternet .  How d i d  you go through t h a t  process? 

What au thor i ty  d i d  the I S P  have t o  achieve, and why can ' t  tha t  

process apply f o r  the ALECs on the pending service order side? 

MS. COX: Well, i n  the case o f  the ADSL, the 
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customer - -  the end user tha t  would be making the decision 

about the telephone service, t h e i r  service provider i s  the 

In te rne t  service provider. They don ' t  r e a l l y  have a 

re la t ionsh ip  w i th  BellSouth. They are going through an 

In te rne t  service provider, so t h a t ' s  who they have t h e i r  

re la t ionsh ip  wi th.  And t h a t ' s  who would decide - -  they would 

work out between the two o f  them whether o r  not they ' re  going 

t o  continue t o  get In te rne t  access service. If they say they 

are not, then the In te rne t  service provider would c a l l  us and 

say, you can go ahead and take tha t  o f f  the l i n e .  

need i t  t o  provide service t o  t h i s  customer. There's not the 

same so r t  o f  circumstance i n  the ALEC. We have the 

re la t ionsh ip  w i th  the end user f o r  a pending service order 

could be the case. 

I no longer 

COMMISSIONER DEASON: What about a s i tua t ion  where 

the customer wants t o  maintain tha t  In te rne t  service but they 

want FDN t o  bas ica l l y  be coordinating tha t?  How do they go 

about accompl i sh ing  tha t?  

MS. COX: It could be done a couple o f  ways. The 

f i r s t ,  FDN could enter i n t o  a l i n e  s p l i t t i n g  agreement w i th  an 

In te rne t  service provider, and i n  tha t  way, they would be able 

t o  provide the voice on the low frequency por t ion  of tha t  loop, 

and then they could provide - - an In te rne t  service provider 

could make use o f  the high frequency por t ion  t o  make - -  t o  

provide service t o  the end user. 
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I n  which case, 

the ADSL USOC would stay on the l i n e  because a t  t ha t  po in t  the 

ALEC doesn't r e a l l y  have control o f  the  f u l l  loop. So tha t  

~ o u l d  be a couple o f  ways tha t  - - o r  FDN could e lec t  t o  use 

t h e i r  own In ternet  service provider and provide t h e i r  own 

In te rne t  access service over tha t  high frequency port ion.  

They could make use o f  a resold l i n e .  

COMMISSIONER DEASON: But i f  the  end use customer 

wanted t o  continue service from t h e i r  ex i s t i ng  In ternet  service 

provider who apparently they have a re la t ionsh ip  with, f o r  them 

t o  continue tha t  and t o  also have loca l  service from FDN, j u s t  

repeat your answer. How do they do tha t?  

MS. COX: One way would be i f  FDN i s  purchasing 

resold 1 i nes, then the  - - 
COMMISSIONER DEASON: Let ' s forget  the resold. I 'm 

t a l  king about a UNE approach. 

MS. COX: Okay. Under the UNE approach, we are 

required t o  f a c i l i t a t e  what's known as l i n e  s p l i t t i n g ,  and t h a t  

enables two ALECs t o  s p l i t  the func t i ona l i t y  o f  the loop. So 

FDN could enter i n t o  a re la t ionship w i th  an In ternet  service 

provider and provide the  f u l l  package in t h a t  way. Now, i t  may 

o r  may not enable the end user t o  keep t h e i r  exact same 

In te rne t  service provider, but i t  would be a means for them - - 
COMMISSIONER DEASON: Can t h a t  be accomplished 

without a d isrupt ion i n  service t o  the In ternet? 

MS. COX: I don't know. I don ' t  know. 
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COMMISSIONER DEASON: Can we go back t o  the s l ide? 

On the s l i de ,  i t  indicates tha t  Bel lSouth's analysis shows tha t  

end users made addi t ional  requests for Bel lSouth services a f t e r  

apparently ind ica t ing  t o  FDN tha t  they wanted FDN service. Why 

would a customer do tha t?  I f  they have contacted FDN and says, 

I want your service, and then subsequent t o  tha t  they contact 

SellSouth and say, you know, I want t o  order something else on 

my telephone service, why would they do tha t?  

MR. AINSWORTH: I mean, t h a t ' s  a great question. 

When we saw some o f  t ha t ,  as a matter o f  f ac t ,  we had the same 

discussion o f  why t h a t  would be taking place. And, you know, 

we don ' t  know i f  t h a t  had already taken place or i f  i n  the 

business aspect where you're dealing w i t h  small business o r  

business type ind iv idua ls  out there, they have mul t ip le  people 

tha t  are making those - -  can you hear me okay? I mean, I ' m  

ge t t ing  feedback. There may be mul t ip le  people tha t  are 

involved i n  tha t  process, and I don' t  - -  you know, I don ' t  

r e a l l y  know i n  t h a t  s i tua t ion  i f  they ' re  communicating 

i n t e r n a l l y  or i f  there 's  something else going on, but  i t  would 

be more 1 i kely  t o  happen i n  a business scenario than i n  a 

res ident ia l  scenario, I th ink .  But we asked the same question 

t o  ourse l f  as we looked a t  tha t  data. 

COMMISSIONER PALECKI : But woul dn ' t the correct  

response from the BellSouth representative i n  tha t  case be t o  

say t o  the customer, you're now an FDN customer, y o u ' l l  have t o  
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c a l l  them and ask for t h a t  change o f  service? 

MR. AINSWORTH: I n  regard to?  

COMMISSIONER PALECKI: I f  they made addit ional 

requests for as we were t a l k i n g  e a r l i e r  - -  what was the name o f  

that? 

CHAIRMAN JABER: Hunting. 

COMMISSIONER PALECKI: Hunting. I f  they ca l led  a f t e r  

they have already - - 
COMMISSIONER DEASON : Commi s s i  oner Pa l  ecki woul d 

probably prefer  f i s h i n g  as opposed t o  hunting, but - -  
(Laughter. ) 

MR. AINSWORTH: I th ink  i t  j u s t  - -  i t  takes us back 

t o  the same conversation we had e a r l i e r .  A t  t h a t  po in t ,  i t ' s  a 

pending order, which I ' m  assuming we can agree on here, and 

we're t r y i n g  t o  c lear  t h a t  order. So from tha t  process, t h a t ' s  

why - -  or t h a t ' s  the pa r t  t ha t  we're going t o  have t o  look a t .  

I mean, from our standpoint, we're looking for the end user t o  

c1 ear t h a t  order. 

COMMISSIONER PALECKI: Let me ask someone from the 

I f  there 's  a pending order t o  BellSouth, do CLEC community. 

you have any problem whatsoever w i th  BellSouth switching over 

tha t  customer and making tha t  request f o r  whatever change o f  

service t o  hunting or  whatever else, c a l l  forwarding, c a l l  

waiting, t o  making t h a t  your respons ib i l i t y?  From thereon i n ,  

they ' re  your customer, and BellSouth does not have t o  deal wi th  
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tha t  

MS. LICHTENBERG: M C I  would very much l i k e  t o  see 

tha t ,  Commissioner. We bel ieve t h a t  i n  t h i s  spec i f i c  case i f  a 

customer has star ted the migration process by issuing an order 

t o  the CLEC, t h a t  t ha t  pending order should keep BellSouth from 

making changes and the migration should continue and the 

customer should get what he ordered. 

COMMISSIONER PALECKI: So you have no problem w i th  

doing whatever work i s  necessary t o  complete the requests tha t  

they have previously made t o  BellSouth? 

MS. LICHTENBERG: Absol u te l  y not. When the customer 

comes t o  us in a res ident ia l  environment, we provide t o  

BellSouth a complete l i s t  o f  what we want f o r  t ha t  customer, 

and t h a t  would include whatever the customer decided w i th  us. 

So we would want t h a t  request t o  be completed. 

CHAIRMAN JABER: Ms. Lichtenberg, as a fol low-up, 

when you have a customer t h a t  c a l l s  you t h a t ' s  pursuing the 

option o f  your services, how do you even know what p r i ce  t o  

quote them i f  you don ' t  have a very good handle on what 

services they are gett ing from BellSouth or another CLEC? 

MS. LICHTENBERG: That i s  a very good question, 

Madam Chairman. We t a l k  t o  the customer and t r y  t o  understand 

from the customer what features they've got. P r i o r  t o  having 

the a b i l i t y  t o  use the parsed CSR and again not wanting t o  have 

t o  have two terminals and two sets o f  f unc t i ona l i t y  on 

FLORIDA PUBLIC SERVICE COMMISSION 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 
11 

12 

13 
14 

15 

16 

17 

18 

19 

20 

2 1  

22 

23 

24 

25 

153 

everyone's desktop, we've had t o  walk through tha t  w i th  the 

customer. We have a s c r i p t  where we ask a number o f  questions 

and we explain the features. The customer t e l l s  us what 

features we want and tha t  I s  - - what they want; t h a t  ' s  what they 

order. 

Sometimes they forget something. You may be the 

decision maker, but you don ' t  know tha t  someone e lse i n  your 

household a t  one po in t  decided t o  add c a l l  waiting. So you may 

not t e l l  me that .  Later, you may c a l l  me back and say, you 

know, I made a mistake. I also need c a l l  waiting. I n  tha t  

case, we w i l l  go ahead and prov is ion tha t  as wel l  

CHAIRMAN JABER: You also don ' t  know i f  they don ' t  

have services tha t  they might have alleged tha t  they have. 

MS . LICHTENBERG: Absol u t e l y  correct .  We only know 

what they can t e l l  us and what we see on the CSR. And i f  the 

CSR i s  not correct  and i f  the customer t e l l s  us he doesn't have 

ADSL, then a l l  we know i s  tha t  he doesn't have ADSL. 

CHAIRMAN JABER: M r  . Monroe. 

MS. CONQUEST: Could I share an IDSL experience 

b r i e f l y ,  please, tha t  we had. 

CHAIRMAN JABER: Yes. Let M r .  Monroe go f i r s t .  He 

was actual l y  up next. 

MR. MONROE: In response t o  the question, I agree 

w i th  Sherry, absolutely, correct .  

t o  add a feature - -  again, we're speaking o f  hunting w i th  

I f  there i s  a pending order 
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South - - we would s t i l l  take tha t  customer over, and we 

d give them a hunting package o r  agreement w i th  us. So i n  

response t o  the question, absolutely, we w i l l  take tha t  

customer i f  there are pending orders, provided i t ' s  a pending 

order t h a t  i s  something tha t  - -  o r  a product t ha t  we ac tua l l y  

have t h a t  we can o f f e r  t o  the customer. 

I f  i t  i s  something tha t  we cannot o f f e r  t o  the 

customer, obviously we w i l l  go back t o  the customer and say, 

t h i s  i s  something tha t  we cannot do. Are you s t i l l  interested 

i n  por t ing  your service over t o  F lor ida D ig i ta l?  I f  so, w e ' l l  

take t h a t  customer even though there i s  t ha t  pending order out 

there. 

Yes, s i r .  

COMMISSIONER PALECKI: I f  i t ' s  a service tha t  you 

don't do, would it be t o  your benef i t  t o  have BellSouth put 

tha t  service i n  place before they t rans fer  the customer over t o  

you? 

MR. MONROE: Not necessarily. I f  i t ' s  a service tha t  

we don 't provide, we would not provide i t  whether Bel 1 does or 
whether Be l l  does not provide it. What I mean by tha t  i s ,  i f  

the customer goes ahead and completes out t ha t  request w i th  

BellSouth, we s t i l l  won't provide tha t  service. 

product t ha t  we ac tua l l y  have, whether Be l l  completes tha t  

service for the customer or not, we won't have tha t  par t i cu la r  

product. So again, say t h a t  they do add Product A, what the 

I f  i t ' s  not a 
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customer was looking for,  i t ' s  not something tha t  we ac tua l l y  

service or  provide, we w i l l  go back t o  the customer and say, 

I ' m  sorry, Mr. Customer, t h i s  is not something tha t  F lor ida 

D ig i ta l  can do f o r  you even though you d i d  complete t h i s  order 

out with Be l l .  

COMMISSIONER PALECKI ; Thank you. 

CHAIRMAN JABER: Ms. Conquest 

MS. CONQUEST: Yes. 1 j u s t  want t o  make sure tha t  

the Commission understands tha t  i n  the UNE-P o f fe r i ng  tha t  the 

ALECs are prohib i ted from assuming a customer tha t  - - has ADSL. 

And ITC DeltaCom had a unique experience i n  tha t  we had 

converted several customers t o  UNE-P and were l a t e r  n o t i f i e d  by 

our account team t h a t  BellSouth had converted about 24 o f  those 

customers a f te r  they became our customer and put I S P  t r a f f i c  on 

those services. So our approach was, since we know the service 

works, the customer had had it f o r  several months, even though 

you say i n  your regulatory documents we can ' t  do t h i s ,  why 

can't we amend t h i s  process? We know i t  works. Why are we 

penal iz ing these customers j us t  f o r  a pol i c y  statement? 

The response t o  ITC DeltaCom was, i t  i s n ' t  tha t  the 

services don't work. 

ADSL on the UNE-P services. So we were required t o  do - - we 

had two approaches. We could e i ther  t e l l  the customer they 

It i s  our po l i cy  t h a t  you cannot have t h  

could rever t  back t o  BellSouth. We could convert them back t o  

resale. And actual ly ,  a l l  o f  t h i s  occurred through no f a u l t  o f  
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iur  own. We never saw the orders. We knew nothing about i t  

m t i l  the account team n o t i f i e d  us. So I th ink  we should ask 

vhy ADSL i s  prohib i ted f o r  UNE-P customers. Why r e s t r i c t  us? 

COMMISSIONER PALECKI: I t h ink  we have an open docket 

in t h a t  issue r i g h t  now. 

MS. CONQUEST: Okay. 

CHAIRMAN JABER: BellSouth panel, were you done? 

ylr . A i  nsworth. 

MR. AINSWORTH: I'm sorry? 
CHAIRMAN JABER: Were you done w i th  your panel - - 
MR. AINSWORTH: No, I had a couple more things. 

CHAIRMAN JABER: Go ahead. 

MR. AINSWORTH: Just fo l lowing up on tha t  - -  I th ink  

the last part o f  tha t ,  again, I want t o  take you back t o  the 

zontrols we have i n  place there and the  things tha t  we're 

looking a t  i n  those processes. And again, we're - - we've done 

a l o t  o f  work i n  t h i s  area and we continue. We have a l l  three 

o f  these q u a l i t y  groups support t ha t  e f f o r t  i n  t ry ing t o  move 

through t h a t  process t o  i d e n t i f y  and put  any k ind o f  process 

improvements tha t  we need t o  look a t  or e i ther  get t ha t  

information back t o  the LCSCs f o r  rep development i n  tha t  

process t o  make sure tha t  service order accuracy i s  indeed a t  

an acceptable l eve l ,  tha t  we're performing a t  an acceptable 

l eve l .  

I ' d  l i k e  t o  t a l k  about - -  make sure tha t  I have 
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looked - -  i n  the process 1 know MCI: made the comment from a 

t ra in ing aspect, and I ' d  j u s t  l i k e  t o  make a b r i e f  comment on 

that. F i r s t  o f  a l l ,  I adamantly disagree tha t  we have 

intrained reps i n  the LCSC. I would, however, agree tha t  

they're not e lec t ron i ca l l y  t ra ined t o  answer e lect ron ic  

questions on processing. That belongs t o  our EC support group, 

ind t h a t ' s  where t h a t  information should be pointed to .  Their 

i o i n t  i s  t o  process manual orders and t o  e f f i c i e n t l y  process 

those orders, and they are not the e lect ron ic  SMEs, and 

therefore, they are not the contact f o r  those type o f  

questions. I bel ieve t h a t ' s  a l l  I had. 

A1 , d i d  you have a comment? 

MR. VARNER: Yes. Back t o  the beginning, I guess. 

In a couple o f  th ings concerning flow-through on a Network 

klephone chart  I wanted t o  comment on. This won't take very 

long. F i r s t ,  there was, I guess, a chart  t ha t  put out a 

lunch - -  l i s t e d  a bunch o f  f low-through rates fo r  Network 

klephone, several months - - I t h ink  Apr i l  through December i s  

dhat was l i s t e d  - -  comparing t h e i r  f low-through t o  a l i n e  t h a t  

said BST. That 's the performance f o r  the CLEC aggregate. I t ' s  

Tot a BST f l  ow- through number . We don't rea7 1 y have a 

flow-through number. We have t r i e d  t o  come up w i th  one 

J i f fe ren t  times, but t h a t ' s  ac tua l l y  performance for the CLEC 

jggregate. 

Another th ing  I wanted t o  po in t  out i s  t h a t  when 
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you're looking a t  those, the numbers tha t  are compared are 

Network Telephone versus the aggregate o f  a1 1 f low- through 

which i s  resale and UNEs. Network Telephone, however, i s  

la rge ly  UNEs, and our flow-through rates,  as well  as every 

other region's flow-through rates, tend t o  be lower f o r  UNEs 

than they are f o r  resale. 

other regions, we're a l i t t l e  b i t  be t te r  on f low-through t o  

k ind o f  pu t  t h i s  measurement i n  perspective and put the 

performance i n  perspective t o  where the other regions are. We 

tend t o  be higher on resale and about the same as everybody 

else on UNEs. So when you're looking a t  these flow-through 

rates, t h a t  k ind  o f  gives it a l i t t l e  b i t  o f  a perspective. 

I n  fac t ,  when you compare us t o  the 

The other th ing  I wanted t o  k ind  o f  po in t  out w i th  

flow-through i s  tha t  i n  looking a t  flow-through, you always - -  

and evaluating i t s  meaningfulness, I guess, you have t o  look a t  

i t  i n  conjunction w i th  a couple o f  other measurements. What i t  

says i s  t h a t  i f  you have a fa i r l y  high flow-through rate,  you 

don ' t  have as much manual processing. 

rates are not  as high, you have more manual processing. So 

then the question becomes, how are you doing on processing 

these orders tha t  you ' re  ge t t ing  manually? And the way you 

look a t  t ha t ,  and the way the FCC has tended look a t  it, i s  you 

look a t  your performance on FOC t imeliness f o r  these 

nonmechani zed orders and service order accuracy. And we' r e  

doing wel l  on both o f  those. We consistent ly meet the 

I f  the flow-through 
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benchmarks on FOC t imeliness t h a t  says tha t  when these orders 

f a l l o u t  and are handled i n  the centers, they are returned i n  a 

t imely  fashion, they ' re  processed i n  a t ime ly  fashion. And on 

service order accuracy, we're running i n  90, 95 percent range; 

tha t  says tha t  not only are they performing i n  a t imely  manner, 

they ' re  being performed accurately. 

Now, what tha t  says i s  tha t ,  okay, even i f  the 

flow-through rates are not up t o  a very high l eve l ,  t ha t  what's 

happening when these orders do f a l l o u t ,  i s  they ' re  being 

processed timely and accurately which i s  u l t ima te l y  what you're 

trying t o  achieve. What you're t r y i n g  t o  achieve w i th  

flow-through i s  t imely  and accurate processing o f  orders. 

Obviously, i t  goes faster  i f  they ' re  mechanized, but the fac t  

o f  l i f e  i s ,  not everything i s  mechanized. 

COMMISSIONER DEASON: Do you have a performance 

standard f o r  those orders t h a t  are done manually? 

MR. VARNER: Yes, we do. They are the FOC timeliness 

nonmechanized and p a r t i a l  mechanized standards. I th ink  the 

Commission r i g h t  now f o r  the KPMG tes t ,  I can ' t  remember the 

benchmarks f o r  them, but they are i n  the SQM t h a t  KPMG i s  using 

t o  evaluate our performance. And t h i s  Commission recent ly s e t  

benchmarks fo r  those i n  the order t h a t ' s  supposed t o  be 
implemented w i th  May data. And I t h ink  they ' re  - -  

COMMISSIONER DEASON: Was i t  ten business hours? Is 

t ha t  - -  
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I th ink  the ones i n  existence now i s  about 85 percent w i th in  - -  
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COMMISSIONER DEASON : Are you 

MR. VARNER: We're consistent 

time1 iness. The service order accuracy 

90 t o  95. 

meet i ng those? 

y meeting the FOC 

we ' r e  runni ng between 

I th ink  t h a t  was essent ia l l y  - -  oh, the l a s t  th ing  I 

wanted t o  mention was a comment from AT&T about the June, July,  

and August f low-through data. We disclosed tha t  we d i d  have 

some problems w i th  the i n i t i a l  postings of those data. It had 

gone back, corrected, reposted. Since tha t  time, I know o f  no 

issues that  anybody has raised w i th  tha t  data o r  any reason t o  

bel ieve tha t  i t ' s  not accurate. That 's a l l .  

CHAIRMAN JABER: Thank you. Any other panel is t  f o r  

t h i s  panel, Mr. - - is  i t  Ainsworth or Ellsworth? 

MR. AINSWORTH: Ainsworth. 

CHAIRMAN JABER: Ainsworth. A1 1 r i g h t .  We are ready 

t o  move t o  the t h i r d  top ic .  B ig number three. 

COMMISSIONER DEASON: We were supposed t o  be here a t  

11:25. 

CHAIRMAN JABER: Two and a h a l f  hours ago, two hours 

ago. A l l  r i g h t .  Provisioning. 
~ 
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MS. BOONE: Madam Chairperson, could I - - before we 

s t a r t  on the provis ioning panel, a couple o f  requests from t h i s  

side. As you know, we are required t o  provide PON-specific 

information t o  Bel 1 South i n advance 

CHAIRMAN JABER: Yes 

MS. BOONE: And you've seen some response here. We 

dere wondering i f  we could get the data t h a t  they use t o  do 

t h i s  response. We could continue w i th  the  dialogue. 

CHAIRMAN JABER: You mean a f t e r  the  workshop? 

MS. BOONE: Right, j u s t  have them provide i t  t o  us, 

dhatever they used t o  create t h e i r  analysis here on the screen. 

CHAIRMAN JABER: Bel 1 South, t h a t  ' s a reasonabl e 

request 

MR. A I  NSWORTH : Sure. 

CHAIRMAN JABER: Because I don ' t  want t h i s  t o  come 

back t o  the Prehearing Of f i cer ,  how about we say w i th in  

seven days o f  today, you provide tha t  information t o  the ALECs? 

MS. BOONE: Okay. We are ready t o  move on t o  the 

I th ink  we've touched on a l o t  o f  the provis ioning panel now. 

issues, so we are going t o  - -  we are conscious o f  the time, 

Madam Chairperson, and we are moving - - wel l  1 move quick ly  

through them. I bel ieve Ms. Lichtenberg w i l l  begin. 

MS. LICHTENBERG: Yes. Let me s t a r t  by saying tha t  

the provis ioning issues are the issues t h a t  r e a l l y  touch the 

customer. That I send an order - -  I f i n d  out what the customer 
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wants; t h a t ' s  ca l led  preorder. I send t h a t  order, and 

sometimes i t  re jects ,  and sometimes i t  gets through. And when 

i t  does get through, the order needs t o  be provisioned. And 

what t h a t  means i s  t h a t  the features and the functions and t 

long-distance CIC code and the intralATA rou t ing  a l l  need t o  

provisioned, t ranslated i s  another word t h a t ' s  used, i n  the 

le 

be 

BellSouth switches so t h a t  the customer gets what the customer 

asked fo r .  

Mr. Ainsworth c i t ed  my data, which was a random 

sample o f  service order accuracy, on 500 o f  our customers fo r  

one month s ta t i ng  tha t  a f t e r  a l l  only two and a h a l f  percent 

got the wrong things. They got the wrong intraLATA - -  the 

wrong intralATA ca r r i e r .  They got the wrong features, or  they 

d i d n ' t  get a number o f  features. They got the wrong interLATA 

ca r r i e r .  And i n  a number o f  cases, they weren't able t o  block 

c a l l s  t o  th ings l i k e  Ms. Whatever-her-name-is psychic hot l i n e .  

So they were provisioned inaccurately enough t o  make customers 

run up large b i l l s  t h a t  they d i d n ' t  know they were going t o  run 

UP 

Provi s ion i  ng accuracy i s measured i n  - - by Bel 1 South 

s i m i l a r l y  t o  the way I do it, but they use fewer orders, and 

they use a l l  types o f  orders. When I look a t  t ha t  two and a 

h a l f  percent, by the way, based on the number o f  customers I 

have across the BellSouth foo tpr in t ,  t h a t ' s  close t o  4,000 who 

were provisioned wrong. And the only way t h a t  we know about 
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t h a t  i s  when the customer c a l l s  us t o  complain, o r  we or  

BellSouth f i n d  something in a random audi t .  We've been 

providing exampl es t o  Bel 1 South o f  prov i  s i  oni ng errors  s i  nce 

our launch i n  May, but I ' m  confident t h a t  Mr. Ainsworth w i l l  

have answers t o  those i n  BellSouth's rebut ta l  panel . That w i l l  

be good because i t ' s  almost a year l a t e r .  

We f i n d  t h a t  these are the most disconcerting 

customer problems o f  a l l ,  and they are problems t h a t  require us 

t o  make mu l t i p le  c a l l s  t o  BellSouth. 

and says, my c a l l  wai t ing i s  not working, I issue a t rouble 

t i c k e t  because I assume tha t  h i s  c a l l  wai t ing i s  broken. 

BellSouth w i l l  then t e l l  me, no, no, we d i d n ' t  provis ion it, so 

now you need t o  c a l l  the LCSC and issue an order, and by the 

way, i t  w i l l  take a couple o f  days t o  get t ha t  t o  work. 

Again - -  

If  a customer c a l l s  up 

COMMISSIONER DEASON: Excuse me. Do you v e r i f y  t ha t  

you're b i l l i n g  the customer fo r  c a l l  wait ing? 

MS. LICHTENBERG: Yes, s i r ,  we do. We p u l l  our own 

local  service request i n  every s ing le instance. When a 

customer c a l l s  us, we can do tha t  o n - l i n e  i n t e r n a l l y  i n  our 

systems. We v e r i f y  what we sent t o  BellSouth, and we then 

assume - - and we would have been b i  11 i n g  because we received a 

service order completion, assuming t h a t  what we ordered was put 

on the customer's account. We also - -  

COMMISSIONER DEASON: So you re fe r  t o  t h a t  before you 
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ac tua l l y  issue a t rouble t i c k e t  t o  BellSouth? 

MS. LICHTENBERG: Yes, yes. A l l  o f  our t rouble 

hand1 i ng personnel have access i n t o  M C I  ' s own systems whi ch 

w i l l  show them i n  an English language and a universal service 

order code format exact ly  what we sent, when we sent it, and 

when the completion was received by both telephone number and 

purchase order number. 

COMMISSIONER DEASON: Do you receive - -  i f  you order 

a service, you receive ind icat ions from BellSouth tha t  i t  was 

provisioned, and then you subsequently receive a complaint from 

the customer tha t  i t ' s  not working, and then you determine tha t  

i t  was never provisioned t o  s t a r t  wi th ,  do you get a refund 

from BellSouth f o r  t ha t  per iod o f  t ime tha t  service was not 

operational? 

MS. LICHTENBERG: I f  I go back i n  and look a t  my 

wholesale b i l l  and i f  I can take out o f  the hundreds o f  

thousands o f  customers I ' v e  got tha t  spec i f i c  customer number 

1 can open a dispute w i th  BellSouth t o  t r y  t o  get t ha t  money 

back. 

COMMISSIONER DEASON: So you have t o  ac tua l l y  f i l e  

f o r  tha t?  It i s  not automatic. 

MS. LICHTENBERG: It i s  not automatic. In cer ta in  

other operating companies such as Verizon, when the completion 

i s  returned t o  us, the information I talked about before, the 

et ion,  i t  ac tua l l y  shows what it i s  t ha t  t ha t  ILEC b i l l i n g  comp 
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provisioned fo r  the customer, so i t  can be compared r i g h t  there 

t o  the order. And i f  there are any issues, they can be 

resolved f o r  every customer. 

We have another i n te res t i ng  problem i n  terms o f  

er rors  i n  provisioning. Sometimes customers leave us, and we 

a t  t h a t  po in t  receive what i s  ca l led  a l i n e  loss n o t i f i c a t i o n  

from BellSouth t o  say, t h i s  i s  no longer your customer. A t  

t ha t  po in t ,  we stop b i l l i n g  the customer, and we would expect 

t ha t  we would no longer be b i l l e d  by BellSouth and we would no 

longer receive what we c a l l  d a i l y  usage records. That i s  

records o f  what the customer has dialed. 

We have provided examples t o  BellSouth, a subset o f  

which were provided i n  t h i s  hearing, showing the receipt  o f  

loca l  c a l l i n g  data f o r  customers who l e f t  us months ea r l i e r .  

Now, t h i s  points t o  two things. E i ther  the customer d i d  not 

leave us and the 1 ine 1 oss was i n  er ro r ,  but o f  course, we 

stopped b i l l i n g  the customer, so he's ge t t ing  f ree service, or 
i t  took t h a t  long t o  ipdate the customer service record, and 

these are o l d  records being sent t o  us, sometimes up t o  two 

months l a t e r .  Again, these are problems t h a t  need t o  be f i xed  

and t h a t  impact customers. 

Another problem t h a t  we are having goes back t o  t h i s  

issue o f  pending service orders. We receive a r e j e c t  saying, 

you cannot migrate t h i s  customer. A l l  records are f i n a l .  Now, 

t ha t  general l y  means the customer has no phone service, but 
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given the fac t  t ha t  he ca l led  us on the  phone, we've got t ha t  

me taken care o f .  When we take t h a t  t o  the LCSC - -  and 

Fleming (phonetic) Is land takes a whi le t o  answer the phone, 

and a c a l l  generally takes about 25 minutes t o  t r y  t o  get an 

answer - -  we are t o l d  i n  many o f  these cases tha t ,  no, the 

customer hasn't  l e f t  us. The CSR has not been updated. And i n  

m e  case l a s t  week, we were t o l d  tha t  i t  normally takes a t  

least  f i v e  days t o  update t h a t  CSR. So again, there i s  some 

question o f  what these help desks are ac tua l l y  t e l l i n g  us. We 

can't t rack  down how t h a t  was handled because, o f  course, 

Fleming Is land does not al low CLECs t o  get a t rouble t i c k e t  

number so tha t  we could re fe r  back t o  them and say, I cal led 

you on Tuesday w i th  Ticket 1234. What was the status o f  it? 

These are a l l  very t roub l ing  issues because these are 

issues t h a t  impact customers. We want t o  work w i th  BellSouth 

on them, and we appreciate t h i s  Commission providing us a forum 

t o  do tha t .  It doesn't appear t o  happen t h a t  way on a d a i l y  

basis. 

And l e t  me note also before I pass the baton tha t  

KPMG has seen s imi la r  problems i n  the excel lent  t h i r d - p a r t y  

t e s t  being run by t h i s  Commission, t rans la t i on  errors,  errors 

i n  g iv ing  the customer what they want. 

And I bel ieve we go next t o  Covad. 

MS. BOONE: Yes. I ' d  l i k e  t o  t a l k  b r i e f l y  about our 

experience i n  the provis ioning process w i th  two o f  our three 
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types o f  loops. The f i r s t  i s  the IDSL loop you've already 

heard about. That 's about 43 percent o f  our orders. This i s  a 

loop t ha t  enables us t o  serve customers t h a t  are more than 

18,000 fee t  from the central  o f f i ce ,  so i t ' s  not a 

d istance-sensi t ive technology which i s  good. And i t  also 

enables us t o  provide DSL over f i b e r  which i s  a b i g  problem i n  

BellSouth because there i s  so much i n  f i b e r  i n  F lor ida t h a t ' s  

p a r t i c u l a r l y  acute. 

We've had the same sor ts  of problems w i th  t h i s  loop 

r e a l l y  since we got i n t o  business here i n  August o f  1999. And 

i t  kind o f  comes down t o  some basic provis ioning r e a l i t i e s ,  and 

t h a t  i s  t ha t  when you have a loop t h a t  works over f i be r ,  you 

have a l i n e  card t h a t ' s  i n  the central  o f f i c e ,  and you have 

another one t h a t ' s  out there i n  the remote terminal And i t ' s  

r e a l l y  nothing more than the set t ings on these cards have t o  

match. And t h a t ' s  exact ly  the same when BellSouth provisions 

i t s  own IDSL service. 

same loop. I t ' s  the  same everything. But we seem t o  have had 

a l o t  o f  problems i n  ge t t ing  those l i n e  cards s i tuated 

correct1 y . 

I mean, i t ' s  the  same process. I t ' s  the  

As a r e s u l t  o f  the Georgia Commission's involvement 

i n  the 271 process l a s t  year, a co l laborat ive was formed w i th  

BellSouth and Covad, and some new t e s t  scenarios have been put  

i n  place toward the end o f  November, beginning o f  December, and 

we have not yet seen whether t h a t ' s  going t o  y i e l d  resu l ts .  

FLORIDA PUBLIC SERVICE COMMISSION 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 
16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

168 

We're certainly hopeful, but if you look on Page 12 o f  our 
presentation, that will give you a sense of sort o f  some of 
the - -  the magnitude o f  the problem. This is from BellSouth 
reported data specific f o r  Covad. That's part o f  the 
performance measurements application platform, PMAP. 

Bel 1 South mi ssed 11 percent of instal 1 ati on 
appointments in Florida on these loops in November. We have 
3 percent troubles in 30 days, but then o f  those, we have 
30 percent repeat troubles. And that's really where it comes 
in to .  We've been doing a lot o f  research on closing out orders 
to no trouble found, and in Georgia because the 271 process 
BellSouth has put i n  place some mechanisms t o  automatically 
call for a joint meet when the Bell technician would normally 
say, oh, look, 1 can't find any trouble. So we're hoping f o r  a 
similar process here in Florida because that seems to have 
helped a little bit in Georgia. 

The next type of loop is line sharing. And again, 
this is a very analogous service t o  what BellSouth Fast Access 
retail service is, and that i s ,  you've got an existing - -  a 
BellSouth voice customer. We're just using the high frequency 
portion o f  the loop. We have this cool kit that we send out to 
folks, o r  our ISPs  send them, and they get it at home. They do 
a couple o f  installations just like the BellSouth product 
works, and the only work that's done by BellSouth i s  actually 
done in the central office. So they don't have to roll a truck 
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ir anything like t h a t .  
utomers a l o t  more o f  a timely DSL i n s t a l l a t i o n .  And we have 

3 contract t h a t  entitles us t o  a three-day loop interval, and 

ve're getting five days currently. And again,  there's no truck 
lol l  involved. I t ' s  literally doing cross-connections i n  the 
:entral office. That's the entire work effort on the part of 

the Bel 7 South 

So i t ' s  a l o t  faster. I t  should give 

In November, 36 percent of our orders had troubles on 
them w i t h i n  the f i r s t  30 days, and of those, 30 percent had 

pepeat troubles. BellSouth missed 18 percent o f  repair 
appointments. The average duration was 14 hours. And 

recently, we have seen a problem w i t h  - -  this goes back t o  the 
Dreauthorization for conditioning t h a t  I mentioned i n  the 
leginning, and t h a t  i s ,  BellSouth will actually turn up line 
shared loops t o  us and say, okay, we're done w i t h  t h a t .  We're 

ready t o  hand i t  over, and i t  will show up. 
load coil on the loop which means our service w o n ' t  work. We 

x t u a l l y  have t o  get them t o  go out  there and remove t h a t .  But 

dhat's interesting is t h a t  part o f  the BellSouth provisioning 

process is  supposed t o  be a test  on the loop right a t  the very 
end o f  the provisioning i n  the central office t o  look out t o  
the NID a t  the customer's house and see i f  there are any load 

coils.  And t h a t  seems t o  have broken down. 

I t  will have a 

I t  also shows t h a t  there are quite substantial errors 
oop makeup because obviously we do a loop makeup test  i n  the 
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before we even provis ion the loop. This i s  sor t  o f  

symptomatic. Also, on stand-alone DSL loops, we have got some 

delays. 

compare what Covad gets i n  terms o f  an i ns ta l l a t i on .  You have 

t o  ac tua l l y  add the FOC in te rva l  p lus the order completion 

i n te rva l  . Most ILECs measure from when we sent i n  an LSR t o  

when the  order i s  ac tua l l y  i ns ta l l ed ,  and tha t  measures the 

en t i re  experience - -  the en t i re  per iod o f  t ime tha t  BellSouth 

has the loop. But under the way the measurements are i n  

BellSouth, we have t o  add two o f  those together, and as a 

resu l t ,  the customer experience f o r  Covad's customer i s  a much 

1 onger i n s t a l  1 at ion.  

I f  you want t o  look - -  i t ' s  in te res t ing  i f  you want t o  

I bel ieve Network Telephone i s  next. Thank you. 

MR. KOPYTCHAK: Thank you. I ' d  l i k e  t o  k ind  o f  go 

back on c l a r i f i c a t i o n s  because when I was going through 

ordering, I h i t  c la r i f i ca t i ons .  And i f  you look a t  Page 12 o f  

our handout, we ac tua l l y  had it i n  there. And I bel ieve tha t  

Mr. Ainsworth took a sample o f  the 113 orders tha t  we sent i n ,  

and he sampled 35 o f  them and said 26 were va l id ,  meanlng 

9 were inva l i d .  

This i s  what BellSouth t y p i c a l l y  does. They don ' t  

give any resolve. They j u s t  come back w i th  number, and I can 

assure you tha t  on the 26 tha t  they ' re  c a l l i n g  va l i d ,  our back 

o f f i c e  provis ioning s t a f f  went through - -  I don ' t  even know 

what t o  c a l l  i t  - -  a tremendous task t o  get these orders 
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worked. They spend hours and hours and hours on the phone, and 

I mean l i t e r a l l y  hours on the phone w i th  LCSC t r y i n g  t o  resolve 

i n v a l i d  c la r i f i ca t i ons ,  and then BellSouth puts out an 

escalat ion procedure. And i f  you knew the amount o f  time and 

cos t ly  e f f o r t  tha t  was involved t o  reach tha t  escalat ion 

procedure, I th ink  tha t  address would need t o  be taken w i th  

respect t o  i n v a l i d  c la r i f i ca t i ons .  I can t e l l  you tha t  I spent 

four hours on the phone w i th  LCSC, I bel ieve i t  was Friday. It 

was l a s t  Friday, and I escalated i t  a l l  the way up t o  

Cathy Logan (phonetic), who i s  a manager w i th in  the LCSC, and 

i t  had t o  do w i th  RPONs, due dates, and calculated dates being 

the same. 

The due dates were the same on the confirmation 

request t h a t  we got back from Be l l  . The calculated dates were 

d i f f e ren t .  LCSC couldn ' t  work the  order. We had t o  fax them 

the s i tua t ion .  Four hours l a t e r ,  Cathy Logan t o l d  me, w e ' l l  

correct  t h i s  order and work it, but  we won't be working any 

more o f  these. 

It was an i n v a l i d  c l a r i f i c a t i o n .  These are the types 

o f  responses tha t  we get da i l y ,  and i t  costs our back o f f i c e  

provi  sioners the i  r i nabi 1 i t y  t o  work orders f o r  customers 

because they ' re  spending time on the phone w i th  LCSC. We would 

request t h a t  Mr. Ainsworth provide us w i th  those - -  a l l  113 o f  

those and give us exact ly why they consider them va l i d ,  because 

I bel ieve the adage goes tha t  i f  you can ' t  recognize there 's  a 
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problem, there 's  no resolve. 

there 's  a problem, we're going t o  cont-inue t o  have t h i s  back 

o f f i c e  performance issue. 

CHAIRMAN JABER: Let me ask you a question about the 

If they ' re  not recognizing tha t  

example you've given us tha t  you addressed yoursel f 1 ast  

Friday, the i n v a l i d  c l a r i f i c a t i o n .  What u l t imate ly  - -  why was 

i t  kicked out? 

MR. KOPYTCHAK: Well, you mean on the RPON, 

j u s t  addressed? 

CHAIRMAN JABER: (Nodding head af f i rmat ive1 

the one I 

'. 1 
MR. KOPYTCHAK: We received a confirmation not ice 

from LENS saying tha t  the due date ca lcu la t ion  - -  when you get 

RPONs, both o f  the due dates have t o  be the same for BellSouth 

t o  work the order. I phys ica l l y  held i n  my hand a copy o f  the 

confirmation not ice showing tha t  the RPONs - -  or  the due dates 

were the same. BellSouth's systems were showing tha t  they were 

not the  same, and they couldn ' t  work the order. 

phys ica l l y  get on the phone a f t e r  a tremendous amount o f  time 

o f  escalat ion and fax what I was looking a t  t o  prove t o  

BellSouth tha t  we had no - -  t ha t  the due dates were ac tua l l y  

the same. 

I had t o  

CHAIRMAN JABER: I heard you say tha t .  I ' m  looking 

f o r  the resolve as we l l .  Le t ' s  take i t  a step a t  a time. 

Bel lSouth's s y s t e m s  d i d  not show consistent due dates. Why i s  

tha t?  Who puts the information i n t o  the BellSouth system? 
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MR. KOPYTCHAK: BellSouth's system - -  we request the 

due date, and BellSouth gives us a calculated due date. The 

due dates tha t  we requested were the same. The calculated due 

dates tha t  we were seeing were the same. The calculated due 

dates tha t  BellSouth was seeing was d i f f e ren t .  

CHAIRMAN JABER: Okay. Why? Do we know? 

MR. KOPYTCHAK: No, ma'am, we don ' t  know. And 

BellSouth d i d n ' t  know. And BellSouth took i t  as an act ion 

item, and a t  the same time w i th in  the same breath t o l d  us they 

weren't  going t o  work the  orders anymore. 

CHAIRMAN JABER: A l l  r i g h t .  So tha t  inconsistency 

immediately resu l ts  i n  a c l a r i f i c a t i o n  re jec t ion .  

MR. KOPYTCHAK: Correct. 

CHAIRMAN JABER: And i t  ' s automati c a l l  y rejected t o  

you. 

MR. KOPYTCHAK: Correct. And I had a provisioner 

escalat ing t h i s  issue for four hours t h a t  couldn ' t  work any 

more orders, the work orders on a production- based environment. 

CHAIRMAN JABER: Okay. And the  escalat ion process 

j u s t  means tha t  you ' r e  t a l  king t o  supervi sor , supervi sor , 

supervi sor . 
MR. KOPYTCHAK: Correct . We spent four hours 

r e i t e r a t i n g  our pos i t ion  t o  f i v e  o r  s i x  people time a f te r  time 

a f t e r  time. 

CHAIRMAN JABER: I s  it t h a t  the f i r s t  person or  the 
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address the  problem immediately? 

MR. KOPYTCHAK: That i s  correct ,  t ha t  i s  correct. 

CHAIRMAN JABER: So t o  resolve an issue, even i f  they 

agree w i th  you, does i t  have t o  get escalated? 

MR. KOPYTCHAK: There has been numerous s i tuat ions 

where they have agreed w i th  us and are not empowered t o  correct  

the s i tua t ion .  And the second th ing  they want us t o  do then i s  

supp the order and send i n  another order a t  a cost o f  manual o r  

mechanized rates,  whatever i t  i s .  

CHAIRMAN JABER: Give me an example o f  the 

f i r s t  person you t a l k  to .  Is t ha t  a service representative? 

What i s  t h e i r  t i t l e ,  the f i r s t  person you t a l k  to?  

~ I 

I 

MR. KOPYTCHAK: The f i r s t  person we t a l k  to ,  usual ly 

now tha t  Fleming Is land i s  geared up, which has been a problem, 

i s  a service representative on tha t  side. So we c a l l  and we 

give them information, and we request t o  immediately speak t o  a 

supervisor regarding the c l a r i f i c a t i o n  i n  question. 

CHAIRMAN JABER: Okay. And the person tha t  

u l t imate ly  solved your problem four hours l a t e r  was a what i n  

the management scheme? 

MR. KOPYTCHAK: I ' m  not exact ly  sure. They change 

every day, but  they ' re  customer service representatives, 

they ' re  managers, they ' re  beyond the supervisors. The go a l l  

the way up i n t o  d i rec to r  leve 
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CHAIRMAN JABER: And w i th  respect t o  your request for 

information, Mr. Kopytchak, I ' v e  already asked BellSouth t o  

give you information re la ted t o  the  data i n  the presentations 

that they have used w i th in  a week's time. 

MR. KOPYTCHAK: Great. Thank you. The other area 

I ' d  l i k e  t o  address i s  the CSRs t h a t  weren't updating. 

believe t h a t  Mr. Ainsworth responded saying tha t  out o f  the 498 

PONs tha t  we provided, 50 percent o f  them updated w i th in  two 

days. We d i d n ' t  se lec t i ve ly  choose 498 PONs. We gave you a 

block o f  PONs. And most ce r ta in l y  w i th in  those time frames, 

there were PONs tha t  updated w i th in  two days. However, 

50 percent, or approximately 250 o f  those PONs, updated 10, 12, 

14 days ahead o f  the timeframe t h a t  BellSouth i s  suggesting. 

That creates extended customer service i nterval  s and extended 

back o f f i c e  areas. And we would l i k e  tha t  investigated as well  

because BellSouth admitted tha t  50 percent o f  the 498 PONs 

updated wi t h i  n two days. 

I 

And then the l a s t  area tha t  I ' m  going t o  j u s t  k ind  o f  

cover, I j u s t  have a question f o r  BellSouth w i th  respect t o  the 

ADSL USOC. 
t ha t  some o f  the times when we migrate service over and there 

i s  the ADSL USOC, we don ' t  want the ADSL. We bas ica l l y  want 

the voice, and we're going t o  i n s t a l l  our own loop. The ADSL 

USOC proh ib i ts  us from even leaving the loop where i t  i s  and 

t ransferr ing the voice, because bas ica l l y  we need the  loop up 

I j u s t  would l i k e  the Commission t o  know as wel l  
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anyway, so we're going t o  order the loop f i r s t ,  and then we're 

going t o  migrate the voice over. And tha t  pending service 

order w i th  respect t o  the ADSL USOC won't al low us t o  even 

leave the loop. 

Secondly, what we'd l i k e  t o  ask BellSouth i s ,  i s  we 

understand tha t  Bel 1South - - 

COMMISSIONER DEASON: Just a second. 

MR. KOPYTCHAK: Yes, s i r .  

COMMISSIONER DEASON: What do you mean by leave the 

own? 

1 I l e t ' s  say tha t  the customer 

and they have decided t o  take our 

loop and then provis ion your 

MR. KOPYTCHAK: We 

ac tua l l y  has ADSL w i th  Be l l  , 

service. 

COMMISSIONER DEASON: They say the customer doesn't 

have ADSL. 

MR. KOPYTCHAK: We1 1 , l e t  ' s  say - - 
COMMISSIONER DEASON: They have an arrangement w i th  

an ISP,  and the ISP i s  the customer o f  BellSouth. 

MR. KOPYTCHAK: You know, there 's  several s i tuat ions.  

They could have ADSL. They could not have ADSL. I t  could be 

through t h e i r  I S P .  It could be through BellSouth. Does tha t  

make sense? 

COMMISSIONER DEASON: Bel lSouth says they ' re  not i n  

t h a t  business, not on a r e t a i l  business. They do not provide 

ADSL on a r e t a i l  basis. Am I mistaken? 
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MS. COX: No, t h a t ' s  correct .  The ADSL, the 

telecommunications service, we s e l l  s t r i c t l y  t o  network service 

providers. The service I believe he's re fe r r i ng  t o  i s  our Fast 

4ccess whi ch i s an enhanced service, which i s our In ternet  

service. 

MR. KOPYTCHAK: And t h a t  goes t o  the question tha t  I 

das going t o  ask, so maybe we can put tha t  question f i r s t .  And 

that question i s ,  as Fast Access i s  the largest  regional ISP ,  

i s  the  USOC on Fast Access? And maybe SellSouth can answer 

that  

MS. COX: The same ADSL USOC would be on a l l  l i nes  

that  have our In ternet  - - our wholesale service, which would 

i ncl  ude Fast Access 

MR. KOPYTCHAK: So i f  I'm understanding r i g h t ,  they 

do have the  ADSL wi th  BellSouth, and the USOC i s  on the CSR. 

I t ' s  j u s t  ca l led Fast Access. That 's the ISP.  

MS. COX: No, not exact ly.  The USOC t h a t  we're 

discussing i s  the wholesale USOC, and i t ' s  an in te rs ta te  access 

service and it s purchased by network servi  ce providers, 

In ternet  service providers. Bel 1South's In te rne t  service 

provider a1 so purchases t h a t  who1 esal e service which i t  

packages w i th  In ternet  access and provides as Fast Access. 

MR. KOPYTCHAK: I'm sorry,  I don' t  understand. Fast 

Access - -  
CHAIRMAN JABER: Commissioner Deason, unless t h i s  i s  
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information you want t o  hear r i g h t  now, I thought I ' d  ask 

Mr. Kopytchak and Ms. Cox t o  meet on t h i s ,  discuss t h i s  a f te r  

the workshop. Le t ' s  move t h i s  along. 

COMMISSIONER DEASON: That 's f i ne .  

MR. KOPYTCHAK: Commissioner Deason, does 

your question? Because I bel ieve tha t  i s  i n  the r e  

t h i s  answer 

a t ion  t o  

the f a c t  t ha t  BellSouth provides the ADSL and the USOC i s  on 
the CSR. 

CHAIRMAN JABER: M r .  Kopytchak, I j u s t  asked my 

colleague tha t  question, so w i th  - -  

MR. KOPYTCHAK: I ' m  sorry. I d i d n ' t  understand. 

CHAIRMAN JABER: No, you need t o  f i n i s h  your 

presentation. 

MR. KOPYTCHAK: Okay. I bel ieve tha t  - -  actual ly,  

t h a t ' s  a l l  I had i n  t h i s  area. 

CHAIRMAN JABER: Are you sure? 

MR. KOPYTCHAK: Yes, i t  i s .  Thank you. 

CHAIRMAN JABER: Good. And I would hope tha t  you 

take advantage o f  'Ms. Cox a f te r  t h i s  workshop and discuss your 

concerns fur ther .  

MR. KOPYTCHAK: I w i l l .  Thank you. 

CHAIRMAN JABER: Any other ALEC par t ic ipants? 

MR. MURDOCH: H e l l o .  My name i s  Br ian Murdoch w i th  

KMC Telecom. Let me j u s t  f i r s t  o f f  say good afternoon. This 

i s  KMC's f i r s t  appearance on t h i s  panel. And  forg ive me i f  I 
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ra ise  a couple o f  problems tha t  you may have considered t o  be 

part o f  the preorder o r  ordering, bu t  when I look a t  

provis ioning and the way KMC provisions loca l  services i n  the 

s ta te  o f  Flor ida,  some o f  these we a t t r i b u t e  t o  the actual 

provis ioning process and how i t hampers our doing business w i th  

Bel 1 South 

Let me f i r s t  o f f  s ta te t h a t  KMC Telecom i s  a 

fac i l i t y -based provider, not  only i n  F lo r ida  bu t  i n  the 

other - -  i n  e ight  o f  the  other nine s ta te  t e r r i t o r y  o f  

BellSouth. We operate i n  three o f  the BellSouth c i t i e s  here i n  

F1 or ida : Daytona Beach, Me1 bourne, and Pensacol a. 

F i r s t  order o f  issue fo r  us i n  the provis ioning 

agenda here are where KMC has recent ly  been ge t t ing  incomplete 

FOCs, o r  firm order confirmations, from BellSouth. Incomplete 

in a sense tha t  the  order has been accepted by BellSouth but  

ye t  doesn't contain a l l  o f  the necessary o r  per t inent  

information from KMC Telecom t o  begin the  provis ioning process. 

For example, our LNP, or l oca l  number p o r t a b i l i t y ,  

orders with BellSouth have been missing the BellSouth ordering 

number associated w i th  our PON number. My fr iends i n  the ALEC 

or  CLEC community would agree tha t  not having the Be l l  ordering 

number t o  reference when requesting status o r  looking for 
assistance from BellSouth impedes the a b i l i t y  t o  coordinate the 

i n s t a l l a t i o n  and the due date. And a t  t h i s  po in t  i n  time, 

there has been no BellSouth ownership, and the issue has been 
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i n  front o f  KMC, and I haven't heard i t  yet today but  a t  least 
i n  front o f  KMC for the last  four months. 

The work-around proposed and underway w i t h i n  KMC is 
t h a t  t h a t  just means an addi t ional  telephone call  t o  the local 
carrier service center, or the LCSC, which obviously drives 
operating costs for KMC higher. 

KMC a1 so experiences the same service delivery 
jeopardies w i t h  regards t o  the DSL impacts t h a t  we have heard 
earlier today, so I ' l l  work w i t h  Kyle and Ms. Cox t o  understand 
how BellSouth will work w i t h  the CLEC community i n  t h a t  regard. 

We also have many cases where we have our orders 
rejected i n  error. And i n  - - for instance, we have mechanized 
di  sconnect orders t h a t  are rejected f o r  i nval i d  circuit 
identification. This is where we have identified a particular 
circuit ID t o  be disconnected, and BellSouth has t o l d  us, i t ' s  
an inva l id  circuit; your order i s  rejected; i t ' s  not going 

anywhere - - anywhere fas t  a t  t i a t  p o i n t ,  anyway. B u t  we 
validate - -  the CLEC has the opportunity t o  validate the 
circuit IDS i n  a BellSouth back office system called COSMOS. 

And t h a t ' s  part o f  the process when you're disconnecting a 
service, i s  t o  - - obviously you d o n ' t  want t o  disconnect the 
wrong circuit, so you validate which circuits you're looking t o  

disconnect. And the work-arounds, and t h a t  again entails 
calling the local service center and addi t iona l  phones calls, 
you can eventually get the LCSC t o  yield and acquiesce t h a t ,  
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oh, the CLEC, you do have the appropriate c i r c u i t  I D .  We have 

rejected your order i n  er ror ,  but t ha t  causes delays f o r  our 
provi s i  oni ng purposes. 

We also have P I C  change on a mechanized basis orders 

being rejected. The l a t e s t  inc ident  here i n  the s ta te  o f  

Flor ida,  and forg ive me, I don' t  reca l l  the I X C  code t h a t  was 

involved, but  what i t  amounted t o  was the orders were rejected 

based on BellSouth back o f f i c e  tables not being updated w i th  a 

current I X C  provider. So addit ional phone c a l l s  i n t o  the LCSC 

and a couple o f  days l a t e r  we're able t o  get the P I C  changes 

made on customers, where as a matter o f  BellSouth's business, 

i t  could take as long as four hours. So i n  the l i g h t  o f  our 

customer, we appear t o  be not as e f f i c i e n t  as the incumbent. 

And of course, the perception i s  hard t o  overcome. 

The next opportunity f o r  KMC and BellSouth are t o  

address the Bel  1 South- caused m i  ssed instal 1 a t i  on appointments 

This i s  where on average BellSouth causes o r  misses 26 percent 

o f  our DS-1s t h a t  we've attempted t o  i n s t a l l  i n  a given month 

on average. The BellSouth standard o r  the BellSouth mark or 
benchmark on tha t ,  they have missed less than 3 percent on 

average. So there i s  a d i spa r i t y  i n  regards t o  tha t  number. 

What we found i s  t ha t  the pending f a c i l i t y  scenario 

has hampered KMC's abi 1 i t y  t o  del i v e r  service i n  the stated due 

date tha t  we have made. And the due date, again, i s  based on 

the FOC date t h a t  BellSouth responds t o  us w i th in  24 hours. 
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However, BellSouth does not necessari ly do a f a c i l i t y  check i n  

the time o f  receiv ing tha t  LSR from KMC and de l i ver ing  the FOC 

back t o  KMC. 

I have heard from my f r iends on the ALEC panel here 

tha t  there are advantages t o  obviously having an FOC returned 

as qu ick ly  as possible so tha t  you can set the customer 

expectation f o r  the due date, but  I bel ieve i n  the f l i p  side o f  

the coin i s  tha t  you also want an accurate due date t o  l e t  the 

customer i n  on. And when there 's  not a f a c i l i t y  check i n  

place, i t ' s  - -  we've been l e f t  t o  bas ica l l y  a 50-50 - -  or, 
r e a l l y ,  26 percent o f  the time, we're coming up on the short 

end o f  the  s t i ck .  

The proposed work-around f o r  KMC would be t o  have 

BellSouth delay de l i ver ing  an FOC back t o  KMC upon a f a c i l i t y  

check. We've heard t h a t  - -  from our BellSouth account teams 

tha t  t h a t ' s  not necessari ly - -  t h a t ' s  not something t h a t ' s  

feas ib le  f o r  them t o  do. As they t ry  t o  standardize those 

types o f  processes and based on the s tate commissions mandates 

tha t  they re tu rn  the FOC w i th in  a stated amount o f  time, they 

would be i n  noncompliance w i t h  the s ta te  mandate. 

The l a s t  po in t  I ' d  l i k e  t o  make i s  the - -  upon the 

conversion from an ILEC - -  or  from the BellSouth service t o  the 

KMC service of fer ing,  we have experienced a number o f  premature 

disconnects. This addresses - -  o r  t h i s  r e a l l y  goes t o  po in t  

out the fac t  tha t  there i s  s t i l l  two orders o r  a dual step 
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process where there i s  a new order or a disconnect order i n  

place when a CLEC por ts  customers. There has been proposed a 

"C"  order, or  a change order, I guess, tha t  takes i n t o  account 

the new connect and the disconnect. That process I ' v e  heard 

and I ' v e  seen i s  forthcoming f o r  the year o f  2002. But j u s t  so 

t h i s  panel and t h i s  Commission understands, i t  continues t o  be 

an issue for KMC Telecom i n  the s ta te  o f  F lor ida because 

customers lose d ia l  tone and they are not too sa t i s f i ed  w i th  

tha t .  I f  there are any questions. 

CHAIRMAN JABER: Next speaker. 

MS. BERGER: Good afternoon. My name i s  

Denise Berger w i th  AT&T, and I '  11 focus my comments on two 

d i f f e r e n t  areas. The f i r s t  area I ' d  l i k e  t o  focus i n  on i s  the 

area o f  UNE-P provisioning. As t h i s  Commission i s  well  aware, 

a UNE-P order r e a l l y  should be transparent t o  the end user 

customer, but  our experience, and you've heard some o f  the 

other ALECs t a l k  about t h i s  as we l l ,  i s  t ha t  t ha t  i s  not always 

the case. 

KMC j u s t  t o l d  you about the unrelated N&D orders, 

which i s  a new connect and a disconnect order. The ALECs issue 

one order t o  BellSouth t o  t rans i t i on  the customer service from 
BellSouth t o  AT&T. BellSouth implements two orders. If those 

orders are not  re la ted or  i f  somehow the disconnect order gets 

worked p r i o r  t o  the new connect order, the customer loses 

service. Now, BellSouth i s  proposing a new Single "C"  order t o  
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be implemented i n  Apr i l  o f  t h i s  year, but  we're not cer ta in  

tha t  t ha t  i s  going t o  f i x  the problem. They had implemented an 

in te r im f i x  a couple o f  months ago t o  r e l a t e  the D&N orders, 

and we're s t i l l  seeing problems w i th  customers going out o f  

servi  ce 

M C I  also ta lked t o  you, as wel l  as several other o f  

the ALECs, about the BellSouth retyp ing orders and making 

errors  on those orders as they ' re  retyped. And I won't get 

i n t o  t h a t  i n  de ta i l  again, but  M r .  Ainsworth had ta lked t o  you 

about the  BellSouth q u a l i t y  checks t h a t  they had put i n  place 

t o  t r y  and prevent tha t  from happening. But what I ' d  l i k e  the 

Commission t o  be aware o f  i s  t ha t  those qua l i t y  checks only 

compare the service order back - -  t ha t  the qua l i t y  checks only  

look a t  the service order tha t  was typed by BellSouth. 

doesn't look a t  the LSR or  the order tha t  was submitted by the 

ALEC. So i f  there are er rors  tha t  are introduced on those 

orders, then those w i l l  not be caught in those qua l i t y  checks. 

I t  

COMMISSIONER DEASON: I 'm - - i f  they don ' t  compare 

the two, what are they checking? 

MS. BERGER: They're checking the order tha t  they 

typed t o  what came out o f  the end o f  t h e i r  p ipe l ine,  not what 

the  ALEC sent t o  them. So i f  there were some order prob ems 

introduced by the Bel 7South rep retyp ing t h a t  e lect ron ic  order, 

then i t  wouldn't be caught i n  tha t  q u a l i t y  check. 

COMMISSIONER DEASON: I understand tha t .  And I guess 
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what are they checking? I f  they ' re  not  checking fo r  the 

accuracy o f  the end w i th  what came i n  from you, what are they 

checking then? 

MS. BERGER: That ' s our question. 

COMMISSIONER DEASON: Okay. 

COMMISSIONER BRADLEY: Madam Chair? 

CHAIRMAN JABER: Yes, Commissioner. 

COMMISSIONER BRADLEY: One question maybe on a 

pos i t i ve  note. What i s  working w i th in  the  system tha t  we can 
b u i l d  upon? 

CHAIRMAN JABER: Commissioner, I'm sorry, I d i d n ' t  

hear your question 

COMMISSIONER BRADLEY: I said, what i s  working w i th in  

the system o f  connecting the ALECs w i th  8el lSouth's UNE system 

t h a t  we can b u i l d  upon? 

CHAIRMAN JABER: Sort o f  look ing a t  the best 

pract ices,  what i s  working w i th in  the  system tha t  we can b u i l d  

upon here? 

COMMISSIONER BRADLEY: Yes . 
CHAIRMAN JABER: Well, t h a t ' s ,  l i k e ,  a subject f o r  a 

whole other workshop, Commissioner, bu t  l e t ' s  have an answer t o  

tha t .  Le t ' s  s t a r t  w i th  Ms. Berger since she's speaking now, 

and then w e ' l l  go t o  BellSouth. 

And then, Commissioner Bradley, the  other th ing  I ' l l  

do i s  make sure tha t  Lisa Harvey comes t o  see you and - - when 
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IOU get back i n t o  the o f f i c e ,  we ' l l  have her walk through the 

ISS t e s t i n g  procedures. 

COMMISSIONER BRADLEY: Thank you . 
CHAIRMAN JABER: Go ahead, Ms. Berger. 

MS. BERGER: That 's a very d i f f i c u l t  question t o  

mswer because when a UNE-P order does work wel l ,  i t ' s  a 

ieau t i fu l  th ing,  you know. It t ru ly  i s .  I t  i s  transparent t o  

:he end user. He does not - - there 's  not a b l  i p  i n  h i s  

service. He t rans i t i ons  from BellSouth t o  AT&T, and i t  i s  a 

Iery pos i t i ve  experience f o r  t ha t  customer. That i s  what works 

Jell . 
However, when tha t  does not work wel l ,  then you have 

1 - -  the f l i p  side o f  t h a t  coin. You have a customer who 

2xpected one th ing,  which was a transparent t r a n s i t i o n  of 

;ervi ce, and got somethi ng compl e te l  y d i  f ferent , you know, got 

service disrupt ion,  got business impact, was taken out o f  

service, d i d n ' t  get what he ordered, d i d n ' t  get b i l l e d  the 

- igh t  th ing.  I mean, the l i s t  goes on and on. So i t ' s  a 

j i f f i c u l t  question t o  get your hands around. When i t  works, 

i t ' s  a beaut i fu l  th ing.  When i t  doesn't, i t ' s  very ugly. 

CHAIRMAN JABER: Okay. BellSouth, I am going t o  give 

you an opportunity t o  respond t o  the Commissioner's question. 

How about we do i t  when your panel i s  up? 

Okay, Commissioner? 

COMMISSIONER BRADLEY: Yes, t ha t  ' s f ine .  Thank you. 
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CHAIRMAN JABER: Go ahead, Ms. Berger. 
MS. BERGER: The l a s t  po in t  tha t  I ' d  l i k e  t o  make on 

the UNE-P orders i s  tha t ,  as we said, the service t r a n s i t i o n  

should be transparent. However, what we are f ind ing  out i s  

t ha t  sometimes BellSouth changes the f a c i l i t i e s  t h a t  the 

customer i s  on. How we f i n d  out about t h i s  i s  when we 

determine w i th in  t h a t  f i r s t  72 hours tha t  the customer's 

t r a n s i t i o n  tha t  there i s  a problem, we go back t o  BellSouth t o  

t r y  and work i t  and get feedback back from the LCSC or  the 

CWINS center t ha t  the problem stemmed from the f a c t  t ha t  the 

customer's f a c i l i t i e s  were changed. So I ' m  tak ing the 

BellSouth representative a t  h i s  o r  her word tha t  t h a t ' s  indeed 

what has happened, which I don ' t  bel ieve i n  a UNE-P environment 

shoul d be what ' s happeni ng . 
The next area tha t  I ' d  l i k e  t o  focus i n  on i s  UNE-L, 

which i s  the  UNE loop, where AT&T i s  providing the switching, 

and we are leasing the loop from BellSouth. KMC ta lked t o  you 

a l i t t l e  b i t  about f a c i l i t i e s  checks, and tha t  i s  - - the 

f i r s t  po in t  on the handout tha t  you've got i s  t ha t  the jeopardy 

not ice management process by Bel 1 South i s  causing problems f o r  

our customers. 

For example, there are many occasions tha t  we get a 

jeopardy no t ice  from BellSouth on the day tha t  the cut  i s  

scheduled t o  take place. What t h i s  does i s ,  not on ly  does i t  

disrupt  the customer's plans, but i t  disrupts AT&T's plans as 
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we l l .  What exacerbates t h i s  s i tua t ion  and makes i t  an even 

worse s i tua t ion  i s  t ha t  although AT&T i s  sending an order over 

t o  Bel 1South w i th  our appropriate contact information - - f o r  

example, BellSouth, here's my order. I f  you have questions, 

here i s  the service rep 's  name, telephone number, and fax 

number for you t o  get back t o  AT&T. 

What exacerbates t h i s  s i tua t ion  o f  the jeopardy 

notices coming i n  on the day o f  the scheduled cu t  i s  t ha t  many 

times the  jeopardy not ice i s  e i ther  faxed back t o  the wrong fax 

number, an o l d  one tha t  hasn' t  been i n  service f o r  a couple o f  

years, o r  the AT&T service rep picks up h i s  o r  her voice m a i l  

and gets a l o t  o f  fax tones on t h e i r  voice m a i l  because 

obviously BellSouth i s  t ry ing t o  fax the jeopardy notice, and 

t h i s  i s  an assumption on our pa r t  j u s t  because o f  what we do 

know, but  tha t  they ' re  t ry ing t o  fax tha t  jeopardy not ice back 

t o  the service representative's voice number. 

COMMISSIONER DEASON: Have you contacted Bel 1 South 

and gave them the correct  telephone number? 

MS. BERGER: Yes, s i r .  And l i k e  I said, i t ' s  on - -  

the correct  telephone number and the correct  fax number are on 

the service order t h a t ' s  sent across from AT&T t o  BellSouth. 

The f i n a l  UNE-L issue tha t  I ' d  l i k e  t o  c a l l  your 

a t ten t ion  t o  i s  the issue o f  the c i r c u i t  I D .  And I won't go 

i n t o  the same de ta i l  t h a t  KMC went i n to ,  but  I would l i k e  t o  

t a l k  j u s t  a 1 i t t l e  b i t  about LFACS since M r .  Ainsworth had 
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brought tha t  up ea r l i e r .  AT&T had negotiated w i th  BellSouth 

fo r  qu i te  some time t o  get rea l - t ime e lect ron ic  access t o  t h e i r  

LFACS database. 

Now, the reason tha t  we wanted t h a t  was a couple of 

things, because BellSouth w i l l  t e l l  you tha t  they o f f e r  a 

deb-based repor t  ca l led  COSMOS tha t  gives AT&T the information 

that i t ' s  looking fo r .  

c i r c u i t  f a c i l i t i e s .  

the CLLI, the cable and the pa i r ,  and i t  t e l l s  us whether or 

not the BellSouth database shows tha t  f a c i l i t y  as e i ther  f ree 

o r  busy. 

I t  does give 'some information about 

It gives us the c i r c u i t  I D .  It gives us 

What i t  doesn't, however, g ive us is  the information 

that i f  we have a database discrepancy - - f o r  example, AT&T's 

database shows tha t  the  p a i r  i s  free, and we're t ry ing t o  

it for Customer A, but  the BellSouth database on COSMOS s 

that  i t ' s  busy, what COSMOS doesn't al low us t o  do i s  t o  

determi ne what customer does Bel 1 South show t h a t  f ac i  1 i t y  

use 

lows 

assigned t o  which would al low us t o  go back and f igure  out 

vJhere we've got a database discrepancy. 

that  out, then we've got a l o t  o f  f a c i l i t i e s  out there i n  

co l locat ion cages tha t  a ren ' t  serving any customers, and we are 

overbui lding the network. So tha t  i s  the reason why we are 

looking f o r  and negotiated w i th  BellSouth and gained t h e i r  

agreement t o  give us the rea l - t ime e lect ron ic  access t o  LFACS. 

I f  we can ' t  f igure  

CHAIRMAN JABER: Do you know how o f ten  COSMOS i s  
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Apdated? 

MS. BERGER: According t o  Bel 1 South, i t  ' s updated 

two t o  three times a week. 

CHAIRMAN JABER: Okay. 

MS. BERGER: That concludes my remarks. 

CHAIRMAN JABER: I f  i t ' s  updated two, three times a 

deek, you're not disput ing tha t  showing the po r t  busy might be 

accurate, you're t r y i n g  t o  f igure  out which customer base i s  

served on t ha t  t o  determine where you can network - -  or where 

you can aggregate your own customers 

MS. BERGER: What we're t ry ing t o  do i s  t o  not have 

t o  go down the path o f  the wholesale data reconc i l ia t ion  w i th  

BellSouth. You know, when we have done some data 

reconc i l ia t ion  i n  the past, you are absolutely correct ,  

Chairman, there have been discrepancies on both sides. And 

what LFACS does i s  a1 low AT&T t o  determine where we have a 

discrepancy and only address tha t  one p a i r  and not the whole 

database. 

CHAIRMAN JABER: Do you know how complicated - -  do 

you have a feel ing i n  your own company's mind o f  how d i f f i c u l t  

i t  would be t o  provide information on the customers tha t  are on 
t h a t  par t i cu la r  por t?  

MS. BERGER: I t ' s  our b e l i e f  t h a t  i t  i s  i n  t h i s  

pa r t i cu la r  database, so i t ' s  j u s t  a matter o f  g iv ing AT&T 

access t o  tha t  database, which t o  Mr. Ainsworth's e a r l i e r  
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po in t ,  BellSouth has said tha t  they are updating - -  o r  change 

control  has given us a May the 18th date. So I ' m  hopeful t ha t  

the May the 18th date i s  going t o  come, and we're going t o  get 

the access tha t  we're looking fo r .  But since I ' v e  not seen 

de ta i l s  as yet, I'm not cer ta in  tha t  i t ' s  going t o  give us 

exact ly  what i t  i s  tha t  we have negotiated fo r .  

CHAIRMAN JABER: Thank you. Any other speakers on 

the ALEC panel? 

Mr. Monroe and then Ms. - -  
MR. MONROE: Thank you. Real b r i e f l y .  The area o f  

provis ioning tha t  I would l i k e  t o  focus on i s  the overal l  t ime 

frame t h a t  i t  takes t o  provis ion one o f  our customers i n  

comparence (phonetic) t o  a r e t a i l  customer from Be l l  c a l l i n g  up 

and wanting t o  add - - j u s t  add a 1 i ne  o r  change t h e i r  services. 

The area i n  which we tend t o  experience the major i t y  o f  the 

problems goes back t o  the actual prov is ion ing o f  the order tha t  

we send through t o  BellSouth. 

M r .  Ainsworth, I th ink  i t  was, put  up a s l i de  tha t  

showed o f  the three examples tha t  F lo r ida  D i g i t a l  spec i f i ca l l y  

sent over, two o f  them they f e l t  were c l a r i f i e d  or re jected 

cor rec t ly ,  and there i s  j u s t  one t h a t  they f e l t  was not 

re jected properly, I should say. And I'm not s t i l l  cer ta in  

about the type o f  voodoo mathematics he used t o  f igure  tha t  

t ha t  was 99 percent, bu t  2 out o f  3 t o  me i s  66 percent. But 

if you take tha t  and look a t  the 66 percent o f  what they admit 
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over the 

r d  tha t  i s  

not actual l y  cl a r i  Pied i n  er ror ,  when you are sending over 100 

LSRs a day, I mean, t h a t ' s  a s ign i f i can t  amount o f  LSRs tha t  

are c l a r i f i e d  i n  e r ro r ,  and then t h a t  i s  what i s  ac tua l l y  

cont r ibut ing t o  the length o f  time t h a t  we are ac tua l l y  taking 

t o  process our customers ' orders 

We can t y p i c a l l y  take an order after i t ' s  been sold 

i n  the f i e l d  t o  the customer, present i t  i n t o  our database. We 

can ac tua l l y  send tha t  over t o  b i l l  e lec t ron i ca l l y  and 

t y p i c a l l y  have an FOC back i f  i t ' s  a good, clean order without 

it being c l a r i f i e d  w i th in  15 t o  20 minutes or so. So t o  say 

that the long, drawn out provis ioning process or the four-  t o  

oning our 
y cer ta in  or 

f ive-day i n te rva l s  t h a t  we are ge t t i ng  on provis 

orders i s  a process o f  our ALEC OSS i s  not exact 

not exact ly  a t r u e  point .  

I t h ink  t h a t  the major i ty  again o f  the areas tha t  we 

tend t o  f a l l  down i n  or have problems i n  are when the 

customers' LSRs t h a t  we send over are c l a r i f i e d  i n  er ror ,  when 

they f a l l o u t  out o f  t h e i r  system as manual orders. 

work towards cleaning the system or  providing a system where we 

can provis ion more orders e lec t ron i ca l l y  or where they w i l l  not 

manually f a l l o u t  o f  t h e i r  system, then I t h ink  t h a t  BellSouth 

w i l l  go a long way towards providing rec ip roc i t y  t h a t  I th ink  

tha t  the Commission has ca l led f o r .  

I f  we can 
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MS. BOONE: Thank you, Madam Chairman. That 

zoncl udes the provi  s i  oni ng panel . 
CHAIRMAN JABER: Actual ly,  I thought Ms. Conquest 

Manted - -  
MS. CONQUEST: I was going t o  make your day. I'm 

joing t o  give my t ime  back. I t h ink  my cohorts d i d  an 

zxcellent job covering our issues, and I can j u s t  say d i t t o  and 

thank you. And l e t ' s  move forward. 

CHAIRMAN JABER: Thank you. BellSouth panel, and 

)lease address Commissioner Bradley's question. 

MR. VARNER: Mr. Ainsworth w i l l  do tha t .  But I 

vanted t o  suggest one th ing  tha t  I t h ink  everybody might be i n  

jgreement wi th .  

ZLECs had, there were several th ings tha t  were, l i k e ,  spec i f i c  

j a t a  items. Covad brought up several t ha t  ac tua l l y  we hadn't 

seen before, but  we had pul led some o f  the data. What I was 

joing t o  suggest, instead o f  going through here and going 

through a laundry l i s t  o f  responses t o  these, which would mean 

I ' d  take things l i k e  3.08 percent o f  troubles w i th in  30 days 

3nd explain what tha t  was a l l  about, t ha t  we include the 

nesponses t o  these spec i f i c  data issues i n  the f i l i n g  t h a t ' s  

going t o  accompany M r .  Ainsworth's backup for h is  s l ides  as 

opposed t o  us s i t t i n g  here and j u s t  going through a l l  o f  t ha t  

detai 1 today. 

In going t o  the provis ioning panel t h a t  the 

CHAIRMAN JABER: You know what I ' d  rather have 
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actual 1 y are not responses but sol ut ions. 

MR. VARNER: That 's f ine .  

CHAIRMAN JABER: And we w i l l  t a l k  about whatever 

wr i t ten  f i l i n g s  the Commissioners want a t  the end o f  the 

workshop, but I have t o  t e l l  you, I ' m  more interested i n  

knowing when cer ta in  things w i l l  be addressed as opposed t o  

hearing responses. So remind me a t  the end o f  the workshop - -  
MR. VARNER: That w i l l  be included. What I was 

t a l  k ing about were instances wherein they' r e  presenting numbers 

and the numbers r e a l l y  are not t e l l i n g  you what you they ' re  

l a i d  out t o  t e l l  you. O r  i f  they are, what we're doing about 

it t o  make them work, i f  we need t o  f i x .  

CHAIRMAN JABER: Right . Commissioners, what s your 

pleasure? Do you have any objection t o  Mr. Varner j u s t  

inc lud ing some o f  tha t  information i n  tha t  data tha t  w i l l  be 

provided t o  the ALECs? 

COMMISSIONER DEASON: I think  M r .  Varner's suggestion 

w i l l  speed t h i s  process, and I ' m  f o r  speeding the process. 

CHAIRMAN JABER: Le t ' s  do it. 

COMMISSIONER PALECKI: I ' m  a l l  i n  favor o f  Vt as 

wel l ,  and I ' m  especial ly interested i n  seeing solut ions from 

both s i  des and not j u s t  f i nger - poi n t i  ng . 
CHAIRMAN JABER: Exactly. 

MR. VARNER: A l l  r i g h t .  

CHAIRMAN JABER: Thank you, M r .  Varner. 
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COMMISSIONER BRADLEY: Madam Chair, also, may I say 

something? I th ink  i t  would be more concrete f o r  me i f  we 

could deal w i th  hard numbers rather than s t a t i s t i c a l  sampling. 

That makes it rather d i f f i c u l t  f o r  me t o  get a g r i p  on what 

r e a l i t y  i s .  

CHAIRMAN JABER: Okay. 

COMMISSIONER BRADLEY: I don ' t  know i f  t h a t ' s  

possi b l  e . 
CHAIRMAN JABER: Yeah. Mr. Varner has of fered t o  

provide some o f  the numbers through the backup data tha t  

Mr. Ainsworth w i l l  provide t o  the par t ies  and t o  the Commission 

i n  a week, so w e ' l l  look a t  what tha t  i s .  

COMMISSIONER BRADLEY: Fine. Thank you. 

CHAIRMAN JABER : Okay. 

MR. VARNER: Mr. Ainsworth. 

CHAIRMAN JABER: Go ahead, Mr. Ainsworth. 

MR. AINSWORTH: I'll try  t o  address Mr. Bradley's 

question. I'll be real  b r i e f .  You know, j u s t  three things I 

noted r e a l l y  quick, and one o f  them, I agree w i th  AT&T and 

Ms. Berger. It i s  a beaut i fu l  th ing,  and i t ' s  so beaut i fu l  i t  

works 99 percent o f  the t ime when i t ' s  going e f f i c i e n t  and 

e f fec t i ve .  So I want t o  make sure tha t  we rea l i ze  tha t  when we 

look a t  the data on UNE-P t ha t  we are processing tha t  i n  a 

q u a l i t y  manner, and we are meeting tha t  ob ject ive over 99 

percent o f  the time when we're doing tha t  without any 
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in ter rupt ion t o  service. So t h a t ' s  one th ing.  

And the other th ing  t h a t  we haven't r e a l l y  addressed 

today t h a t  we had worked d i l i g e n t l y  on was the hot -cut  process. 

1 haven't heard any discussion on t h a t  today. But again, the 

Tot-cut process being as it i s  a t iming issue and i t  i s  a major 

nanual process, i n  my mind, t ha t  we can po in t  t o  and say i t  i s  

very, very e f fec t i ve  and one o f  the best processes, I th ink ,  

for t ha t  type o f  process f o r  t ha t  much manual e f f o r t  t o  meet 

t ime-speci f ic  times t h a t  I ' m  aware o f .  

And then I ' l l  j u s t  - - i n  the maintenance arena when 

you look, and Mr. Varner can t a l k  about the maintenance resu l ts  

and those type things, when you look a t  duration time and 

clear ing t ime i n  the CWINS operation, I would po in t  t o  tha t  

also t o  say tha t  they do a very, very good job i n  processing 

those things and ge t t i ng  them cleared i n  a t imely  manner. So I 

just po in t  t o  those three j u s t  t o  make those points. 

CHAIRMAN JABER: You want t o  j u s t  go ahead and s t a r t  

your panel d i  scussi on? 

MR. AINSWORTH: Okay. I ' m  going t o  back i n t o  t h i s  a 

I ' d  l i k e  t o  go ahead and rep l y  t o  some o f  the l i t t l e  b i t .  

comments, and then I ' l l  go r i g h t  i n t o  the presentation i f  you 

don't mind. 

CHAIRMAN JABER: Sure. 

MR. AINSWORTH: I was l i s t e n i n g  t o  Network Telephone 

I want t o  make sure we're c lear because i d  c l a r i f i c a t i o n .  
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I thought I had done t h a t  i n  the e a r l i e r  presentation, and tha t  

was t h a t  on the i n v a l i d  c l a r i f i c a t i o n  o f  data, I had welcomed 

and of fered also t o  work w i th  them i n  our SME t o  go through 

those and address those. 

category where they considered tha t  i n v a l i d ;  we c l a r i f i e d  as 

va l id .  And I th ink  t h a t ' s  going t o  be the biggest issue there, 

I th ink  ADSL i s  going t o  be the 

but we ce r ta in l y  want t o  work w i th  them i n  t h a t  avenue t o  look 

a t  those s i tuat ions,  and we look forward t o  doing tha t .  

Also, on the ca lcu lat ion o f  the due date issue they 

brought up, t h a t  d i d  come t o  our at ten t ion  also. That issue i 

being looked a t ,  and cur ren t ly  we are t r y i n g  t o  understand how 

t h a t  process occurred. And I know t h a t  Network Telephone d i d  

get t h a t  i n t o  the process, but I also want them t o  know tha t  

t ha t  escalat ion d i d  come in ternal  a l l  the way up t o  my s t a f f ,  

and we are viewing t h a t  today. As they had indicated, i t  

appears on t ha t  data tha t  they submitted i t  wi th  matching 

dates, and it was a ca lcu lat ion miscalculat ion causing the 

c l a r i f i c a t i o n  t o  go back, but we don ' t  understand a l l  t ha t  

process t h a t  happened. But i t  i s  being looked a t  and i s  being 

researched, and we w i l l  address t h a t  pa r t i cu la r  issue. 

CHAIRMAN JABER: What about the general concern, 

though, tha t  perhaps the f i r s t  person and the second person 

tha t  take the c a l l  i s  not empowered t o  make those j u s t  basic 

business decisions? You know, the ALECs are your wholesale 

customers, and a t  some point ,  you have t o  empower your 
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employees on the other side o f  the phone t o  say, you know what? 

This i s n ' t  worth it. 

so tha t  we have a be t te r  working re la t ionsh ip  going forward. 

I ' m  going t o  take care o f  your probl'ems 

MR. AINSWORTH: Well, I have ac tua l l y  made some notes 

t o  the e f f e c t  l i s t e n i n g  t o  tha t  conversation because, you know, 

we r e a l l y  have a b e l i e f  tha t  they should be empowered t o  do 

those things. We also have a b e l i e f  t ha t  i f  i t ' s  not being 

handled properly, they can use the in te rna l  processes and the 

escalat ion procedures, and they w i l l  work also. So I have a 

note. 

the other side t o  make sure tha t  we get a l l  the fac ts  around 

tha t  area. 

I'll discuss tha t  i n t e r n a l l y  t o  t r y  t o  look a t  i t  from 

Okay. Also, I wanted t o  comment about Ms. Berger, 

I wanted t o  make the LFACS scenario tha t  she had l a i d  out. 

sure tha t ,  as I presented ea r l i e r ,  t h a t  database i s  out there. 

The database i s  ac tua l l y  updated dai ly now, not three times a 

week. So they do get a d a i l y  feed from tha t  process. And I 

also want t o  make i t  clear tha t  i n  that  process, that tha t  i s  

the CLEC cable pa i r .  They are responsible for t h a t  CFA 

assignment, not  BellSouth. We have t o  keep tha t  on record as a 

process so tha t  we don ' t  send work down t o  the f i e l d  tha t  can ' t  

be worked t o  the central  o f f i ce .  But the actual assignment o f  

tha t  f a c i l i t y  should be inventor ied and kept by the CLEC. So 

they should also have records on tha t  tha t  would ind ica te  what 

information i s  there and what the  assignment i s  and what the 
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par t ies  are involved i n  tha t .  So I might j u s t  mention tha t  a t  

t ha t  po int ,  too, j u s t  t o  c lear t h a t  po in t  up. 

Now, t o  go i n t o  the presentation. PF f a c i l i t i e s  came 

up as an issue tha t  was noted, and I wanted t o  j u s t  represent 

tha t  PF i s  a condi t ion tha t  occurs when BellSouth does not have 

a f a c i l i t y  t o  provide service t o  an end user. They are sent 

out as jeopardy notices. They would be on a PF repor t ,  and 

they would be i d e n t i f i e d  on a PF repor t .  PF i d e n t i f i c a t i o n  

comes r e a l l y  i n  two ways, and I want t o  be sure tha t  we're rea l  

c lear because t h i s  causes conversations from time t o  time. And 

one i s  t h a t  on the order processing, i t  i s  processed through 

our systems. I f  tha t  order does not have an assignable 

f a c i l i t y ,  then i t  w i l l  go PF when it goes i n t o  the LFACS 

database. That w i l l  be sent out t o  the engineering group t o  

take a look a t .  They w i l l  have t o  t r y  t o  determine what 

a v a i l a b i l i t y  they have fo r  a f a c i l i t y  o r  t o  c lear a f a c i l i t y  

issue or a problem t o  serve tha t  par t i cu la r  customer. 

And the second one tha t  I bel ieve we had a l i t t l e  

conversation today on was tha t  due date based on assignment 

f a c i l i t y  being defect ive and there 's  no addit ional f a c i l i t y  

tha t  i s  avai lable.  Now, what tha t  means i s  t ha t  we have an 

assigned f a c i l i t y .  We're going out on the order on the  due 

date. We get out t o  the order, and f o r  some reason, the 

f a c i l i t y  i s  defect ive and there i s  no other f a c i l i t y  avai lable. 

And tha t  accounts for the process where on the due date you 
I 
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could reach a PF condi t ion tha t  was not determinab' e p r i o r  t o  

t h a t  technician reaching and tes t i ng  t h a t  f a c i l i t y  t o  tu rn  up 

t h a t  service. So those are the two type PF conditions tha t  are 

there. 

What we do behind tha t  t o  t r y  and minimize tha t  

e f f o r t  i s ,  we have a PF group i n  the CWINS f o r  designed 

services. And the CWINS operation w i l l  be processing - - 

looking a t  those PFs and pushing those PFs t o  t r y  t o  make the 

due date. And the whole i n t e n t  o f  t h i s  group i s  t h a t  once t h a t  

PF condi t ion i s  i den t i f i ed ,  they w i l l  run the reports, and 

t h e i r  ta rge t  i s  t o  work w i t h  the SACS, work w i th  the network 

engineering groups t o  get those cleared so tha t  we can make 

t h a t  due date, and t h a t ' s  t h e i r  primary goal. The LCSC has a 

group than monitors the PF process on the nondesigned services. 

UNE - P m i  g r a t i  on service outages . We were t a l  k i  ng 

about i n  the provisioning process, AT&T had provided 19 

examples o f  UNE-P outages from June t o  December. Taken i n t o  

account o f  t ha t  and facing - -  or wi th  AT&T numbers, and they ' re  

averaging even i n  F lor ida greater than a thousand orders per 

month, t h a t  t h i s  would equate t o  ac tua l l y  s i g n i f i c a n t l y  less 

than 1 percent o f  the UNE orders being processed having any 

type o f  issue associated w i th  them. So, again, when you're 

looking a t  the analysis and you're looking a t  the outage, we've 

taken several steps. I know i n  June, as you look back - - and 

we are doing analysis d a i l y  on th i s .  Since we star ted t h i s  i n  
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May, we actual ly  put i n  several ed i ts .  I th ink  t h a t  was 

mentioned by AT&T. We put those ed i t s  i n  t o  reduce that .  And 

since we have put those ed i t s  i n  back i n  the June t ime  frame, 

it has decreased, and i t  has decreased s ign i f i can t l y .  

And we continue t o  analyze UNE-P today. We analyze 

UNE-P on a d a i l y  basis, and we're looking f o r  any feedback or 
we're looking fo r  any issues tha t  we can determine t o  even 

reduce t h a t  number even fu r ther  . 
Looking a t  MCI's comments. Loss o f  d i a l  tone on 

UNE-P was an issue and provided 11 examples. We reviewed those 

mai ntenance reports and determined tha t ,  agai n, 1 ess than 

1 percent can be a t t r i bu ted  t o  UNE-P. And the reason I keep 

continuing t o  say t h a t  is ,  t h a t ' s  what we have said, and t h a t ' s  

what our analysis has continued t o  say. Our analysis from Ju ly  

the 18th through December 31st indicates t h a t  f o r  a migration 

service a f fec t ing  concurrence (s i c )  t ha t  only -56 percent o f  

the UNE-P migrations. Said another way, t h a t  indicates tha t  

Bel lSouth does not encounter a service a f fec t i ng  problem i n  

99.44 percent o f  those migrations. 

Pre-completion service issues are directed t o  the 

CWINS center. CWINS has the responsi b i  1 i t y  t o  coordinate 

resolut ion o f  a l l  reported problems. Two things I noticed 

there - -  and 1 was l i s t e n i n g  t o  M C I  as they were g iv ing  t h e i r  

presentation. We put i n  an addit ional process i n  the CWINS 

group. One i s ,  i f  tha t  order i s  complete, t h a t  i s  a 
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naintenance issue. And i f  tha t  comes t o  the  UNE-P center, they 

d i l l  process tha t  as a maintenance t roub le  t i c k e t .  

comes i n  during the provis ioning process even p r i o r  t o  the 

completion o f  tha t  order, the CWINS has d i rec t ion  and a process 

i n  place t o  work w i th  the LCSC t o  resolve whatever issue t h a t ' s  

encountered by the CLEC. So, again, CWINS i s  a po in t  contact 

f o r  tha t .  We added tha t  process a l i t t l e  over a year ago, but 

we have even enforced t h a t  process and improved tha t  process 

throughout 2001. 

Again, I mentioned on the q u a l i t y  control process 

we're doing d a i l y  analysis on the UNE-P maintenance reports. 

You know, as has been discussed here, t h a t  we have a plan f o r  a 

Single "C" order. We have a product team working on tha t  

process today. And a l l  o f  the e f f o r t s  t h a t  we have r i g h t  now 

as f a r  as the SMEs are looking t o  t h a t  Single "C" process t o  

get t h a t  implemented i n  a t imely  manner. 

If t ha t  

CHAIRMAN JABER: And there i s  an in te r im process i n  

place, though, t h a t  the ALECs have i d e n t i f i e d  has some 

problems . 
MR. AINSWORTH: The in te r im process they ' re  t a l  king 

about o r  t h a t ' s  i d e n t i f i e d  i s  the N&D. And because o f  tha t  

conversation, t h a t ' s  why we do the analysis we do on UNE-P, t o  

make sure we can i d e n t i f y  any ou t ly ing  issue out there i f  an 

er ro r  i s  made. We do have ed i ts  i n  the process, but i n  cases 

those ed i t s  can be circumvented - - and you could have an er ror  
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there, and when we encounter those, we t r y  t o  get t ha t  feedback 

d i r e c t l y  t o  the LCSC and t o  el iminate those s i tuat ions.  So we 

continue t o  analyze tha t  process t o  see what we can do t o  

improve t h a t  even as an in te r im as we're moving through the 

process t o  Single " C , "  and we w i l l  continue t o  do tha t .  

CHAIRMAN JABER: Well, the f i n a l  - - i f  I reca l l  the 

comments correct ly ,  there 's  some f ina l  conversion program tha t  

should take place i n  Apr i l  2002. That 's j u s t  a couple o f  

months from now on the reconnect/di sconnect ; r i gh t?  

MR. AINSWORTH: Actual ly,  the  - -  Ap r i l  6 th  and 7th, 

and I ' d  have t o  go back and look a t  the  dates. 

Ron Pate said tha t  the Single "C" would be implemented and t h a t  

w i l l  go i n  the tes t i ng  stages and be avai lab le the l a s t  par t  o f  

March. 

t ime frame. And t h a t ' s  the Single "C"  order process tha t  w i l l  

be implemented a t  t ha t  par t i cu la r  time. 

I th ink  

1 bel ieve i t  ac tua l l y  goes i n  production i n  the Apr i l  

What tha t  does i s  t ha t  w i l l  take the place o f  the "N" 

and the "D" order tha t  we're r e l a t i n g  today in tha t  process. 

So the in te r im process i s  tha t  we continue t o  monitor t ha t  N&D 

process t o  make sure i t ' s  being handled e f f i c i e n t l y .  

COMMISSIONER BRADLEY: Madam Chair? 

CHAIRMAN JABER: Yeah, Commissioner. Hang on one 

second. 

COMMISSIONER BRADLEY: Okay. 

CHAIRMAN JABER: The Single 'IC" process tha t  w i l l  
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take e f f e c t  end of March, 1s t  o f  A p r i l  whatever, less than two 

nonths from now, tha t  w i l l  replace the in te r im R&D process? 

MR. AINSWURTH: D&N, t h a t ' s  correct. 

CHAIRMAN JABER: That w i l l  replace i t . So have you 

taken i n t o  account the f l a w s  i n  the in te r im process and f i xed  

it f o r  purposes o f  what you're going t o  launch end o f  March, 

1st o f  A p r i l ?  

MR. AINSWORTH: Yes. The product team t h a t ' s  

cleveloping t h a t  product now i s  aware o f  a l l  the analysis we 

lave, and they are looking a t  t h a t  product. So - - 
CHAIRMAN JABER: That 's not what I asked you. Not 

that they have looked a t ,  not t h a t  they have analyzed it. Have 

you f i xed  the flaws i n  your f i n a l  product t h a t  you intend t o  

launch end o f  March, 1 s t  o f  A p r i l ?  Have you made sure tha t  the 

f l aws  i n  the i n te r im  procedure have been addressed for purposes 

D f  launching the f i n a l  product? 

MR. AINSWORTH: We have addressed a l l  o f  the in te r im 

processes t h a t  we have knowledge o f .  I mean, we have addressed 

that, and we continue t o  address tha t .  We have fed t h a t  

information i n t o  the product team t h a t ' s  developing the Single 
" C . "  So i f  they incorporate tha t  i n  the process o f  i n i t i a t i n g  

that Single "C"  and implementing t h a t  Single " C , "  then, yes, 

they would have incorporated what we have learned i n  the 

processes t h a t  we have learned and responded t o  t o  make t h a t  

in te r im process work properly. 
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CHAIRMAN JABER: You're not sure, are you? 

MR. AINSWORTH: Pardon? 

CHAIRMAN JABER: You're not sure tha t  they have, are 

you? 

MR. AINSWORTH: Well, 1 'm t r y i n g  t o  make sure because 

a Single "C" is  an underdevelopment process. Okay. So, I 

nean, you're ac tua l l y  having t o  develop and put the USOCs and 

put the ordering process together t o  develop tha t .  So i f  they 

are looking a t  the process o f  RRSO as an issue, RRSO w i l l  not 

be an issue for r e l a t i n g  tha t  order i n  the Single "C" because 

you won't need an RRSO. So i f  you're looking a t  those type o f  

s i tuat ions,  yes, they ' re  going through it. 

The other processes we have i d e n t i f i e d  where we would 

run i n t o  an LFACS issue o r  a COSMOS issue, they ' re  aware o f  

those issues. So those tha t  we're having t o  monitor and take 

nanual act ion on, they w i l l  be tak ing  - -  they are taking the 

action through tha t  product team t o  develop tha t ,  bu t  t h a t ' s  an 

in-progress process. And u l t imate ly ,  yes, they w i l l  be 

incorporated i n t o  tha t ,  so when they r o l l  t ha t  product out, 

those s i tua t ions  w i  11 be resolved. 

CHAIRMAN JABER: Okay. Commissioner Bradley, you had 

a question? 

COMMISSIONER BRADLEY: We1 1 , I th ink  he j u s t  answered 

my question. My question was i n  l i n e  w i th  what you j u s t  asked. 

I was curious as t o  what the process might look l i k e ,  and I 
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th ink  he j u s t  p r e t t y  much described i t  - - 
CHAIRMAN JABER: Okay. Thank you, Commissioner. 

COMMISSIONER BRADLEY: - - the tes t i ng  process. Thank 

you . 
MR. AINSWORTH: From the CLEC standpoint, the LSR 

coming i n  w i l l  be the same. I mean, they w i l l  s t i l l  supplement 

it. The di f ference would be, i t  w i l l  be generated as a Single 

"C, I' not an 'IN" and a "D" order process. 

Does tha t  answer your question? 

CHAIRMAN JABER: Yes . 
Anything else on the BellSouth panel? 

MR. PATE: Yes, Commissioner. I have j u s t  a couple 

o f  b r i e f  comments. Not t o  belabor the Single "C," i t ' s  the 

very f i rs t  item. We r i g h t  now have t h i s  targeted f o r  

March 23rd date. The April date has been communicated, and we 

have been able t o  carve out a couple o f  weeks thus far. So 

we're hoping w e ' l l  be able t o  maintain tha t ,  and t h a t ' s  what we 

cur ren t ly  have on our schedule. So tha t  process should be i n  

a t  t h a t  po in t  i n  time and, o f  course, be avai lable for CAVE 

tes t i ng  p r i o r  t o  then. 

Line l o s s  n o t i f i c a t i o n ,  I ' d  l i k e  t o  give you a few 

comments on t h i s .  The issue was raised w i th  respect t o  MCI's 
f i l i n g .  F i r s t  o f f ,  I ' d  l i k e  t o  make sure t h a t  everyone 

rea l izes the l i n e  loss n o t i f i c a t i o n  tha t  we provide t o  the CLEC 

community as a whole i s  a Web report .  The issue t h a t  we have 
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been working w i th  w i th  M C I  i s  not based on t h a t  Web s i t e  

report .  

f o r  them back i n  1998 over what's re fer red t o  as a network data 

mover. 

s p e c i f i c a l l y  w i th  M C I .  

I t ' s  based on a report  t ha t  was designed s p e c i f i c a l l y  

I t ' s  j u s t  a d i r e c t  connect type data feed t h a t  we have 

When we designed tha t  using M C I  Is requirements, they 

d i d  request t ha t  cer ta in  disconnect reasons s p e c i f i c a l l y  

switched i n  e r ro r ,  a n ice name f o r  slamming, not be included on 

t h a t  report .  And as a r e s u l t  o f  some recent working w i th  them 

and t ry ing t o  i d e n t i f y  why some o f  t h e i r  l i n e  loss 
n o t i f i c a t i o n s  were not being rea l ized by t h e i r  systems, t h a t ' s  

the main contr ibutor t h a t  has been iden t i f i ed .  And as o f  - -  
y o u ' l l  see there a t  the very bottom o f  February Znd, wi th  tha t  

release, these switched i n  errors are now included a t  MCI's 

request on t h e i r  network data mover feed f o r  l i n e  loss 
no t i  f i  cations . 

So tha t  - - I t h ink  t h i s  issue i s  now resolved going 

forward w i th  M C I .  We've worked d i l i g e n t l y  w i th  them i n  many 

ways t r y i n g  t o  get reconc i l i a t i on  w i th  t h e i r  l i n e  loss 
no t i f i ca t i ons .  So w i th  t h a t  release, t ha t  issue should not be 

one going forward .hat w e ' l l  have t o  deal wi th .  

A couple o f  j u s t  other quick points w i th  response t o  

some o f  the discussions t h a t  we have had here i n  t h i s  section 

from the ALECs. 

f i r s t  o f f ,  a statement. BellSouth, o f  course, I know you can 

I would l i k e  t o  j u s t  po int  out tha t ,  
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appreciate, we are focussed on providing qual i t y  service. And 

vJe are focussed on t ha t .  We are not per fect .  We make 

mistakes, p a r t i c u l a r l y  when there i s  the human in tervent ion 

associated w i th  it processing the order. 

out there where the ALECs can proac t ive ly  look a t  t h e i r  orders, 

and I j u s t  wanted t o  b r ing  tha t  t o  everyone's at tent ion.  And 

t h a t ' s  re fer red t o  as CSOTS. It stands f o r  the CLEC service 

order t rack ing system. 

But there i s  a too l  

I n  tha t  t oo l ,  they ac tua l l y  see the service order 

t h a t ' s  being processed. So i f  they wanted t o  look a t  i t  f o r  

themselves based on a sampling basis o r  whatever t o  va l idate 

tha t  t h e i r  orders, p a r t i c u l a r l y  those t h a t  they ' re  requi r ing 

manual intervent ion,  are being processed properly. There i s  a 

tool  t h a t  ex is ts  out there fo r  them t o  use on a proactive 

basis. Those are a l l  my comments. Thank you. 

COMMISSIONER PALECKI : Mr . Pate, KMC brought up an 
issue about not having a BellSouth number t o  reference when 

they make inqu i r ies  t o  BellSouth, and bas ica l l y  they stated 

tha t  impeded t h e i r  progress on these inqu i r ies .  It sounded 

l i k e  i t  would be a r e l a t i v e l y  easy problem t o  f i x .  Could you 

discuss t h i s  during our break wi th  Mr. Murdoch from KMC t o  see 

i f  perhaps some so lu t ion  could be reached on tha t  issue? 

MR. PATE: Sure. I'll be glad to .  

COMMISSIONER PALECKI : Thank you . 
MS . FOSHEE : (Inaudible. ) 
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CHAIRMAN JABER: Ms. Foshee, come up t o  the 

m i  crophone. 

MS. FOSHEE: Thank you. There were two items tha t  we 

were going t o  look a t  during the break. 

appropriate time for our fo l ks  t o  respond, we have those. 

I f  t h i s  i s  the 

CHAIRMAN JABER: Sure. 

MS. FOSHEE: The f i r s t  was a question about some 

information tha t  AT&T had ta lked about t h a t  we were supposed t o  

provide them on Friday, and M r .  Pate can answer that .  And then 

the second issue was about the f a c i l i t i e s  reservation number, 

and I bel ieve Mr. Ainsworth can address tha t  rea l  b r i e f l y .  

CHAIRMAN JABER: Sure. Go ahead, Mr. Pate. 

MR. PATE: Certainly.  This was the  issue raised by 

Mr. Bradbury, and he said tha t  they had requested some 

information a couple weeks back t h a t  was supposed t o  be 

provided t h i s  past Friday, and we had missed tha t  date. The 

spec i f i c  information tha t  they requested, my understanding i s ,  

they were looking for some information f o r  a TAG, 

A P I  (phonetic) spec i f icat ion.  That i s  a l l  re la ted  t o  the 

parsed CSR. And the commitment, once again, was February 15th. 

Well, checking w i th  my colleagues back i n  At lanta and 

Birmingham, we checked and we d i d  provide a posted revised 

speci f icat ions on the Web s i te ,  and we also n o t i f i e d  

Ms. Seigler,  my understanding, v ia  e-mail t ha t  tha t  posting had 

taken place. 
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CHAIRMAN JABER: Okay. So your response i s  t ha t  you 

l i d  contact AT&T d i r e c t l y  on Friday, and you also posted the 

-esponse f o r  everyone's benef i t  on the Web s i te .  

MR. PATE: That's correct. And I had not had a 

:hance t o  t e l l  M r .  Bradbury tha t  d i r e c t l y ,  but  t h a t  i s  what my 

Folks have advised me. 

CHAIRMAN JABER: All r i g h t .  And w i th  respect t o  the 

second question, M r .  Ainsworth. 

MR. AINSWORTH: Yes. I bel ieve t h i s  was Network 

relephone. I bel ieve they were t a l k i n g  about a FRN issue i n  a 

:ontact they had had, and they had not - - o r  we had reneged on 

3 commitment, I bel ieve was the term. And ac tua l l y  i n  t a l k i n g  

v i t h  the ind iv idua l ,  they indicated t h a t  the only - -  the 

Zommitment t h a t  was made was t o  present t h i s  issue t o  the 

woduct team for consideration, which tha t  has been done. And 

they also are t o  continue submitting those service orders a t  

least  i n  t h i s  period o f  time w i th  an SI wi th  an LSR u n t i l  the  

product team can have an opportunity t o  look a t  t h a t  and 

respond. And they are - - i n  fac t ,  have an ERT l e t t e r  i n  

progress now reply ing t o  tha t  i n  w r i t i n g  t o  Network Telephone. 

CHAIRMAN JABER: And what would t h e i r  response say? 

MR. AINSWORTH: The response said t h a t  i t  has been 

given t o  the product team t o  determine, can they comply w i t h  

that  request. 

CHAIRMAN JABER: Oh, the response w i l l  not say 
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MR. AINSWORTH: No. 

CHAIRMAN JABER: I t ' s  j u s t  t ha t  they ' re  working on 
it. 

MR. AINSWORTH: That 's correct .  

CHAIRMAN JABER: When d i d  the or ig ina l  request come 

t o  you a l l ?  

MR. AINSWORTH: I don' t  have t h a t  information. 

CHAIRMAN JABER: Okay. A l l  r i g h t .  Anything from 

Bel 1 South on provi  s ion i  ng? 

A l l  r i g h t .  Ms. Keating, I suppose t h a t  we are ready 

t o  move on t o  maintenance and repai r .  

MS. SEIGLER: I ' m  sorry, Ms. Chairman. I ' m  sorry. 
I'm Bernadette Seigler, and I was expecting t h a t  e-mail back on 

Friday, and I d i d  not get i t  as o f  yesterday morning. 

CHAIRMAN JABER: Okay. Ms. Seigler. 

MS. SEIGLER: So I d i d  not receive t h a t  information. 

CHAIRMAN JABER: Let's come back t o  a l l  o f  those 

responses a t  the very end, but  we're going t o  move t h i s  along. 

He said, she said, there i s  nothing we can do about t h a t  r i g h t  

now. 

MS. BOONE: Madam Chairperson, I actua l l y  - - we have 

a suggestion. We have been discussing w i th  Bel 1 South 

reordering and taking the change management panel next and then 

the data i n t e g r i t y  panel w i th  the hopes t h a t  we can cover some 
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b i l l i n g  and maintenance s t u f f  i n  those and therefore skipping 

two panels essent ia l ly .  And the CLECs are okay w i th  that ,  and 

BellSouth i s  f ine,  I think.  

CHAIRMAN JABER: Skipping t o  - - 

MS. BOONE: Skipping t o  change management next and 

then data i n t e g r i t y ,  and then i f  there were going t o  be time, 

which there 's  not, t h a t  would leave b i l l i n g  and maintenance and 

repair .  We th ink change o f  management w i  11 incorporate k ind o f  

a l o t .  

CHAIRMAN JABER: That 's f ine.  We're f l e x i b l e  here. 

I '1 1 take up change management. 

S t a f f ,  do you have any problems? 

MS. KEATING: Sounds f i ne  t o  us. 

CHAIRMAN JABER: Go ahead and s t a r t  the change 

management panel. And Ms. Seigler, during the next break or i f  

you have an opportunity now t o  s i t  down w i th  M r .  Ainsworth and 

f i n d  out who i t  was e-mailed you the response, tha t  would be 

good. 

MS. FOSHEE: Madam Chair, one l a s t  t h ing  while we're 

ge t t ing  situated. We w i l l ,  while t h i s  presentation i s  going 

on, be handing out paper copies o f  the preordering, ordering, 

and provisioning sections so t h a t  everyone w i l l  have those. So 

i f  you don ' t  get one, please come see us, and w e ' l l  make sure 

you do. 

CHAIRMAN JABER: Thank you. 
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COMMISSIONER PALECKI: Could you give us an 

ind ica t ion  o f  when you w i l l  be tak ing a break? 

CHAIRMAN JABER: How about r i g h t  now? 

COMMISSIONER PALECKI : That would be great. 

(B r ie f  recess. 1 

CHAIRMAN JABER: Now, we took such a su f f i c i en t  

; i s  tha t  break, they t e l l  me we don ' t  need a b i l l i n g  pane 

correct? Not a l l  a t  once. Okay. 

Ms. Keating, change management. I see 

there. 

M r .  Moses up 

MS. KEATING: I was wondering i f  t h i s  might be the 

r i g h t  time. Mr. Moses can address the issue o f  the P I C  freeze 

ru le .  

CHAIRMAN JABER: Sure. 

MR. MOSES: Chairman Jaber, you had asked the 

question o f  the status o f  a S t a f f  workshop invo lv ing  the PC 

freeze. What happened, a l i t t l e  less than a year ago, M C I  had 

pe t i t ioned the Commission f o r  the e lec t ron ic  l i f t i n g  o f  a PC 

freeze. A workshop was held, and it was u l t imate ly  withdrawn, 

and then i t  was brought t o  agenda and closure o f  the docket. 

And we do have a d r a f t  r u l e  tha t  i s  pending tha t  i s  

j u s t  going t o  c l a r i f y  t h a t  the PC freeze i s  a t  the option o f  

the customer and not the opt ion o f  the companies, bu t  tha t  w i l l  

be brought f o r  you p r e t t y  soon. We're going t o  have a workshop 

on t ha t  on May 2nd. 
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CHAIRMAN JABER: May Znd? 

MR. MOSES: Yes. 

CHAIRMAN JABER: Okay. Thank you. 

MR. MOSES: You I r e  we1 come. 

CHAIRMAN JABER: Change management, ALEC panel . 
MR. BRADBURY: Yes, ma'am. Jay Bradbury w i th  AT&T. 

I ' v e  heard a l o t  o f  discussion today about def ic iencies i n  

3ellSouth's operation support systems. A p r inc ipa l  too l  f o r  

the a b i l i t y  t o  correct  those would be an e f f i c i e n t  and well  

functioning change management process. Unfortunate 

process tha t  the ALECs face today w i th  BellSouth i s  

three major ways. 

F i r s t ,  i t  has no time frames by which Bel 

y, the 

flawed i n  

South must 

implement feature changes. Second, the  rea l  process i s  

ac tua l l y  hidden from the  ALECs. This i s  already p r e t t y  

de l l  -known t o  you and your S t a f f  through Exception 88 here by 

(PMG, so we won't spend much time talk ing about tha t .  And 

t h i r d l y ,  the process del ivers  defect ive software. You've heard 

a number of examples o f  tha t  today, so we won't do anything 

except probably 1 i s t  them again f o r  your reference. 

What has t h i s  process brought us to?  I t ' s  brought us 

t o  a po in t  i n  time where we have a considerable backlog of both 

feature and defect change requests. My BellSouth f r iends who 

t ry  t o  reconci le my numbers under the feature change requests, 

I d i d  not include i n  backlog any new status i tems tha t  were 
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c l e a r l y  opened because o f  CLEC i n a c t i v i t y .  That includes a 

couple o f  AT&T change requests 1 i ke TAFI, ECTA and some others 

tha t  are open t o  the ALECs t o  respond t o  BellSouth. So tha t  

may come up a l i t t l e  b i t  short because I d i d n ' t  want t o  

overstate a backlog here. 

My database was the end o f  January, the change 

control  l o g  a t  t ha t  po in t  i n  time. Since tha t  time, there have 

been some f i v e  or s i x  new feature change requests produced. We 

can look a t  the release schedules and see tha t  there are only 

24 feature changes scheduled t o  be implemented t h i s  year. And 

so 1 can do a forward-looking forecast a t  the end o f  the year 

and say tha t  the defect - -  pardon me - -  the feature change 

request backlog a t  the end o f  t h i s  year w i l l  s t i l l  be 

63 feature change requests. And i t  w i l l  take u n t i l  2005 under 

the present process t o  c lear tha t  backlog if there are no 

addi t ional  feature change requests. 

The defect change request status a t  the end o f  

January, there were 61. There were qu i te  a few scheduled. My 

ins tan t  forecast i s  t h a t  there are now - -  there i s  now a 

backlog o f  39 defect change requests i n  place. 

There's been a d i spa r i t y  over the years i n  the 

percentage o f  change requests tha t  were imp1 emented depending 

on whether the ALECs i n i t i a t e d  them or BellSouth i n i t i a t e d  

them. Now, there 's  some data i n  the next paragraph tha t  

r e f l e c t s  t o  you tha t  one out o f  f i v e  o f  the ALECs have been 
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implemented over time. One out o f  three o f  the CLECs - -  excuse 

me - -  o f  BellSouth over time. The time fo r  the ALECs i s  a 

three-year period. The time f o r  BellSouth i s  a two-year 

period. And there 's  a considerable di f ference i n  the average 

time t o  implement between the two o f  104 days. And again, t h i s  

i s  a l l  data from BellSouth's ex par te  f i l i n g s  a t  the FCC. 

Imp1 emented f a u l t y  software. I th ink  we ve t a l  ked 

about almost a l l  o f  these examples today: Loop po r t  queries; 

the due date cal cul ator ;  customer service record response 

t imel iness improvement which l o s t  the - -  ac tua l l y  l o s t  three 

d i f f e r e n t  f i e lds ;  the l a t e s t  one t h a t  was restored was the 

pending service order f i e l d ;  migrat ion by TN and name and the 

parsed CSR data. 

Thi s defect ive software comes I' nto  p l  ace because 

BellSouth f a i l s  t o  develop and implement t ime ly  coding 

speci f icat ions.  

tes t ing  and the  external tes t ing  environment, the CAVE 

environment, avai lable t o  the CLECs or  ALECs has been l im i ted  

i n  scope, func t iona l i t y ,  and a v a i l a b i l i t y .  

It f a i l s  t o  perform an adequate in te rna l  

A l l  o f  the resources and e f f o r t s  t h a t  are required t o  

correct  faul ty software, o f  course, take away resources and 

e f f o r t s  t h a t  could be used t o  imp1 ement new changes tha t  

appear. Again, the rea l  process has been hidden. I'll j u s t  

re fe r  you t o  Exception 88 t o  the f a c t  t ha t  there i s  a process 

tha t  goes on t ha t  the ALECs do not have any r o l e  in ,  have 
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v i  s i  b i  1 i t y  to .  

Recently, a t  a request o f  the Georgia s t a f f ,  the 

ALECs have submitted a proposal, what we call  the red l ine  CCP 

document, t o  the Georgia Commission. That was presented t o  

them on January the 31st. 

the S t a f f  then, so I haven't brought any today. I hope they 

s t i l l  have them. 

I made copies o f  t ha t  avai lable t o  

Four major th ings i n  tha t  t ha t  we wanted, and I th ink  

we ' l l  t a l k  about a l i t t l e  b i t  today, i s  there needs t o  be a 

very c lear  d e f i n i t i o n  o f  what a CLEC impacting defect - -  excuse 

me - -  change i s .  BellSouth has a very narrow view o f  tha t .  

The ALECs, and maybe t h e y ' l l  surprise you, have a much broader 

view. There needs t o  be p r i o r i t i z a t i o n  o f  a l l  what we c a l l  

Type 4 BellSouth and Type 5 ALEC i n i t i a t e d  change requests 

j o i n t l y  t h a t  i s  b inding upon BellSouth. There needs t o  be time 

commitments f o r  the implementation o f  those Type 4 and 5, and 

we propose a 60-week in te rva l .  There i s  no i n te rva l  today. 

And the  ALECs need t o  have v i s i b i l i t y  i n t o  the BellSouth 

process a f t e r  t ha t  p r i o r i  ti z a t i  on. 

Again, we made those recommendations i n  a red l ine  t o  

the Georgia Commission about two weeks ago. BellSouth was t o  

respond on Friday. 

seen the response myself. Mr. Davis t e l l s  me tha t  they d i d  

indeed do tha t .  I imagine tha t  i t  w i l l  probably r e f l e c t  a good 

b i t  of s t u f f  t ha t  I read over the weekend i n  t h e i r  federal 

I ' m  qu i te  cer ta in  they did,  I j u s t  haven't 
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f i l i n g  where i n  the time in te rva ls  when they f i l e d  a t  the FCC 

l a s t  October u n t i l  now, they have e i ther  i n i t i a t e d  or promised 

t o  i n i t i a t e  some 23 i n i t i a t i v e s  i n  t h i s  area. 

I'll say three things about those. A l l  23 o f  them 

are r e a l l y  j u s t  i n  time f o r  t h e i r  federal f i l i n g .  Two, a l l  o f  

them could have been made a t  any time i n  the past, and three, 

v i r t u a l l y  a l l  o f  them have been requests t h a t  CLECs have made 

over t ime f o r  the l a s t  two or  three years. 

With tha t ,  I'll turn  it t o  m y  cohorts. 

CHAIRMAN JABER: Who wants t o  go next? Tag your it. 

MS. CONQUEST: Tag, I'm it. I thought I was l a s t .  

Okay. Basical ly,  we support AT&T's pos i t ion.  It i s  a concern 

o f  ours t h a t  changes are very slow t o  be forthcoming. Often 

they are not addressed. They're sent back f o r  c la r i f i ca t i ons ,  

and they s i t  f o r  a whi le  pending and sometimes get l o s t  i n  the 

paper shuf f le .  The biggest concern, I th ink ,  we've had 

recent ly,  and we have made a l i t t l e  b i t  o f  progress toward, i s  

a s iz ing  issue. 

and do a p r i o r i t i z a t i o n  on a change request when we don ' t  

understand what the e f f o r t  w i th  regard t o  the coding resources 

t h a t ' s  being required. And we've t r i e d  t o  explain tha t  i n  some 
o f  the  documentation, I'm sure you've read, t ha t  they br ing  the 

top category or the top  t i e r  t o  the tab le.  Sometimes -it's a 

small CLEC. I t ' s  t h a t  smaller t i e r  tha t  you r e a l l y  need t o  do 

things i n  your business, and those things tend t o  get l o s t  and 

I t ' s  impossible fo r  us t o  come t o  the tab le  
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s i t  on the tab le  f o r  months and months and months. 

So we are advocating tha t  there be a process tha t  

makes us partners i n  the packaging. We need t o  have a voice. 

I don't fee l  comfortable i n  BellSouth being my voice because 

they don ' t  walk i n  my shoes, and they don ' t  understand my 

business needs. And whi le I applaud them f o r  tak ing tha t  t o  

t h e i r  p r i o r i t i z a t i o n  table,  there are a t  l eas t  three in ternal  

customers tha t  are there competing w i th  me f o r  those same 

resources, and t h a t ' s  a concern. And I fee l  l i k e  tha t  we need 

t o  have a co-pos i t ion i n  there, and we should be able t o  help 

i n  t h a t  p r i o r i t i z a t i o n  and packaging e f f o r t .  

I also th ink  t h a t  BellSouth needs t o  help us get more 

o f  these defects handled i n  a more expeditious manner. Whether 

i n  the  fu ture they i n s t i t u t e  a more s t r ingent  tes t ing  p r i o r  t o  

deploying t h e i r  releases o r  whatever i t  takes, we have more 
beta tes t i ng  w i th  them, bu t  I t h ink  we have t o  do a be t te r  job. 

This process i s  snowballing, and over a per iod o f  time i t ' s  

goi ng t o  become extreme1 y unmanageabl e. 

CHAIRMAN JABER: Go ahead. 

MS. DAVIS: Hel lo,  I ' m  Colet te Davis w i th  Covad 

Communications. The points  tha t  I wanted t o  make based on our 

commercial experience w i th  change management i s  t ha t  cur ren t ly  

we have 14 change requests tha t  are i n  the process tha t  a f fec t  

our ordering. We order through LENS, EDI,  TAG preorder and the 

gateway. So these 14 change requests tha t  are i n  the 
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process, out o f  those 14, 10 o f  those are defects. And a 

defect means tha t  the programming has been done based on the 

requirements and there 's  a problem w i th  the actual q u a l i t y  o f  

the programming. Therefore, out o f  these 14 tha t  are change 

requests tha t  are impacting Covad, I s t i l l  have 10 t h a t  are 

defects t h a t  are impeding my a b i l i t y  t o  place mechanized 

orders. Most o f  these require work- arounds, require 

supplemental orders t h a t  have t o  be sent manually. So t o  

capture what has previously been said, there needs t o  be some 

type o f  time frame t h a t ' s  established so t h a t  defects are 

corrected and corrected w i th in  a reasonable amount o f  time. 

The oldest defect t h a t  I have i s  back t o  August, and tha t  i s ,  

unfortunately, one o f  the ones t h a t  causes us the most 

work - around ti me. 

Now, the other item t h a t  I wanted t o  b r ing  up has t o  

do wi th ,  again, the timeliness o f  new products and 

enhancements. The time frame i n  order t o  get a new product 

implemented or mechanized, manual t o  mechanized, it tends t o  go 

from s i x  months t o  e ight  months, even maybe a year. And fo r  

Covad t o  implement a new product, t h a t  requires us t o  move out 

of a mechanized ordering environment back t o  manual. So there 

i s  a sense o f  urgency fo r  the smaller CLECs t o  be able t o  get 

t ha t  mechanization out on a product launch. So, again, some 

s t r i c t e r  time frames and del iver ing mechanized ordering when a 

product i s  launched i s  c r i t i c a l .  All the other CLECs - -  ILECs 
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lSouth should be able t o  do i t  as wel l .  

a t  t h i s  po int ,  Kyle, I ' 1  1 t u r n  i t  over t o  you, 

Network Tel ephone. 

MR. KOPYTCHAK: Great. Thank you. Network Telephone 

woul d support AT&T' s, Covad ' s, and ITC ' s pos i t ion  w i th  respect 

t o  s iz ing  and p r i o r i t i z a t i o n  and also spec i f i ca l l y  Covad's 

pos i t ion  w i th  respect t o  the time frame. 

touch and not belabor the fac t  t h a t  BellSouth brought t o  t h i s  

Commission today Change Request 557 w i th  respect t o  the 

mechanization o f  UDCs and the f a c t  t h a t  they i n i t i a t e d  tha t  i n  

November o f  2001. 

I j u s t  would l i k e  t o  

I th ink  from a standpoint when they br ing  facts  l i k e  

tha t  t o  the  table,  i t  shows that ,  number one, i t ' s  t imely, and 

number two, i t ' s  

fac t ,  Network Te 

sure o f  the  date 

as February 2001 

becoming a large 

Bel 1 South addressi ng our i ssues. When, i n 

ephone requested t h a t  service - -  and I ' m  not 

but I believe i t  was a l l  the way back as f a r  

We recognize t h a t  a t  t ha t  time UDCs were 

por t ion  o f  our broadband services as a resu l t  

o f  some o f  the other ine f f i c ienc ies  o f  t h e i r  ADSL, so we needed 

i t  mechanized immediately. It took over 11 months, and i t ' s  

s t i l l  not f u l l y  mechanized. So I j u s t  want t o  stress, as 

Colet te d id ,  the t imeliness involved i n  some o f  the issues tha t  

are needed. 

MS. LICHTENBERG: I th ink  I'm the cleanup h i t t e r  

here. The issue o f  change management, as M r .  Bradbury stated 
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Nhen we started, i s  t ha t  changes t o  the OSS systems, changes t o  

the processes by which we have t o  do business can ac tua l l y  put 

i n  a change 

y what i s  going t o  

t i s  going t o  be 

are. 

t o  def ine what CLEC 

impacting means. BellSouth doesn't use my systems t o  make - -  
t o  send orders t o  themselves. BellSouth takes my ED1 LSR a f t e r  

i t  goes through t h e i r  gateway, and t h e i r  systems break it down, 

send i t  o f f  through addit ional legacy systems, and I don' t  know 

what happens t o  it. Yet, BellSouth t e l l s  me tha t ,  i n  what 

generally sounds l i k e  a f a i r l y  pa te rna l i s t i c  tone, i t ' s  okay, 

you don ' t  have t o  change tha t  loca l  service request. You j u s t  

keep sending it. The changes w i l l  be transparent t o  you. 

As we learned i n  the migrate by telephone number 

debacle, t h a t  was not the case. And each time t h a t  CLECs were 

provided w i t h  documentation and t o l d  i t  was a minor change, 

orders were rejected t h a t  should not have been rejected. We 

are simply asking tha t  BellSouth work w i th  us t o  look a t  

changes so t h a t  they impact both sets o f  businesses and we work 

together. BellSouth w i l l  t e l l  you t h a t  t o  p r i o r i t i z e  a l l  

change requests together, both Bel 1South- in i t ia ted and 

ALEC-init iated, i s  going t o  hur t  BellSouth. Far from it. 

I f  we see a change t h a t  BellSouth i s  going t o  make 
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tha t  w i l l  make the systems bet te r ,  w e ' l l  put i t  a t  the top of 

the l i s t  because i t  i s  t o  our benef i t  t ha t  we understand the 

way the systems work and tha t  we make sure they do work. So 

tha t  p r i o r i t i z a t i o n  process, the work tha t  your S t a f f  has done 

wi th  the KPMG t e s t  t o  discover t h a t  once we th ink  we've reached 

an agreement on p r i o r i t i z a t i o n ,  t ha t  there i s  a backroom 

process, a s ta r  chamber, t ha t  changes tha t  process i s  

absolutely c r i t i c a l  And I know t h a t  the S t a f f  and KPMG 

continue t o  look a t  t h i s ,  and i t  i s  one o f  the th ings tha t  the 

ALECs have asked fo r .  

We th ink  t h a t  s iz ing  i s  important, but  unless we t a l k  

t o  the actual people tha t  ac tua l l y  know the systems, not the 

BellSouth change control  I T  guru, but  the people tha t  ac tua l l y  

program LEO and LSOG and the other systems, on ly  i f  we work 

together can we say, w a i t  a minute. Are you sure t h a t  by doing 

" X , "  you're not going t o  cause defect "Y"?  And as t h i s  team 

has said over and over, the number o f  defects i s  exceedingly 

high. And i t ' s  BellSouth tha t  decides i f  those defects are 

important and i f  those defects need t o  get f ixed. 

You asked a question, Madam Chairman, I believe, o f  

Mr. Pate about what happens i f  you put i n  a change request, who 

says yes o r  no. BellSouth says yes or no. When BellSouth 

comes back and says, too expensive, they don ' t  come back and 

say, i t ' s  very expensive t o  change t h i s  system, but what i s  i t  

you're r e a l l y  t ry ing t o  do, and i s  there a be t te r  way, a less 
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expensive way t o  do it? If we p r i o r i t i z e  changes together, 

t ha t  w i l l  no longer be an excuse. 

We also have our changes echoed back t o  us which give 

us more information. We1 1 , we t r y  t o  describe our change 

requests, but  i f  we don ' t  have the r i g h t  resources t o  work w i th  

us, i t ' s  very d i f f i c u l t  f o r  BellSouth t o  understand what they 

w i l l  b r ing  a are. Yet BellSouth on ly  now has decided t h a t  they 

s ing le I T  person t o  the table.  

We have an escalat ion process. Absolute 

I t  escalates around i n  c i r c l e s  ins ide  d e f i n i t e l y .  

Y 9  

Bel 1 South , 

and i f  we r e a l l y  need something done, we have t o  go t o  a 

Commission and take your time t o  ask you t o  make tha t  change. 

That 's parsed CSR; t h a t ' s  migrate by telephone number and name; 

t h a t ' s  l i n e  s p l i t t i n g ;  t h a t  i s  the correct ion o f  a number o f  

these defects: i t ' s  the Single "C" order process tha t  we have 

asked for  over and over bu t  couldn' t  get un t i l  we found a 

Commission who could work w i th  us and order it. We r e a l l y  - -  
CHAIRMAN JABER: Ms. Lichtenberg, on the shared 

p r i o r i t i z a t i o n ,  BellSouth has t o  p r i o r i t i z e  among your changes, 

but they also have t o  p r i o r i t i z e  among a l l  o f  the ALEC changes. 

So do you have a suggestion f o r  us on how t h a t  could be done? 

MS. LICHTENBERG: The ALECs work j o i n t l y  t o  come up 

w i th  a s ing le p r i o r i t i z e d  l i s t  o f  ALEC changes. And we as 

ALECs, i t ' s  incumbent upon us t o  work w i th  each other and t o  

make sure tha t  we understand how those changes impact us. What 
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we're asking for i s  t ha t  the BellSouth changes - -  t ha t  the 

changes they want t o  make t o  t h e i r  systems tha t  take up 

addi t ional  capacity, t ha t  they share those w i th  us as well  and 

tha t  we p r i o r i t i z e  together. Clear ly  everyone wants these 

systems t o  work, and only  by working j o i n t l y  can we make them 

work. 

I th ink  tha t  the ALEC red l ine  proposal t ha t  

M r .  Bradbury mentioned i s  a step in the  r i g h t  d i rect ion.  This 

i s  a process tha t  works i n  other states. It doesn't work i n  

Bel 1 South. 

CHAIRMAN JABER: Any other comments from the ALEC 

panel ? 

Okay. Bel lSouth panel 

MR. PATE: Yes, Commissioner. I'll be the primary 

, spokesperson t o  address the issues on change management. 

F i r s t ,  I ' d  l i k e  t o  t a l k  from the presentation tha t  we prepared 

j u s t  t o  discuss some o f  the th ings i n  change management. We 

are very committed t o  the change management process. I th ink  

t h a t ' s  proven by the amount o f  work and the resources tha t  we 

devote t o  working w i th  the ALEC community as a whole. But 

there 's  some par t i cu la r  things I ' d  l i k e  t o  b r ing  t o  your 

a t ten t ion  tha t  we're doing t o  even make t h i s  process bet ter ,  

and we're doing t h i s  because we've l i s tened t o  the ALEC 

community. 

I ' d  l i k e  t o  po in t  out very f i r s t  t ha t  i t  was 
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referenced i n  someone's comment e a r l i e r ,  but  Mr. Dennis Davis 

i s  here today. Mr. Davis i s  the OAVP, the operational 

assi stant v ice president f o r  Bel 1 South, t ha t  has responsi b i  1 i t y  

f o r  the change management process as wel l  as release 

management. And he's here because he heard o f  t h i s  proceeding, 

and he wanted t o  come hear what the ALECs were saying even 

though he deals w i th  them day i n  and day out as par t  o f  the 

process. He wanted t o  be present here t o  also be t te r  

understand and hear even more. That 's some o f  the 

commitment - - or a t  leas t  a show o f  the  commitment made t o  t h i s  

process. 

Let me t a l k  about - - w i th  respect t o  what we have 

l a i d  out here. The f i r s t  item I have i s ,  make the process more 

user- f r iendly .  BellSouth i s  trying t o  do tha t  and provide more 

support t o  the ALECs. Let me g ive you some i l l u s t r a t i o n s  o f  

what I'm re fe r r i ng  t o  here. 

BellSouth has begun d i s t r i b u t i n g  t o  the change 

control process members a s ingle document tha t  out l ines a l l  

document changes associated w i th  each release. Now, t h i s  w i l l  

al low them t o  consult a s ingle source t o  learn  about the 

business ru les and other re1 ated documents tha t  have changed. 

That's a d ras t ic  improvement from what has been there before. 

We've also agreed a t  the ALECs' request t o  separate 

the re1 ease schedule based on system versus nonsystem impacting 

type changes, and we're updating the  Web s i t e  t o  r e f l e c t  tha t .  
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I n  the f a l l  o f  2001, we began providing members o f  the CCP a 

d a i l y  a c t i v i t y  report  which shows the update a c t i v i t y  on each 

ind iv idual  change request. 

d i s t r i b u t i n g  a quar ter ly  t rack ing repor t  t h a t ' s  i n  an Excel 

format t h a t  allow them t o  p u l l  i t  down t o  Excel and do whatever 

they wish (phonetic) t o  bet ter  understand t h e i r  pa r t i cu la r  

request. 

In March o f  2002, w e ' l l  begin 

We've a1 so changed the manner i n  which we actual l y  

conduct the p r i o r i t i z a t i o n  meetings. What I mean by the 

p r i o r i t i z a t i o n  meeting, t h i s  i s  the meeting t h a t ' s  held where 

de come together and ac tua l l y  use a vot ing methodology t o  

p r i o r i t i z e  a change request. The meeting i n  the pas t  had t o  be 

held i n  person, and the information associated w i th  tha t  

neeting was t y p i c a l l y  d is t r ibu ted  a t  the meeting. Well, now 

,verve expanded t o  get the information out i n  advance and 

actual ly  w i l l  conduct those meetings v i a  a conference bridge t o  

assist those tha t  have d i f f i c u l t y  i n  t rave l i ng  t o  the meeting. 

CHAIRMAN JABER: Who attends the meeting? 

MR. PATE: The meeting i s  attended by the ALECs 

par t i c ipa t ing  i n  change control .  This i s  a major meeting. 

rhey have a monthly meeting as i t  i s .  The p r i o r i t i z a t i o n  does 

not necessari ly occur monthly, though. 

quar ter ly  schedule. So t h a t ' s  the meeting t h a t  we're re fe r r i ng  

t o  here. 

I t ' s  t y p i c a l l y  on a 

I introduced M r .  Davis t h a t  was here, but we also 
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have some other members tha t  we now have attending these 

monthly meetings. There's been some reference made t o  t h i s .  

We have members o f  the account team, a gentleman t h a t  

represents the account teams tha t  the ALECs in te r face  w i th  tha t  

attends the  meetings. So he can hear and be a pa r t  o f  t h i s  

discussion. As reference, we have a member from our I T  

department tha t  comes t o  these meetings tha t  can help speak t o  

the issues and take them back. We also have members o f  our 

s t a f f  and the  change review board. These are people tha t  

represent the  pro jec t  managers o f  the various in ter faces and 

such t h a t  attend these meetings. So the bottom l i n e  i s ,  we're 

t r y i n g  t o  b r i ng  the people, the appropriate resources t o  the 

meetings themselves so tha t  the meeting becomes a more 

meaningful dialogue i n  exchange o f  information. 

The next i tem I have up there i s  t o  modify the 

process and response t o  the needs o f  the CLEC community. 

the summer o f  2001, we implemented a process t o  d i s t r i b u t e  the 

BellSouth business ru les for l oca l  ordering e a r l i e r .  We 

have - - i t  was a 5 day i n  advance, f o r  example, f o r  nonsystem 

changes and 30 days for systems. Well, there are in te rva ls  

associated w i th  t h i s  now tha t  where - - the way i t ' s  cur ren t ly  

worded f o r  a major release, t ha t  w i l l  be provided e igh t  weeks 

i n  advance; f o r  minor release, f i v e  weeks. For those tha t  are 

nonsystem impacting changes w i l l  get 30 days no t i f i ca t i on .  

I n  

Also,  i n  December o f  2001, a coding matrix associated 
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wi th  each release was developed so tha t  it would be a more 

s imp l i f ied  version o f  a l l  the user requirements t o  t r y  t o  a id  

i n  the ALECs in te rpre t ing  the coding requirements - - the coding 

needs they would have. 

sometime also i n  l a t e  2001 we began d i s t r i b u t i n g  a complete 

schedule o f  the release implementation f o r  the year. So they 

could see what the releases are scheduled, and based a t  t ha t  

po in t  i n  time based on the information, t h e y ' l l  know what's 

going t o  be i n  those releases when they see tha t  schedule. 

I don ' t  have the exact date, but  

Adding CCP performance measures i s another i tem I ' ve 

noted. We had added three new performance measures t o  even 

continue t o  monitor a commitment t o  t h i s .  The CLECs w i l l  

receive timing n o t i f i c a t i o n  o f  a l l  BST software defects, so the 

time periods associated w i th  those defects, a measure has been 

put i n  place f o r  tha t .  

We also have a measure for the percent o f  the change 

requests submitted by the ALECs t h a t  are accepted w i th in  10 

business days. And a t h i r d  measure tha t  was added was a 

percent o f  change requests rejected by BellSouth based on the 

reasons speci f i ed  i n  the change control  process. 

We've also made a commitment t o  implement the top 

p r i o r i t y  change requests f o r  t h i s  year. We've said tha t  o f  

those change requests, we w i l l  d e f i n i t e l y  s ta te now w e ' l l  get 

15 o f  those in,  and 7 o f  those, I bel ieve, have a1 ready been 

scheduled. And the others w i l l  be scheduled and put  i n  place 
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dur ing the  second h a l f  o f  the year, the t h i r d  and four th  

quarters. 

The implementation and a v a i l a b i l i t y  o f  the CAVE 

tes t i ng  system has been expanded also. When t h a t  system was 

i n i t i a l l y  r o l l e d  out, the i n ten t  was f o r  a period before and 

a f t e r  releases f o r  t ha t  t o  be avai lable f o r  the ALECs t o  t e s t  

the func t iona l i t y  associated w i th  tha t  release. Essent ia l ly ,  

i f  you look a t  the schedule now, we've expanded tha t  beyond 

t h a t  i n i t i a l  approach t o  essent ia l l y  make i t  more avai lable so 

they can get i n  there and t e s t  the func t i ona l i t y  and work w i th  

the various issues tha t  are going t o  be impacting t h e i r  changes 

for t h a t  par t i cu la r  request. 

A comment you've heard throughout tha t  appears t o  be 

a major issue, a theme, t h a t  we've heard and we have been 

working d i l i g e n t l y  w i th  the  community deals w i th  the capacity. 

How does BellSouth a l loca te  the capacity and the releases so 

tha t  the  ALECs change requests w i l l  be worked? This - - you 

know, I'll admit t o  t e l l  you r i g h t  now, t h i s  i s  a challenge, 

because as you t r y  t o  take a look a t  the releases and take a 

look a t  a l l  the changes tha t  we have before us, i t  i s  a major 

balancing act  t o  take a l l  the resources necessary t o  implement 

each and make sure tha t  you can r e a l l y  f u l f i l l  those requests. 

This, o f  course, had some i n i t i a l  roots back here through the 

t h i r d - p a r t y  tes t ing  exception tha t  was raised on t h i s  issue. 

And you're probably f a m i l i a r  w i th  a proposal t ha t  was made tha t  
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de would a l locate 40 percent o f  the released capacity t o  the 

4LECs' change requests as well  as any ALEC-driven mandates. A 

mandate could be, f o r  example, the parsed CSR tha t  we have 

already discussed today. And then 60 percent o f  t h a t  remaining 

capacity then would be allocated t o  BellSouth's what we re fe r  

t o  as a publ ic  switched network mandate. By tha t ,  I'm t a l k i n g  

about NPA overlays, f o r  example, o r  number pooling. And then 

de would have w i th in  t h a t  60 percent what we need t o  do t o  deal 

d i t h  the defects and regular maintenance o f  our systems and 

then the remaining pa r t  o f  t ha t  t o  deal w i th  the 

Bel lSouth- in i t ia ted change requests. 

So we were saying by the time we take a look a t  a l l  

o f  our maintenance needs, gett ing a l l  the defects t h a t ' s  been 

corrected t h a t ' s  been discovered and then do what we have 

requirements from a publ ic  switched network, we need 60 percent 

o f  t h a t  capacity, but  we ' l l  give you the 40 other percent. And 

we even developed a too l  t o  help them, a s i z ing  model, so they 

could see what tha t  40 percent would require i n  terms o f  each 

indiv idua change request. The ALECs as a whole have said tha t  

they f i n d  tha t  unacceptable. Some of the words I read i s  they 

said i t  was nothing more than maintaining the status quo. And 

we're puzzled by t h a t  comment, f rank ly .  We were d e f i n i t e l y  

t r y i n g  t o  do something tha t  would help i n  t h i s  p r i o r i t i z a t i o n  

process as we l i s t e n  t o  t h e i r  needs spec i f i ca l l y ,  t h e i r  

requests. 
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As a r e s u l t  o f  tha t ,  we have taken a look a t  a 

d i f f e r e n t  proposal. 

everyone a t  the break tha t  ' s 1 abel ed, "CCP Re1 ease Capacity 

P1 anning Proposal 2/12/02. 'I This was actual l y  a copy o f  what 

was presented t o  the ALEC community on February 12th. And i n  

fa i rness t o  them a t  t h a t  po int  i n  time, you know, some o f  t h i s  

was new, and they had not digested a l l  o f  t h i s .  I ' m  sure 

they've had an opportunity t o  fu r ther  d igest  since then because 

t h i s  was j us t ,  as you can see, very recent ly.  But i f  you f l i p  

t o  f i r s t  page, you can see tha t  we heard what they said, and we 

came back w i th  a d i f f e r e n t  approach. 

I have the handout tha t  was passed t o  

F i r s t  i s ,  we made i t  c lear  that  we'd have three t o  

four releases annual l y  plus any maintenance releases. Then - - 
there 's  s i x  d i f f e r e n t  types o f  changes. We have l i s t e d  here i n  

the second item a Type 2, 3, and 6 features would be scheduled 

p r i o r  t o  4 and 5. Let me put t h a t  i n  terms outside the process 

so you can understand what i t ' s  saying. The 2, 3, and 6 deal 

w i th  releases associated w i th  indust ry  changes, orders from the 

~ regul a tory  au thor i t ies  and defects. 

The 3 - -  excuse me. The 4s and the 5s deal w i th  the 

CLEC-init iated changes i n  BellSouth. The major di f ference i n  

t h a t  a l o t  o f  t ime i s  you can t a l k  about a 4 and 5 as an 

enhancement. 

submit orders, but  i t  would help and make i t  nicer  because o f  

t h e i r  ind iv idual  needs i f  we d i d  these things, but they are 

I t ' s  not  something t h a t ' s  impeding the a b i l i t y  t o  
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y need t o  be 

i n  par t i cu la r  

makes sense, and 

I t h ink  they ' re  i n  agreement w i th  t h i s  as we l l ,  t ha t  par t i cu la r  

piece o f  i t  . Those take precedence. 

The t h i r d  i tem i s ,  we provide release capacity 

measurement feature p r i o r i t i z a t i o n  matrix. We have an example 

o f  t h a t  matrix on the very next page. This gets t o  r e a l l y  

tak ing  a look a t  each o f  the change requests you're submitting 

and would give you some information back on tha t  change 

request. Also, goes w i th  t h i s  i s  the second b u l l e t  which w e ' l l  

get i n  more de ta i l  i n  a second, capacity associated w i th  tha t  

change request. But here, as you look and re fe r  t o  it, t h i s  i s  

where we're t ry ing t o  i d e n t i f y  the change request. We'l l  

capture the  descript ion, and you can see, p a r t i c u l a r l y  i f  you 

look down the le f t -hand side, we're t ry ing t o  i d e n t i f y  a l l  the 

YOU systems impacted w i th  tha t .  And tha t  helps us iden t i f y ,  i f  

go a l l  the  way over t o  the r ight-hand side, any type o f  

integrated tes t i ng  tha t  ' s goi ng t o  be needed because i t  cou 

impact mu1 t i p l e  systems. 

But r i g h t  i n  the middle o f  t ha t ,  you w i l l  see the 

d 

leve l  o f  work e f f o r t .  This gets t o  a major po in t  t ha t  we're 

t r y i n g  t o  develop here t o  ass is t  the p r i o r i t i z a t i o n  process, 

and t h i s  i s  a t  the request o f  the ALEC community; t ha t  i s ,  g ive 

them some way t o  understand the s iz ing,  the work e f f o r t  tha t  
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has been said associated w i th  a par t i cu la r  change request so 

they can use tha t  t o  evaluate the p r i o r i t i z a t i o n ,  because 

sometimes a t  the face value you're looking a t  change requests 

i t  may look simple, but i t  may be a major e f f o r t  from a coding 

change t o  the system. And what we've done i s ,  we've developed 

the model t o  help them evaluate. We provide tha t  information 

back t o  them. 

resources, and you can see the way i t  I s  1 i s t e d  - - the  way t h i s  

w i l l  come out. One u n i t  equals 100 release cycle hours. What 

we're t a l  k ing  about there, t h a t ' s  the overa l l  programming 

e f f o r t  a l l  the way  from analysis - -  r i g h t  up f r on t  the 

analysis, then the design, then the coding, then the  test ing.  

How much does tha t  take so tha t  you de l i ver  a product f o r  tha t  

release, t h a t  software release? So we w i l l  - - 
CHAIRMAN JABER: M r .  Pate. 

MR. PATE: I'm sorry, yes. 

CHAIRMAN JABER: Do you acknowledge tha t  your change 

It uses a resource model tha t  we put i n  hours o f  

requests w i l l  not always take p r i o r i t y  over the ALEC changes? 

MR. PATE: Yes. You're re fe r r i ng  t o  the Type 4s and 

5s? Correct, they p r i o r i t i z e  tha t  i s  what we're saying here. 

So they would p r i o r i t i z e  it. 

Now, do I understand your question cor rec t ly?  

CHAIRMAN JABER: Well, I ' m  j u s t  t r y i n g  t o  evaluate 

whether t h i s  sa t i s f i es  the ALEC concerns, and a t  f i r s t  blush, 

doesn't - -  i t  looks t o  me tha t  you ' re  ta l k ing  past each other, 
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but perhaps t h a t ' s  my lack o f  understanding. So you're f ree t o  

correct me i f  I ' m  wrong, but I hear them say, we want t o  be 

p a r t  o f  the team tha t  evaluates the propert ies, because they 

acknowledge tha t  BellSouth w i l l  have changes and the ALEC has 

changes. They want t o  look a t  the c r i t e r i a  t h a t  i s  used for 
the ALEC changes and they a l s o  want t o  look a t  the c r i t e r i a  

that  BellSouth uses. So t h i s  doesn't make them par t  o f  the 

team real - t ime,  does it? 

MR. PATE: Yes, we bel ieve i t  does. 

CHAIRMAN JABER: Okay. Explain t h a t  t o  me. 

MR. PATE: This makes them par t  o f  the team rea l - t ime 

from the up f r on t  p r i o r i t i z a t i o n  o f  a l l  those requests tha t  are 

impacting t o  those systems. What I ' m  hearing the ALECs say, 

and I t h ink  i t ' s  what you're r e f e r r i n g  to ,  i s  then f o r  what we 

need t o  do in ternal  for our systems. They're not a pa r t  o f  

that  process, and we're s t i l l  proposing tha t  they should not be 

a p a r t  o f  t ha t  process. Those are the things tha t  BellSouth 

needs t o  do fo r  managing those systems in te rna l ,  but  what we're 

t r y i n g  t o  say i n  t h i s ,  but w e ' l l  only take so much release 

capacity t o  do tha t .  

CHAIRMAN JABER: Right. But i s n ' t  i t  correct  t ha t  

they want t o  be par t  o f  t h a t  in te rna l  process because they ' re  

worried t h a t  the changes you make t o  address t h e i r  concerns 

ac tua l l y  create defects i n  other areas? 

MR. PATE: That may be pa r t  o f  t h e i r  concern. I ' m  
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not sure tha t  I ' v e  heard i t  from tha t  perspective, the way you 

phrased it. 

CHAIRMAN JABER: That's what I heard. 

MR. PATE: Well, I heard more from a standpoint t ha t  

they wanted t o  be i n  t h a t  t o  ensure t h e i r  changes was ge t t ing  

the capacity tha t  i t  deserved and tha t  our changes was not 

taken away from the i r s .  

CHAIRMAN JABER: Okay. Hang on t o  t h a t  

because I want t o  make sure I understand. 

Ms . L i  chtenberg, 1 i ke a two second answ 

thought 

r .  
MS. LICHTENBERE: You are absolutely correct ,  

Madam Chai rman. 

CHAIRMAN JABER: Okay. Well, so what I heard was 

accurate, so now you need t o  respond t o  tha t .  

MR. PATE: Well, our pos i t ion  i s  t h a t  the processes 

we're proposing here would take care o f  tha t ,  and through the 

capacity management o f  i t s e l f ,  t ha t  should not be an issue. 

The systems tha t  t hey ' re  t a l k i n g  about and the systems tha t  

they ' re  t r y i n g  t o  expand the overal l  scope o f  change control 

are systems, as we have said i n  t r y i n g  t o  deal w i th  the 

d e f i n i t i o n ,  are not impacting t o  t h e i r  interfaces up f ron t .  

They're not ALEC af fected because one o f  the issues they raised 

here e a r l i e r  i n  t h e i r  points o f  discussion, t ha t  there i s  

cur ren t ly  discussion over t h a t  d e f i n i t i o n  o f  what i s  ALEC 

a f fec t ing .  We're saying when we do an in te rna l  change fo r  our 
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system - -  the system we ta lked about here today, f o r  example, 

i s  a loop f a c i l i t y  assignment control  system. That 's in ternal  

t o  BellSouth. Our ob l iga t ion  i s  t o  make tha t  change and make 

sure i t  does not have any adverse impact on processing t h e i r  

orders. When we make tha t  change t o  tha t  system, j u s t  

recognize tha t  those are the downstream provis ioning systems 

tha t  are the same f o r  BellSouth's r e t a i l  as i t  i s  f o r  the 

wholesale customers t h a t  we serve the ALEC community. So from 

tha t  viewpoint, those changes are impacting everyone the same. 

For them t o  say tha t  they should be involved w i th  

tha t  change, our pos i t ion  i s ,  no, you do not need t o  be 

involved, but we have an ob l iga t ion  t o  make those changes 

proper ly so i t  does not impede what you're doing. 

CHAIRMAN JABER: I understand your pos i t ion,  but I 

also understand t h a t  i n  f i v e  minutes I caught tha t  you were 

t a l k i n g  past each other, and i t  s t r i kes  me as there 's  p lenty  o f  

room here f o r  more dialogue. 

MR. PATE: I agree. 

CHAIRMAN JABER: And I don ' t  know i f  you were 

l y  involved i n  assessing what the ALEC request i s ,  but  

y ' r e  saying i s  t ha t  t o  leg i t imate ly  understand the way 

p r i o r i t i e s  on changes, they want t o  be par t  o f  a team. 

may give some thought t o  pu t t i ng  a group together tha t  

meets as of ten as i t  needs t o  t o  evaluate what the c r i t e r i a  are 

and what the p r i o r i t i e s  should be. 

FLORIDA PUBLIC SERVICE COMMISSION 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 
16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

238 

MR. PATE: Yes, ma'am. 

CHAIRMAN JABER: And maybe t h a t ' s  an independent 

group t h a t ' s  represented by, you know, ALECs and BellSouth, and 

frankly,  maybe you br ing  another ILEC i n .  An independent group 

tha t  takes a look a t  these issues might be worth pursuing. 

MR. PATE; And I think you h i t  on a key point .  I 

mean, t h i s  i s  evolving. We are continuing wi th  discussions. 

That 's why Mr. Davis i s  here. He i s  the one tha t  i s  involved 

w i th  these discussions day i n  and day out. It i s  not I ,  but I 

as attend 

and other 

appreci a t i  on for 

do have frequent discussions wi th  him as we1 

meetings on these discussions w i th  M r .  Davis 

executives a t  BellSouth t r y i n g  t o  have a f u l  

what ' s bei ng proposed. 

This proposal tha t  we have today on the tab le we 

th ink  deals wi th  those issues, however, recognize the one tha t  

they s t i l l  are concerned about, and t h a t  i s ,  being a member o f  

t ha t  in ternal  process. And t h a t ' s  one tha t  we s t i l l  have not 

come t o  any type o f  agreement on. What we are looking a t  tha t  

I can t e l l  the Commission today, though, w i th  respect t o  the 

d e f i n i t i o n  o f  what i s  ALEC af fect ing,  we have i n  our hands and 

we're evaluating and I th ink we' re  almost t o  the point  o f  

proposing it, w e ' l l  use exactly what Verizon has current ly  in 
t h e i r  process for t ha t  de f in i t ion .  And t h a t ' s  one apparently 

t h a t ' s  worked there. Ms. Lichtenberg has made several nice 

comments about Verizon, and obviously, the FCC has accepted 

FLORIDA PUBLIC SERVICE COMMISSION 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

239 

t h e i r  overa l l  process since they a re  i n  the long-distance 

business . 
But we f e e l  t h i s  too l  t ha t  we are proposing would 

give them what they need fo r  capacity management assessment a t  

p r i o r i t i z a t i o n ,  and then as you can see i n  t h i s  page we're 

t a l k i n g  about from a capacity standpoint tha t ,  f i r s t ,  the 

estimated capacity assigned goes t o  - -  from the Type 2 through 

6 features provided. Capacity tha t  would be remaining a f t e r  

you look a t  those Type 2, 3s, and 6s, you would then al locate 

the remaining capacity t o  4 and 5s. And we're proposing today, 

since there seems t o  be a concern about making sure they get 

t h e i r  share even o f  tha t ,  t ha t  w e ' l l  ensure there 's  a 50-50 

s p l i t  o f  a BellSouth 4 versus the CLEC's 5 t h a t ' s  i n i t i a t e d .  

Well 1 also - - one o f  the th ings they have stressed i s  

they want t o  get some type o f  commitment t o  get these 

implemented. They've made reference t o  the backlog, and i t  

appears i t  w i l l  take through - - I t h ink  Mr. Bradbury said 

2005 t o  c lear  i t  out. So they've requested a 60-week in te rva l .  

We had no problem w i th  the 60-week i n t e r v a l  concept, but i t ' s  

got t o  be based on available capacity because there 's  only so 

much capacity t o  do the changes. So t o  say 60 week can be a 

target,  but  l e t ' s  look a t  the capacity. We're going t o  give 

you a l l  the information on tha t ,  each ind iv idual  request, t o  

help you understand what tha t  takes up i n  capacity. Now, help 

us w i th  a l l  t ha t  t o  manage it, so we can t r u l y  put i n  those 
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you. 

nning, t h i s  i n k  i s  s t i l l  p r e t t y  

wet on t h i s  proposal, and I t h ink  t h i s  represents j u s t  the 

ongoing e f f o r t  t ha t  we have through Mr. Davis's team t o  work 

w i th  the ALEC community. Change control process i s  going t o  be 
the major process tha t  drives our working re la t ionship as we 

continue t o  go forward fo r  many years. We're committed t o  it. 

We want t o  f i n d  a way t h a t ' s  mutually acceptable t o  everyone so 

tha t  everybody's i n te res t  can be served. And I speak on behalf 

o f  BellSouth t h a t  we wish t h i s  process t o  be an e f f e c t i v e  

process. There's nothing hidden from the standpoint o f  what 

we're t r y i n g  t o  do w i th  the capacity management and g iv ing them 

the information they need on each o f  the ind iv idual  change 

requests t o  make i t  happen. Thank you. 

CHAIRMAN JABER: Thank you, Mr. Pate. Any other 

comments from the Bel lSouth panel? 

MR. SCOLLARD: Yes, very quickly. There was one 
issue t h a t  M C I  ra ised and t h a t  i s  including the b i l l i n g  

invoices and usage records as p a r t  o f  change control 

Bel lSouth's pos i t ion  i s  t ha t  general ly what we provide are 

buckets of records tha t  are already contro l led by the 

guidelines a t  OBF, and t h a t ' s  the appropriate place f o r  those. 

What we have offered, though, i s  on the changes t o  service 

o f  processes, i f  there i s  a b i l l i n g  

d be required t o  put those i n ,  t ha t  we 
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vould look a t  those. However, since our r e t a i l  customers are 

using the exact same system as we're using f o r  the CLECs, i t  

probably w i l l  take some addi t ional  t ime t o  make sure we don ' t  

adversely e f fec t  those customers when we put them in.  

COMMISSIONER BRADLEY: Madam Chair? 

CHAIRMAN JABER: Yes. 

COMMISSIONER BRADLEY: A t  some time i n  the near 

future,  I would be interested i n  hearing what Verizon's 

proposal i s .  

CHAIRMAN JABER: Mr. Pate, are you f a m i l i a r  enol 

with the  Verizon proposal t o  a r t i cu la te  tha t  f o r  us i n  a 

summary fashion? 

MR. PATE: I have seen it, but I haven't in te rna l i zed  

it. 

COMMISSIONER BRADLEY: Okay. 

MR. PATE: We can make tha t  avai lable t o  you, the 

1 anguage t h a t  we' r e  - - 
COMMISSIONER BRADLEY: Well, I don' t  want t o  put you 

a t  an un fa i r  disadvantage by asking you t o  explain something 

tha t  you don ' t  know the de ta i l  s o f ,  but I ' d  j u s t  be interested 

i n  knowing what i t  i s .  

CHAIRMAN JABER: What about the ALECs? Anyone tha t  

i s  ac tua l l y  par t i c ipa t ing  i n  the Verizon method? 

MS. LICHTENBERG: I'm doing t h i s  o f f  the top o f  my 

head, and I'll t ry  t o  be rapid. Verizon doesn't re fe r  t o  ALECs 
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as "them." They r e f e r  t o  us as pa r t  o f  the team. We work 

together t o  p r i o r i t i z e  everything. There i s  no 

r e p r i o r i t i z a t i o n .  B i l l  i n g  system changes are included i n  

change management. Changes t o  the in ternal  systems - -  Verizon 

learned a f t e r  the New York meltdown t h a t  i t  was c r i t i c a l  t o  

t a l k  about in ternal  changes and l e t  CLECs know when they were 

going t o  take place. The r e s u l t  - - the problem where CLECs 

were missing huge numbers o f  n o t i f i e r s  a f t e r  a Verizon in te rna l  

change taught them tha t .  

We had o r i g i n a l l y  brought the Verizon change 

management proposal t o  Bel 1 South as the o r ig ina l  s ta r t i ng  po in t  

for change management. We continued t o  t r y  t o  work wi th  

BellSouth t o  do t ha t .  I have not seen BellSouth's new 

d e f i n i t i o n  o f  CLEC impacting. There was one a t  the change 

management meeting on the 12th. 

t o  see i n t o  the systems, and it was not one t h a t  responded t o  

your question about, shouldn't  everything be p r i o r i t i z e d  

together? 

It was not one t h a t  allowed us 

CHAIRMAN JABER: Okay. Ms. Lichtenberg, you j u s t  

represented tha t  you brought the Verizon change management 

model t o  Bel 1 South. 

MS. LICHTENBERG: Yes. Tyra Colbert (phonetic), who 

I t h ink  her new l a s t  name i s  Hush (phonetic), who i s  our 

representative wi th  M C I ,  when change management started, we 

wanted t o  s t a r t  w i th  the Verizon process because i t  was 
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working. That was some years ago. 

CHAIRMAN JABER: Okay. And M r .  Pate j u s t  said tha t  

they 'd  be happy t o  implement the Verizon change proposal i f  

t h a t ' s  what the ALECs want. 

MR. PATE: That was s p e c i f i c a l l y  r e f e r r i n g  t o  the 

d e f i n i t i o n  we're t a l k i n g  about f o r  ALEC af fect ing.  That 

appears t o  be a major issue a t  t h i s  po in t  i n  time. I don' t  

want t o  represent t h a t  we're w i l l i n g  t o  adopt everything w i th  

Verizon's change control process. I ' m  not even f a m i l i a r  what 

everything is i n  t h a t  context , s p e c i f i c a l l y  - - 

CHAIRMAN JABER: Mr. Pate, you can go back and look 

a t  the Verizon model and review f o r  us what pa r t  of t ha t  mode 

you would be w i  11 i n g  t o  implement on your own. 

MS. LICHTENBERG: I f  I could add a couple o f  things 

n 

about the Verizon process tha t  my colleagues have reminded me. 

There i s  no backlog i n  Verizon. Testing i s  done very w e l l  , and 

when defects are  found, they' r e  announced and corrected 

sometimes i n  days. There are issues, as there always are w i th  

software development, but the CLECs would be more than happy t o  

have the Verizon process i n  BellSouth. 

CHAIRMAN JABER: And t h a t ' s  a Verizon process tha t  

Verizon i s  using i n  F lor ida today. 

MS. LICHTENBERG: I c a n ' t  speak t o  Flor ida.  It was 

developed by the o l d  Be l l  A t l a n t i c  region, and we're not doing 

business i n  the Verizon foo tp r in t  here. I th ink  there were 
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some changes tha t  were agreed t o  because o f  the GTE merger and 

the merger conditions. We would be i n  favor o f  the current 

process tha t  works i n  New York, Pennsylvania, Massachusetts, 

Vew Jersey, and I bel ieve i t  i s  very s imi la r  t o  what i s  i n  

lrerizon Flor ida.  

COMMISSIONER PALECKI : Ms. L i  chtenberg, when you say 

that the Verizon process allows the  CLECs t o  see i n t o  the ILEC 

systems, what do you mean? Does t h i s  mean tha t  you ac tua l l y  

have I T  people who have every de ta i l  o f  the  software i t s e l f  and 

can he 

change 

techno 

p design the software? 

MS. LICHTENBERG: Yes, t h a t  i s  correct. I n  Verizon 

management i s  a process t h a t  i s  run by the information 

ogy organization. And so when a Verizon change i s  

suggested, the actual people who w r i t e  the business ru les,  do 

the coding are there. And so ra ther  than - -  Verizon i s  

s l ight ly  d i f f e r e n t  than BellSouth. They don ' t  outsource t h e i r  

IT .  So we f i n d  i t  much more important t o  have I T  people 

talking t o  I T  people so tha t  they understand f u l l y  what the 

systems are capable o f .  

One o f  the things tha t  t h a t  does i s ,  i t  allows you t o  

say, here's a release, and we've got t h i s  much o f  i t  f i l l e d  up, 

but we see fa r ther  down on your change management l i s t  three 

changes tha t  we could ac tua l l y  drop i n  because we have a l i t t l e  

more room, and we can t a l k  about i t  and we can do it. 

One o f  the other things tha t  the Verizon process 
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a1 lows us t o  do i s  t o  determine as a team - - and we do view i t  

as a team, we t a l k  t o  the actual I T  people a l l  the time I -  t o  

determine as a team i f ,  for instance, we want t o  sk ip  an 

industry-mandated release. We agreed i n  Verizon t o  sk ip  

LSOG 3 and move on t o  LSOG 4, f o r  example, because j o i n t l y  we 

decided t h a t  would be a be t te r  process. 

CHAIRMAN JABER: Mr. Pate, were you done w i th  the 

Bel 1 South panel ? 

MR. PATE: Yes, I was. Thank you. 

MR. BRADBURY: Madam Chair, may I have a minute or 

two? There's three points I ' d  l i k e  t o  t a l k  about. 

help clear up M r .  Pate - - 
CHAIRMAN JABER: Actual ly,  we're going t o  move on. 

MR. BRADBURY: Okay. 

CHAIRMAN JABER: And are we moving on t o  data 

It w i l l  

integrity/performance measures, Ms. Boone? Is t ha t  what you 

a l l  decided? 

MS. BOONE: Yes, very b r i e f l y .  

CHAIRMAN JABER: Okay. Who wants t o  s t a r t  tha t?  

MS. BOONE: AT&T w i l l  be k ick ing  o f f  t h i s  panel . 
MR. TIMMONS: Good afternoon. My name i s  K .  C. 

I work as a performance measures manager f o r  AT&T, so Timmons. 

what I do on a d a i l y  basis i s  t o  monitor and analyze the 

performance data tha t  i s  reported by BellSouth. 

two years t h a t  I ' v e  been doing t h i s ,  my analysis has uncovered 

In the l a s t  
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iumerous data i n t e g r i t y  issues, and, you know, I ' v e  witnesses a 

Zonsi stency o f  i nstabi 1 i t y  w i th  the Bel 1 South performance data 

50 i f  I can re fe r  you t o  the handout very quickly.  

The f i r s t  th ing  I want t o  t a l  k about are gaps or 

insuf f ic ienc ies i n  the BellSouth raw data. These gaps prevent 

Lhe ALECs from being able t o  v e r i f y  the accuracy o f  the 

ierformance reports w i th in  BellSouth. 

through t h i s  b r i e f l y .  Stop me i f  you have any questions. 

F i r s t  - -  and I'll run 

There are some types o f  customer orders, although 

iresent i n  BellSouth's legacy systems, tha t  they are not 

r o v i d i n g  t o  the ALECs o r  t o  the Commission w i th in  t h e i r  raw 

j a t a .  Some examples o f  t ha t :  Orders class f i e d  as projects,  

:onfirmations o f  canceled orders, or also d rec tory  o f  l i s t i n g  

Drders f o r  some performance measures. 

Projects i n  par t i cu la r  are c r i t - i ca l  t o  i d e n t i f y  

mstomer experience and t o  be able t o  monitor t h a t .  What we 

have w i t h  projects,  orders w i th  - - i f  a customer places an 
v d e r  w i t h  15 lines or greater, then BellSouth will c lass i f y  

that  as a pro ject .  And what happens i s ,  BellSouth, l i k e  I 

said, they have tha t  data w i th in  t h e i r  legacy systems. They do 

not provide tha t  t o  the ALECs. So w i th  our bigger customers 

dho have orders o f  15 1 ines or  greater, we' r e  not ab1 e t o  

monitor t ha t  performance a t  a l l .  

you tha t  they provide raw data tha t  allows the ALECs t o  

reproduce t h e i r  reports i n  PMAP, but  qu i te  f rank ly ,  t h a t ' s  not 

So - - and Bel 1South w i l l  t e l l  
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enough, and t h a t ' s  not what the Commission has ordered. 

The Commission has ordered tha t  BellSouth provide raw 

data i n  order fo r  ALECs t o  be able t o  va l idate the performance 

data and the 

We cannot 

some o f  the raw 

reports. And w i th  the current s ta te  o f  the raw 

gaps t h a t  are there, we're not able t o  do t ha t .  

val ida te  the performance measures and reproduce 

data t h a t  they have and tha t  they ' re  missing. 

Next, on Page 2 o f  the handout, I: wou 

b r i e f l y  mention tha t  there are some performance 

we're k ind  o f  s h i f t i n g  gears here from raw data 

And 

the 

the 

Bel 

Bel 

d j u s t  l i k e  t o  

reports. And 

t o  the actual 

performance measures reports tha t  summarize the measures. 

There are some o f  those measures tha t  through AT&T analysis and 

through BellSouth analysis, there are reports tha t  are not 

g iv ing correct  data. Some o f  these - - data f o r  acknowledgment 

message t imeliness and completeness. What AT&T did here i s ,  we 

have compared mu1 ti p l  e reports tha t  shoul d g i  ve comparabl e 

data. BellSouth came back and addressed our concerns and said, 

hey, here's the reasons tha t  these reports should not match. 

when we went back and reevaluated the data, we agree tha t  

reports should not necessarily match each other; however, 

rea l  data tha t  was there was not r e f l e c t i v e  o f  t h e  reasons 

South was g iv ing  us. 

Also, jeopardy not ice i n te rva l  i s  another issue where 

South i n  a January 25th f i l i n g  i n  F lor ida admitted tha t  

they are s t i l l  going through program coding changes f o r  t h i s  
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neasure. And l a s t l y ,  the average completion not ice in te rva l  

report i s  another example where the performance data by 

3ellSouth i s  not accurate. There are exclusions t o  tha t  repor t  

that  BellSouth has admitted, so o f  which are completion notices 

for orders t h a t  are completed in a d i f f e r e n t  month from when 

the not ice i s  sent are being excluded. A b ig  one f o r  AT&T i s  

the stand- a1 one 1 oca1 number portabi 1 i t y  numbers We have 

thousands o f  orders i n  F lor ida tha t  f a l l  under t h a t  category, 

and BellSouth i s  cur ren t ly  excluding those orders from t h i s  

performance measure. 

And l a s t l y ,  going back the pro jec t  issue, the LSRs 

c l a s s i f i e d  as projects.  It's another b i g  - -  l i k e  I said, our 

biggest customers. Thei r compl e t ion  notices for t h e i r  orders 

are not showing up i n  the data.  So essent ia l ly ,  because 
BellSouth has these admission o f  reports t h a t  a re  g iv ing 

incorrect  resu l ts  and also because o f  the  gaps tha t  are in the 

raw data and the incomplete raw data, the ALECs really have no 

assurance tha t  the data we're looking a t  w i t h i n  PMAP i s  

correct .  So w i th  tha t ,  I ' l l  hand i t  back over t o  Covad. 

CHAIRMAN JABER: Ms. Boone. 

MS. BOONE : Network Tel ephone. 

MR. KOPYTCHAK: Thank you. With respect t o  picking 

up j u s t  where AT&T k ind  o f  l e f t  o f f  - - Ron, i f  you would. 

Thank you, Ron. 

they were aware o f  some June, July,  and August repost w i th  

I t h ink  Mr. Varner had stated e a r l i e r  tha t  
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respect t o  the flow-through, and I ' d  j u s t  k ind of l i k e  t o  draw 

your at tent ion t o  the December repost. 

December repost, or the i n i t i a l  December which i s  the top, our 

concern was w i th  the TAG column t h a t  I 've  highl ighted i n  

purple, i f  you would. 

I f  you not ice the  

You ' l l  not ice tha t  there 's  no TAG orders f o r  Network 

Telephone, and what you're seeing there i s ,  the blue fo r  the 

top and the bottom are a l l  Network Telephone, and then the 

ye1 low i s  Network Telephone' s , and then the subsets underneath 

are BellSouth's. So y o u ' l l  see the December ' 0 1  and then the 

December repost. So there was ac tua l l y  a December repost. You 

w i l l  see tha t  a l l  o f  our f igures changed, i f  you look a t  the 

f i r s t  yellow l i n e  and the second yellow l i n e ;  however, none o f  

Bel 1South's numbers changed. And I 'm  not sure - - maybe 

Mr. Bradbury can help me because I t h ink  t h a t  he said tha t ,  i n  

fac t ,  there was another posting where Bel 1South's aggregates 

d i d  change, but my concern was w i th  the TAG orders. 

Network Telephone doesn't implement TAG, and on the 

repost we now have 72 orders - - 73 orders issued i n  TAG, and 

i t ' s  very confusing. And I guess my po in t  here i s  t ha t  I don' t  

understand how the data can be tracked correctly i f  t h i s  i s  the 

s i tua t ion .  

CHAIRMAN JABER: Mr. Kopytchak, so your po int  i s  

where we see a 72, t h a t  should be zero? 

MR. KOPYTCHAK: Yes, ma'am. Seventy-three, actual ly.  
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In the repost on the bottom, i t ' s  ac tua l l y  73. There was 72 

for OCN8772 (phonetic), and then one order fo r  2911, but we 

Ion? implement TAG a t  a l l .  

CHAIRMAN JABER: Okay. And your po int  i s  t h a t  f l a w  

i s  i nd i ca t i ve  o f  the data not being accurate throughout. 

MR. KOPYTCHAK: Well, we don ' t  understand why the 

repost was the way i t  was, and we don ' t  understand how - - and 

Me've also had some TAG orders i n  the past as well  t h a t  we've 

questioned and not been able t o  get an answer to .  

CHAIRMAN JABER: Okay. M r .  Pate o r  Mr. Varner, 

actual ly,  anyone, before we leave t h i s  po int ,  can you explain 

that  d i  screpancy? 

MR. VARNER: No, we can ' t .  We're j u s t  seeing t h i s  

fo r  the f i r s t  time r i g h t  now. We can go back and look a t  it. 

We've seen these type things happen before. And invar iab ly  

when we've gone back and looked a t  it, we've found out t ha t  i t  

was leg i t imate,  t h a t  orders did, in f ac t ,  come i n  through TAG. 

One th ing  t h a t  happens - -  

CHAIRMAN JABER: That the order d i d  come i n  through 

TAG? 

MR. VARNER: Yeah. 

CHAIRMAN JABER: Mr. Kopytchak asserts t h a t  they 

don ' t  even use TAG. 

MR. VARNER: Like I said, w e ' l l  j u s t  have t o  go back 

and see what happened t o  i t  and why t h i s  i s  occurring. We have 
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seen them happen before. We've had fo lks  make those claims and 

then come back and f i n d  out t ha t ,  yes, i n  fac t ,  they d i d  come 
i n  t h a t  way f o r  whatever reason. But j u s t  s i t t i n g  here looking 

a t  it, I can ' t  t e l l  you why. 

The one th ing  t h a t  I can po in t  out, though, i s  he's 

t a l k i n g  about a repost. The di f ference up there, I believe, i s  

prel iminary versus f i n a l  data. There was no reposting o f  

December. We posted prel iminary data l i k e  we always do, and 

then we post f i n a l  data. But I can go back, look a t  tha t ,  

include i t  i n  the response w i th  a l l  o f  the other, you know, 

CLEC-specific things tha t  w e ' l l  put  i n  i n  a week. 

CHAIRMAN JABER: Yes. Thank you. 

MR. BRADBURY: Can I ask M r .  Varner t o  explain then 

why the numbers f i l e d  w i th  the Georgia Commission on 

January 31st f o r  the CLEC aggregate were d i f f e r e n t  than the 

numbers on e i ther  o f  these? That's - - i f  you can f i n d  tha t  

data - -  
CHAIRMAN JABER: M r .  Bradbury, are you r e f e r r i n g  t o  

t h i s  chart? 

MR. BRADBURY: Yes, ma'am. 

CHAIRMAN JABER: So t h a t  we can fo l low what your 

question i s  - -  

MR. BRADBURY: As Mr. Kopytchak said, there are 

ac tua l l y  - -  the CLEC aggregates, i f  you look a t  them there, you 

don ' t  see any change i n  the data. BellSouth f i l e d  t h i s  - -  
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purportedly t h i s  very same data w i th  the Georgia Commission on 

January the 31st. The CLEC aggregate numbers i n  tha t  posting 

were d i f f e r e n t  from t h i s .  Spec i f i ca l l y ,  there was a 

di f ference - - there was a s h i f t  between LENS and TAG tha t  was 

there. 

MR. VARNER: That 's r i g h t .  There was no dif ference 

i n  the t o t a l ;  there was a s h i f t  between LENS and TAG between - -  

MR. BRADBURY: That ' s correct e Apparently across a 

number o f  CLECs. 

CHAIRMAN JABER: Okay. M r .  Varner has indicated tha t  

h e ' l l  respond t o  your questions and ours i n  next week's f i l i n g .  

MR. BRADBURY: Thank you. 

MS. BOONE: Covad just  has a few b r i e f  comments. On 

Page 14 o f  our f i l i n g ,  you w i l l  see - -  the f i r s t  t h ing  we 

highl ighted i s  t ha t  KPMG has about 10 exceptions open on data 

and metrics. And as KPMG has been struggl ing w i th  t r y i n g  t o  

reconnect the metrics so has Covad and other CLECs. And one o f  

the biggest differences we found between the BellSouth data and 

the Covad data was the affected volume, and the reason fo r  t ha t  

on a l o t  o f  these metrics i s  because o f  these exclusions. And 

what an exclusion does i s  i t  kicks an order out o f  the average. 

And where tha t  can come i n to  pl.ay, f o r  example, i s  on the order 

completion i n te rva l .  How long on average d i d  i t  take BellSouth 

t o  get the ADSL loops out t o  Covad? And what we noticed was a 

high volume o f  L coded orders. 
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Now, according t o  the business rules, an L coded 
order i s  an order i n  which you've asked for either longer or 
shorter t h a n  the standard interval. Now, as a policy matter, 
we d o n ' t  do t h a t ,  bu t  sometimes later i n  the process i f  our 
customer needs t o  change the day, we will  change. So some o f  

them are going t o  be va l id ly  coded L. But we looked i n  July 

and they're about 23 percent o f  our orders. 
And so we actually conducted a manual review, and we 

filed i t  here i n  the third-party test  docket and also w i t h  the 
FCC. And basically w h a t  we concluded was t h a t  we pulled the 
original LSR and we pulled the Covad work logs t h a t  showed when 
we got back the FOC, how long we had actually asked for, the 
LSR, you know, has the desired due date on i t ,  so you can 

l i terally get out a calendar and count 1, 2 ,  3 ,  4,  5 t o  make 
sure t h a t  we asked for the standard interval. And we found o f  

a small sample t h a t  we did - - I can't remember how many i t  

was - -  i t  was like 15 i n  which BellSouth had erroneously 
excluded, and the result o f  this was a downward bias  on the 
interval. And we are currently conducting t h a t  same analysis 
on November da ta .  We have not completed i t  yet. B u t  
33 percent o f  our orders were excluded out  of the order 
compl e t i  on i nterval i n November. 

We've recently raised this w i t h  KPMG and asked them 
i f  they had encountered any L coded orders, and the response 
back was t h a t  i t  was not part of the scope o f  the test  because 
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they ' re  not ac tua l l y  looking a t  t h e i r  own orders and how 

they ' re  coded. That 's not par t  o f  the metrics tes t ,  but it i s  

something tha t  we th ink  i s  o f  concern. And I th ink  as long as 

t h i s  Commission i s  going t o  be, you know, re l y ing  on 

maintenance o f  service based on what's reported, we need t o  

have accuracy and understanding around what i s being reported 

here. Thank you. I t h ink  t h a t ' s  it. 

Mary, sorry. 

MS. CONQUEST: I th ink  I ' m  l a s t  t h i s  time. B r i e f l y  

speaking, we again bel ieve the data i s  flawed. There's missing 

data. We brought t h a t  before two other commissions. We found 

t rouble t i cke ts  i n  our systems tha t  were not re f lec ted  i n  the 

TAFT system and the raw data  tha t  BellSouth had. They have not 

disputed tha t  

We cur ren t ly  are working spreadsheets. We are 

attempting t o  resolve t h i s  together as a team, and I w i l l  say 

tha t  t h a t  par t  i s  working well  w i th  us. We have spreadsheets 

and we're working through the flow-through analysis a t  t h i s  

time. We have a number o f  orders t h a t  cur ren t ly  do not appear 

t o  be par t  o f  the raw data tha t  BellSouth provides. And so 

we're attempting t o  get an understanding o f  why i t  has been 

impossible over these months f o r  us t o  reconci le our data and 

working toward a common goal o f  accompl i sh ing  tha t .  But a t  

t h i s  po in t  i n  time, i t  i s  our opinion tha t  the data i s  

inaccurate . 
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CHAIRMAN JABER: Thank you, Ms. Conquest. 

Bel lSouth panel . 
MR. VARNER: A l l  r i g h t .  How would you l i k e  f o r  me t o  

proceed through t h i s ?  It's a f t e r  5:OO. I can - -  

CHAIRMAN JABER: Quickly. 

MR. VARNER: - -  do t h i s  i n  f i v e  minutes or f i v e  

hours, so you t e l l  me how f a r  you want t o  go wi th  it. 

MS. BOONE: Five minutes. I vote f o r  f i v e  minutes. 

MR. VARNER: I 'm sure you would, but I was t a l  k ing t o  

them 

CHAIRMAN JABER: The f i v e  hours would not acceptable, 

but something s u f f i c i e n t  would be - - 

MR. VARNER: What I could do i s  j u s t  respond 

s p e c i f i c a l l y  t o  these. We've got responses t o  much o f  t h i s  i n  

a handout t h a t ' s  being made r i g h t  now. So what I t h ink  I w i l l  

do i s  so r t  o f  go a t  a general l eve l .  There's some - - a couple 

o f  spec i f i c  th ings tha t  I wanted t o  po in t  t o  i n  there and maybe 

probably get us through i t  fa i r ly  do i t  tha t  way, which w i l  

qui ck l  y. 

CHAIRMAN JABER: Okay. 

MR. VARNER: Okay. 

CHAIRMAN JABER: Now, what have the par t ies decided 

,on maintenance and repai r  and b i l l i n g ?  Update us on tha t .  Do 

!we have a b i l l i n g  panel? I thought t h a t  during the break you 

a l l  were t r y i n g  t o  work some issues out such tha t  we d i d n ' t  

FLORIDA PUBLIC SERVICE COMMISSION 



10 

11 
12 

13 
14 

15 

16 
17 

18 

19 

20 

21 

22 

23 

24 

25 

256 

need a b i l l i n g  panel . 
MS. BOONE: 

MS. FOSHEE: Madam Chair, from BellSouth's 

perspective, we have s l ides prepared on the b i l l i n g ,  and we'd 

be happy j u s t  - -  I th ink  they have been handed out. We'd be 

happy j u s t  t o  f i l e  those as our response t o  comments tha t  have 

been f i l e d  i n  the record by the ALECs. But we can - - i t ' s  a t  

your pleasure whether we actual y have Mr. Scollard present 

those. 

I: th ink  we need a maintenance and repai r .  

CHAIRMAN JABER: Okay. ALECs, I'm t r y i n g  t o  

determine how much longer we need t o  go. So t e l l  me, do we 

need a b i l l i n g  panel, and do we need a maintenance and repai r  

panel ? 

MR. KLEIN: Madam Chair, from KMC Telecom's 

perspective, we d i d  speak t o  BellSouth o f f  the record before 

and j u s t  have a b r i e f  statement we do need t o  put on the record 

w i th  regard t o  b i l l i n g .  Aside from tha t ,  we don ' t  feel  there 's  

a need for a panel. 

CHAIRMAN JABER: Okay. Great . 
MR. KLEIN: I don' t  know. There were two other ALECs 

1 i sted on the agenda as having b i  11 ing i ssues, .bough. 

MS. LICHTENBERG: M C I  WarldCom has noted i t s  b i l l i n g  

issues i n  our f i l i n g .  We are s t i l l  having them, and we are 

t r y i n g  t o  work through them, but I don ' t  th ink  we need t o  take 

the t ime  o f  t h i s  Commission a t  t h i s  moment. We'd l i k e  t o  
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reserve the a b i l i t y  t o  make statements l a t e r .  

CHAIRMAN JABER: Okay. Then a f t e r  Mr. Varner, w e ' l l  

go t o  maintenance and repai r .  

MR. VARNER: A l l  r i gh t .  F i r s t ,  I j u s t  wanted t o  

go - -  I t h ink  I'll j u s t  work my way through here and t e l l  you 

what's i n  here, and there are a few points tha t  I wanted t o  

stop on. F i r s t ,  the f i r s t  few pages, Pages 2 through 

7 i d e n t i f y  several o f  the key metrics and t a l k  about what our 

performance has been on those. And what you can see i n  going 

through it, tha t  we're performing very well  on them. The 

preordering are on Page 2, ordering i s  on Page 3, and the 

numbers there ind icate the number o f  months t h a t  we met e i ther  

the benchmark o r  r e t a i l  analog t h a t  was applicable t o  tha t  

pa r t i cu l  a r  measurement. Page 4 are some ordering measurements. 

You see some wherein there were zeros, but i f  you look over on 

the l e f t  side, y o u ' l l  see what the actual performance was. The 

benchmark here i s  97 percent i n  one hour. We h i t  94.7, 94.5, 

94.5. 

Next would be some more - - some provis ioning 

measurements, i n s t a l l a t i o n ,  PT-30, and then some maintenance 

measurements and some b i  11 i ng measurements, whi ch brings me up 

t o  sort o f  the place where I k ind o f  wanted t o  go through them 

i n  a l i t t l e  b i t  more d e t a i l .  We have a set o f  comprehensive 

metrics t o  evaluate BellSouth's performance. 

anybody disputes tha t .  The Commission has an extensive set  o f  

I don' t  th ink  
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measurements tha t  they inst ructed KPMG t o  use. 

some 75 measures, 2,300 submetri cs. That ' s what they'  re 
evaluating i n  the th i rd -pa r t y  tes t .  So I th ink  the  s ize and 

the scope o f  the measurements i s  p r e t t y  impressive. They were 

developed through a col laborat ion w i th  ALECs, and we've had 

guidel ines o f  several commissions t o  deal w i th  those. 

It consists o f  

Now, the e a r l i e r  s l  ides on selected key measurements 

f o r  ordering, provisioning, and maintenance i l l u s t r a t e  tha t  

we' r e  providing high qual i t y  service. And I should po in t  out 

t ha t  on the  data i n t e g r i t y  issue, t ha t  you've heard several, I 

guess, references t o  the leve l  o f  performance that BellSouth 

has been having and the data t h a t ' s  being used t o  support the 

view that we're not g iv ing  them good performance. That data i s  

coming from t h i s  system. It i s  the same data t h a t  they ' re  

saying is flawed i s  the data t h a t ' s  being used t o  ind icate tha t  

we're not doing wel l .  So I bel ieve tha t  there i s  a greater 

degree o f  re l iance and a greater degree o f  accuracy on t h i s  

data, and I'll j u s t  submit t ha t  f o r  your consideration as you 

work your way through it. And I can go through here, and as we 

go through it, I th ink  y o u ' l l  be able t o  see i n  a l i t t l e  more 

de ta i l  why I say tha t .  

The next one i s  S l ide 10 which i s  r e a l l y  the penalty 

plan. The F lor ida Commission has ordered a penalty plan t o  go 

i n  place, and i t  w i l l  begin w i th  May data implemented i n  June, 

i f  I remember correct ly .  
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Next one i s  a few points on why we bel ieve the data 

i s  r e l i a b l e  and accessible. We provide monthly resu l ts  t o  the 

Commission. We provide the resu l ts  avai lable t o  the Commission 

and ALECs a t  the secured In ternet  s i tes .  This allows the ALECs 

t o  go through and analyze t h i s .  As you heard Mr. Timmons say, 

t h a t ' s  h i s  job t o  go through and analyze t h i s  data. AT&T and 

others have been doing t h i s  fo r  a t  l eas t  two years, going 

through and analyzing t h i s  data and l e t t i n g  us know. That way 

you're assured tha t  any issues tha t  a r ise  w i th  t h i s  data, qu i te  

f rank ly ,  we get t o l d  about them. What we found out, though, 

qu i te  f rankly,  i s  t h a t  i n  most cases what we're t o l d  are not 

r e a l l y  issues w i th  the data but misunderstandings about it, and 

I'll get t o  some o f  those i n  a few minutes. We have the data 

v e r i f i e d  through in te rna l  qua l i t y  controls and also, o f  course, 

you know the KPMG t e s t  is  working on t h i s .  

The next one, KPMG i s  audi t ing every measure. You 

ta lked about the 10 exceptions. KPMG i s  audi t ing each o f  these 

2,300 submetrics. When they open exceptions, i t  can be f o r  one 

or  mu l t ip le  submetrics. We have provisions f o r  recurr ing 

annual audits. The data i s  stable and re l i ab le .  We haven't 

had t o  repost anything i n  four months. 

postings were 98 percent accurate fo r  the data. 

I n  2001 our i n i t i a l  

And w i th  regard t o  the wr i t t en  comments, AT&T was the 

only  ALEC t o  ra ise  any data i n t e g r i t y  issues. That 's why when 

I went through t o  i d e n t i f y  what t o  respond t o  I was only 
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prepared t o  respond t o  t h e i r s  because they were the only ones 

tha t  raised them. And none o f  the issues tha t  they raised have 

a s ign i f i can t  impact on the performance resul ts .  The issues 

tha t  they raised, which are a l l  o f  the ones tha t  was on the 

handout tha t  Mr. Timmons gave you, f a l l  i n t o  these fol lowing 

categories. E i ther  AT&T was incorrect  ; they were o l  d probl ems ; 

some o f  them f i xed  as ea r l y  as Ju ly  o f  l a s t  year; issues t h a t  

were l i m i t e d  t o  a s ing le  month. We had something tha t  happened 

i n  one month; i t  got f i xed  i n  the same month and recurred. 

There were issues w i th  raw data. There are issues wherein 

there i s  something i n  raw data or not i n  raw data. 

have any impact on the  resu l t ing  report ing.  And there are some 

wherein, yes, there are some problems i n  some o f  the data, bu t  

a l l  o f  the impacts are less than one-half o f  1 percent i n  terms 

o f  what i t  does t o  the  accuracy o f  the performance t h a t ' s  

reported. 

It doesn't 

The remaining charts a f t e r  t h i s  ac tua l l y  go t o  each 

o f  the issues tha t  M r .  Timmons brought up on the handout t h a t  

he gave and give us - - and sort o f  t e l l  you what i t  i s  tha t  

resu l ts  from our analysis o f  those. Le t ' s  see. Oh, f o r  

example, the f i r s t  one t a l k s  about pro jects .  Projects are 

proper ly excluded. They're not used i n  some o f  the 

measurements. The commissions recognize tha t ,  and they've made 

those exclusions even as recent ly as the order tha t  they j u s t  

issued. 8ut AT&T's concern i s  t ha t ,  we1 1, I don ' t  see an order 
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tha t ' s  not used t o  calculate the measurement in the raw data 

for  t ha t  measurement. Well, i t  doesn't help you t o  see tha t .  

I t ' s  not used i n  the calculat ion.  The Commission has said i t  

shouldn't be used i n  the ca lcu lat ion,  so there 's  no need fo r  i t  

to be i n  the raw data. I f  you're concerned about whether or 
not tha t  - - you know, an order that you sent i n  as a p ro jec t  

has been captured o r  not or i n  the  raw - -  i s  i n  - -  the 

neasurement resu l t  i s  very simple. The only orders - -  i f  

wders are not i n  raw data, they are not used t o  calculate the 

neasurement. So i f  you go i n ,  you look i n  raw data, t ha t  ordei 

i s  not i n  the  raw data, i t  wasn't used t o  calculate the 

neasurement. I t  ' s very simp1 e. 

I ' m  going t o  sk ip  several o f  these and go t o  one I 

th ink - - Number 19 i s  where I want t o  go t o  because i t  requires 

a l i t t l e  more explanation. The r e s t  are p r e t t y  se l f -ev ident .  

You can j u s t  read through them and see what they say. This one 

i s  a l i t t l e  more complicated. And t h i s  was an issue wherein 

4T&T said they could not rep l i ca te  FOC and re jec t  in te rva ls  f o r  

PMAP data for LSRs tha t  are submitted i n  one month but FOC'd or 

rejected in a d i f f e r e n t  month. It comes i n  towards the end o f  

the month and the FOC or  the r e j e c t  doesn't get returned u n t i l  

the next month . 
I n  fac t ,  AT&T does have the  data t o  enable them do 

th i s .  What they say is  t ha t ,  we l l ,  i f  i t  comes i n  and i s  

responded t o  i n  the same month, they get two l i nes  o f  data and 
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raw data. That 's r i g h t .  Those are the  two l i nes  tha t  I ' v e  

shown. One says received; one says FOC. The f i r s t  column i s  

f o r  LSRs tha t  are received e i ther  f u l l y  mech or p a r t i a l  mech, 

and i t  t e l l s  you when the LSR came in .  The second column i s  

f o r  LSRs tha t  are sent i n  nonmechanized. It t e l l s  you when 

they came i n .  The important po in t  i s  t ha t  f o r  those two 

columns, both l i nes  are the same. I t ' s  the same dates, the 

same t ime on both l ines .  

The next column t e l l s  you on the top  l i n e  i t ' s  going 

t o  be e i the r  the same as the f i r s t  o r  second column, depending 

on whether we got the orders as a f u l l y  mech or as a 

nonmechanized order. The second l i n e  o f  t ha t  t h i r d  column i s  

when the FOC was sent back out or  r e j e c t  as the case may be. 

I f  you go down t o  the next s o r t  o f  group, you w i l l  see where 

AT&T was having a problem. I f  they looked a t  it, i f  the LSR 

came i n  i n  October and the FOC went out i n  November, i n  October 

they saw one l i n e ,  t ha t  f i r s t  l i n e .  But t ha t  one l i n e  t o l d  

them when the LSR came i n ,  and t h a t ' s  a l l  there was because i t  

wasn't responded t o  i n  October, i t  was responded t o  i n  

November. 

The next - - when they looked a t  the raw data for 
November, they saw one 1 i ne. 

f i r s t  column o r  the second column, depending on whether they ' re  

a f u l l y  mech or  a nonmech, when the  LSR came in, and i t  showed 

them i n  a t h i r d  column when the FOC went out. That 's the 

It showed them i n the 
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information you need t o  calculate the i n te rva l .  I t ' s  there. 

I t ' s  j u s t  t ha t  when i t  s p l i t s  the month l i k e  tha t ,  you don ' t  

get both records i n  the same month, but you can calculate the 

i n te rva l  based on the information tha t  you have. So the reason 

I wanted t o  go through t h a t  one i s  i t  was a l i t t l e  b i t  more 

compl i cated. 

ACNI, or average completion not ice i n te rva l  I i s  one 

tha t  gets a l o t  o f  a t tent ion.  One o f  the th ings there i s  t ha t  

on Chart 20 it says, completion notices for orders completed i n  

one month, but the not ice provided i n  a d i f f e r e n t  month are 

excluded. There was a di f ference i n  i n te rp re ta t i on  o f  what the 

SQM required. We agreed t o  do what AT&T says. The SQM has 

always sa id i t ' s  never been clear about what you do about 

things t h a t  straddle a month whether they ' re  i n  o r  out o f  the 

measurements. It always says tha t  you're repor t ing data f o r  

t ha t  month. We've in terpreted tha t  means t h a t  both ends of the 

a c t i v i t y  had t o  occur i n  a month. 

get i t  i n  a month and FOC i t  i n  a month; r e j e c t  the same thing; 

completion same thing. One in te rpre ta t ion  i s  as v a l i d  as 

another. 

we're going t o  go ahead and implement it. 

If i t ' s  an FOC, you had t o  

I f  AT&T prefers t h i s  one, w e ' l l  use t h i s  one, and 

This issue on the next one about orders submitted 

d i r e c t l y  i n  the SOCs not receiv ing completion notices, t h a t ' s  

real  1 y not correct. These are admi n i  s t r a t i  ve orders. We use 

t h i s  terminology i n  a response back t o  AT&T. What - - these are 
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3dministrative orders t h a t  are issued by BellSouth usually as a 
Zorrection t o  an order that 's  already been completed, and 

they're properly excluded from the da ta  f o r  the SQM. The SQM 

says, you exclude these administrative orders, and that 's  w h a t  

r\re d i d .  

On the next one, i t  t a l k s  about the n u l l  intervals. 
rhis is one t h a t  we raised back, I t h i n k ,  as early as June. I t  

ias a minor impact on the data. 
Me11 , i t ' s  like one hundredth o f  1 percent o f  the records are 
affected by this. 

I t  affects less t h a n  one - -  

Completion notices for stand-alone LNP orders are 
2xcluded. You just look a t  the MSS, there's volume there. I 

d o n ' t  know wha t  the concern is ,  t h a t  there's specific orders we 
:an go and look a t  whether they should be i n  - - oh, there were 
some t h a t  AT&T sent us t h a t  were trigger orders. And trigger 
wders do not carry an OCN. Withou t  an OCN there i s  no way t o  
classify them as an AT&T order. A trigger order i s  something 
on LNP t h a t  you put  on t h a t  l e t ' s  the LNP operate 
automatically. I f  there's no OCN on it, there's no way t o  
identify i t  as an AT&T order. I t ' s  not t h a t  i t ' s  excluded, 
i t ' s  just t h a t  you can't identify i t  appropriately for the 
carrier. 

The average jeopardy notice interval, Number 26, t h a t  
i s  a measurement t h a t  we acknowledge is incorrect. I t ' s  been 
incorrect since about June. We are working t o  f i x  i t ,  so 
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MS. CONQUEST: I have those here i f  you'd l i k e  t o  

have them . 
MR. VARNER: Yes. We've asked f o r  them before. 

CHAIRMAN JABER: Ms. Conquest, why don ' t  you make 

sure M r .  Varner has those a f te r  the workshop? 

Mr. Varner. 

MR. VARNER: Okay. I th ink  t h a t ' s  i t . 

CHAIRMAN JABER: Okay. Any other comments from 

BellSouth on data i n t e g r i t y  before we move on? 
Okay. That brings us t o  maintenance and repai r .  

4LEC panel. 

MS. NORRIS: Madam Chair, you're going t o  discuss a t  

the end the opportunity t o  f i l e  w r i t t en  comments; i s  t h a t  true? 

CHAIRMAN JABER: Yes. 

MS. NORRIS: Thank you. 

CHAIRMAN JABER: Who wants t o  s t a r t  the ALEC panel? 

KMC . 
MR. MURDOCH: Okay. Thank you. Brian Murdoch w i th  

KMC Telecom k ick ing  o f f  the maintenance and repai r  agenda panel 

here. KMC experiences i n  the f i e l d  a number o f  service 

del i ve ry  and maintenance. issues tha t  are reported back through 

our operations headquarters i n  A t l a n t a .  And j u s t  t o  rebut, I 

guess, I mention o f  the  fac t  tha t  KMC or  a l l  o f  the other CLECs 

r e l y  on the BellSouth se l f - repor ted data i n  one instance and, 

however, r e f l e c t  some concerns over the i n t e g r i t y  o f  the data 
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i n  other cases. 

KMC fee ls  tha t  the reports from our f i e l d  w i th  

regards t o  service outages r e f l e c t  the  need f o r  KMC and 

BellSouth t o  work or t o  partner more together, and the actual 

maintenance data i tse l  f re f1  ects the ongoing chal 1 enges and 

opportunit ies therein. 

The c i r c u i t  f a i l u r e  on D S - 1 s  i n  the KMC t e r r i t o r y ,  

number o f  - - one out o f  every four c i r c u i t s  tha t  are i n s t a l  l ed  

on average for a month f a i l .  And when you look a t  the 

BellSouth r e t a i l  o f fe r i ng  on the same service type, i t ' s  

bas ica l l y  less than 1 percent. And tha t  k ind o f  d i spa r i t y  

obviously creates a negative impression on the consumer tha t  

you've j u s t  won w i th  your promises o f  increased customer 

service and lower pr ices,  not t h a t  there 's  tha t  much margin. 

But the new c i r c u i t  f a i l u r e  ra te  f o r  D S - 1  c i r c u i t s  

f o r  KMC also are out o f  p a r i t y  w i t h  regards t o  the BellSouth 

r e t a i l  o f fe r ing ,  and the s imi la r  scenario we experience - -  more 

than 8 percent o f  our DS-1s f a i l  w i th in  the f i r s t  30 days a f te r  

they ' re  ins ta l led .  So we feel  t h a t  they've been ins ta l l ed  

incor rec t ly .  And then on the back end, when BellSouth comes 

out t o  repa i r  the c i r c u i t ,  they ' re  repa i r ing  i t  incor rec t ly .  

So we cannot get a qua l i t y  product from the incumbent i n  most 

instances, and our resolut ion i s  t o  change our business plan 

and t o  order up DS-0  leve l  c i r c u i t s  as backup, because our 

customers demand tha t  they have a f a c i l i t y  i n  place tha t  i s  
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-el iab le .  And from the performance measurements themselves, 

iou can see tha t  DS-0 leve l  services are the best o f  the worst, 

guess, w i th  regards t o  maintenance performance measurements. 

The poor qual i ty  i n s t a l  1 a t i  on and the poor qual i ty  

nepair bas ica l l y  amounts t o  a po in t  where Flor ida,  i t  looks 

l i ke ,  w i l l  be issuing remedy payments or remedy c red i ts  t o  

ZLECs operating i n  the State. I would advise tha t  the payments 

themselves are merely a cost o f  doing business f o r  the 

incumbent as we've seen i n  Georgia and Louisiana and i n  other 

[LEC t e r r i t o r i e s  ac tua l l y  as we l l .  It doesn't seem t o  e f fec t  

:hange, i f  you w i l l ,  as we've been fee l ing  the e f fec ts  o f  

3ellSouth's i n a b i l i t y  t o  provide a q u a l i t y  product f o r  four, 

f i ve  years now. 

CHAIRMAN JABER: Thank you, M r .  Murdoch. 

M r .  Monroe. 

MR. MONROE: Thank you, Madam Chairperson. No d i a l  

tone s i tua t ions  are by f a r  the biggest maintenance and repa i r  

issue t h a t  we as a F lor ida CLEC experience. The major i t y  o f  

those no d i a l  tone s i tuat ions,  we ac tua l l y  have the  a b i l i t y  t o  

go i n  through our legacy systems t h a t  we have and do a 

prel  i m i  nary 

issue was or 
i t ' s  on the  

issue l i e s .  

tes t ing  t o  determine whether o r  not the actual 

our side o f  the fence, so t o  speak, or whether 

Be l l  side o f  the fence where the actual repa i r  

I n  doing tha t  test ing,  f o r  the major i t y  o f  the no 
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i s  a B e l l  repair  issue. Then what happens, we t y p i c a l l y  w i l l  

open the t i c k e t  wi th  Be l l .  A t  t ha t  time what happens, B e l l  

w i l l  ac tua l l y  do t h e i r  research and close the t i c k e t  out t o  no 

t rouble found i n  the major i ty  o f  these tha t  we actual ly  send 

over t o  them. 

t rouble found, i t  ac tua l l y  brings tha t  c i r c u i t  back up. 

I n  addi t ion t o  that ,  c los ing a t i c k e t  out t o  no 

Now, back on the 25th o f  January a t  the OSS meeting 

tha t  we had wi th  BellSouth up i n  Atlanta, t ha t  was one o f  the 

issues tha t  we brought t o  the tab le and asked, i s  i t  j u s t  ALECs 

or CLECs tha t  are experiencing t h i s  type o f  issue, or does t h i s  

type o f  th ing happen t o  6ellSouth customers as wel l?  One o f  

the responses tha t  was given t o  us i s ,  yes, i t  does happen t o  

Bel lSouth customers as we1 1. And what we're actual ly  speaking 

o f  i s  jumpers being pul led i n  the f i e l d  f o r  spec i f ic  customers 

which causes the customer t o  go down. The technician w i l l  go 

back out there and rea l l ze  tha t  they have ac tua l l y  pu l led the 

customer down once the t i c k e t  has been opened up, and then 

t h e y ' l l  go ahead and put those jumpers back i n  place so tha t  

the customer comes back up. But then again, they ' re  being 

closed out t o  no t rouble found. 

We asked why tha t  continues t o  happen, and not j u s t ,  

again, not j u s t  CLEC customers, but again BellSouth says i t  

happens w i t h  t h e i r  customers as w e l l .  A response i n  asking why 

tha t  tends t o  happen, BellSouth stated tha t  i t  was bas ica l ly  
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o f f i ces ,  i t  i s  very d i f f i c u l t  t o  determine which jumpers belong 

t o  which customer. 

CHAIRMAN JABER: Thank you, Mr. Monroe. 

Mr. Kopytchak. 

MR. KOPYTCHAK: Thank you. I ' m  going t o  t r y  t o  put 

some more data up on your screen for you. We're having some of 

the same problems as F lo r ida  D ig i ta l  Network w i th  respect t o  

what we bel ieve i s  BellSouth c los ing out some t i cke ts .  This i s  

our December data t h a t  Network Telephone' s operations reports. 

And one o f  the v i t a l  areas you can see here i s  t ha t  out o f  the 

t o t a l  outages o f  245, 141 o f  them were BellSouth resolut ions; 

28 o f  them were Network Telephone. But the  average trouble 

response time i s  where the area gets c r i t i c a l .  BellSouth, I 

believe, f o r  t h e i r  DS-Os are repor t ing about s ix-hour 

reso lu t ion  times, and we're having t rouble rep l i ca t i ng  tha t  

data f o r  two reasons and I th ink  both o f  them combined. 

One o f  them i s ,  i s  t ha t  BellSouth w i l l  close out the 

t rouble t i c k e t  and force us t o  reopen the t rouble t i c k e t ,  and 

we bel ieve tha t  they ' re  doing tha t  w i th in  t h e i r  six-hour 

window, bu t  there 's  no resolut ion,  and we're having t o  reopen 

it. And then another reason, which i s  one o f  the reasons i t  i s  

b r ing ing  t h i s  - -  our data co l lec t ion  average up, i s  tha t  we're 

not receiv ing closeout c a l l s  from CWINS, and apparently we're 

supposed t o  receive t h a t  on every t i c k e t .  So we don ' t  
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necessari ly know when the resolut ion has been corrected. And 

i f  I could switch t o  one more screen here. 

CHAIRMAN JABER: You said you ' re  not receiv ing 

closeout c a l l  s from - - 

MR. KOPYTCHAK: Cal ls,  yes, ma'am. 

CHAIRMAN JABER: - -  CLECS? 

MR. KOPYTCHAK: From CWINS, from the CWINS center. 

CHAIRMAN JABER: Thank you. 

MR. KOPYTCHAK: And then on the last screen here, 

k ind  o f  po in t  out, these are the hours t h a t  we're 

keeping and the resolut ion t i cke ts  on the very bottom 

maintaining about 11 hours f o r  Network Telephone and 31 hours 

f o r  BellSouth. And again, I th ink  t h a t ' s  a combination o f  both 

areas, but  t h a t ' s  not  what BellSouth i s  repor t ing w i th in  t h e i r  

measurement systems o f  s i x -  hour reso lu t ion  times. 

And t h a t ' s  a l l  we have, and w e ' l l  t u r n  i t  over t o  

AT&T. Thank you. 

MS. BERGER: Thank you. AT&T experiences the same 

th ing  tha t  has been out l ined by my three colleagues, so the 

l a s t  issue tha t  I would focus on deals w i th  UNE-P maintenance 

issues. One th ing  tha t  we're f ind ing  i s  t ha t  Bel lSouth's 

maintenance technicians are c los ing out repa i r  t i c k e t s  without 

c a l l i n g  AT&T and establ ishing tha t  connection t o  ensure tha t  

the customer t r u l y  i s  back i n  service, and then what t h i s  

causes i s  a delay i n  ge t t ing  those problems resolved. 
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Secondly, a1 though on our maintenance repai r repor t  

de speci fy a customer's business hours and tha t  there i s  - - you 

know, whether the demarcation po in t  i s  ins ide the customer's 

premise, BellSouth technicians t ry  t o  go t o  the customer's 

premise outside o f  business hours t o  c lear  tha t  maintenance 

t i cke t  and without making any arrangements t o  have access t o  

the appropriate equipment, so then t h e y ' l l  close out the 

trouble t i c k e t  saying tha t  there was no access provided. So 

those are two addi t ional  issues t h a t  AT&T i s  experiencing i n  

addit ion t o  the th ings tha t  my colleagues have out l ined. 

CHAIRMAN JABER: Any other comments from the ALEC 

panel ? 

Okay. Bel ?South panel 

MR. AINSWORTH: This i s  the l a s t  one? 

CHAIRMAN JABER: I t h ink  so. 

MR. AINSWORTH: Okay. I'm going t o  f i r s t  go through 

th i s ,  and then I'll t a l k  about the  s l i d e  presentation i f  you'd 

like. F i r s t  o f  a l l ,  KMC's comments on the t rouble repor t  rates 

and fa i lu res .  Let me j u s t  c l a r i f y  because we have had some 

discussions around t h i s  area. Par t i cu la r ly ,  they were t a l k i n g  

i n  the DS-1  arena, and I want t o  t ry  t o  i d e n t i f y  f o r  you CWINS. 

The CWINS center ac tua l l y  takes the t rouble reports f o r  a l l  UNE 

maintenance and f o r  resale. CWINS, however, i s  not the contact 

bureau tha t  c a l l s  back the CLEC on every t rouble t i c k e t .  

I f  you can envision w i th  me f o r  j u s t  a second, you 
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have design services which are special service l i k e  tha t  have 

engi neer i  ng , and those have a MCO, mai ntenance control  o f f i ce ,  

and tha t ,  i n  e f fec t ,  i s  CWINS. And f o r  those troubles, they 

are making the contact back t o  the CLEC t o  close out those 

t i cke ts .  As  a matter o f  f ac t ,  t h a t ' s  par t  o f  t h e i r  process. 

They document tha t .  They get the name i n  the l o g  o f  tha t  

contact. 

For the nondesigned services - - and nondesigned would 

be l i k e  POTS type services, UNE-P type services, those are 

closed out by the network f i e l d  technicians o r  the  network 

technicians tha t  receive tha t  t rouble report.  They ac tua l l y  

are received by the CWINS as a maintenance issues, but the 

closeout and the f ina l  status o f  t ha t  i s  i n  the network 

organization, the same as i t  i s  i n  r e t a i l  today. So I j u s t  

wanted t o  t r y  t o  c l a r i f y  t ha t  up f r on t .  

CHAIRMAN JABER: What does tha t  mean? For the 

nondesigned services, those are closed out by the  f i e l d  

technicians, does tha t  mean t h a t  no one c a l l s  the CLECs - - 

MR. AINSWORTH: No. They should get a c a l l ,  yes, but  

i t ' s  not  the CWINS tha t  would be making tha t  closeout on those 

pa r t i cu la r  issues. And I guess my po in t  there i s ,  i f  tha t  i s  

an issue, I feel  very confident t ha t  CWINS, because we have 

tha t  documentation i n  the l o g  t o  back tha t  up, i s  making those 

contacts. 

tha t .  

I f  i t ' s  designed services, we ce r ta in l y  want t o  know 

From a network perspective, we want t o  know tha t  also. 
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de'll take tha t  t o  the  areas where i f  t h a t ' s  a problem, we can 

j e t  t ha t  addressed and ce r ta in l y  have tha t  val idated. 

CHAIRMAN JABER: Okay. So as i t  relates t o  Network 

re1 ephone, woul d they be receiv ing designed servi  ces? 

MR. AINSWORTH: I bel ieve - - Kyle can probably 

mswer . They have both, I bel ieve, Kyle? I bel ieve they have 

lo th  designed and nondesi gned. 

MR. KOPYTCHAK: Yes, Madam Chairman, we 

les i  gned and nondesi gned. 

CHAIRMAN JABER: Okay. So you receive 

from CWINS. And as i t  re la tes  t o  the nondesigned 

~ o u l d  be making tha t  c a l l ?  

have both 

ome c a l l s  

services, who 

MR. AINSWORTH: Whoever the technician tha t  was 

dispatched or referred tha t  t rouble condi t ion t o  resolve it and 

had the f ina l  closeout status f o r  t h a t  would be making tha t  

closeout. 

technician tha t  ac tua l l y  was dispatched. 

If i t  were a dispatch, it would be the I & M  

With tha t ,  I'll go back t o  the T - 1  issue, and I'll 

address the  repeat type scenarios. We had some conversations 

d i t h  t h i s  before. What I'm mainly interested i n  and what we 

have been t ry ing t o  r e a l l y  get a t  i s ,  one, when you provis ion 

T-Is, you go through a turnup process, and tha t  process also 

allows the CLEC t o  have the a b i l i t y  t o  do j o i n t  t es t i ng  w i th  

you. And from tha t  process, we feel  l i k e  tha t  t ha t  r e a l l y  

s o l i d i f i e s  an end-to-end process. So i f  the CLEC val idates 
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tha t ,  t h a t  should g ive some assurance not on ly  on the BellSouth 

end but  also on the CLEC end tha t  t ha t  c i r c u i t  i s  up and 

working properly. So t h a t ' s  handled on the turnup process. We 

should g ive them an opportunity t o  make those tes ts  w i th  us t o  

c e r t i f y  t ha t  c i r c u i t .  

t a l k i n g  about fa i lu res  a f t e r  i n s t a l l ,  they being par t  o f  t ha t  

process have tha t  opportuni ty t o  look a t  t h a t  and va l idate it. 

It val idates r e a l l y  t h e i r  part o f  the network and the BellSouth 

part o f  the network. 

I mention tha t  because when they ' re  

I t ' s  a very good process. 

The second th ing  i s ,  i n  looking a t  s i tuat ions where 

you get i n t o  repeat type s i tuat ions,  you w i l l  see on the s l i d e  

i n  j u s t  a moment t h a t  we've opened up i n  - -  the  CWINS center 

has always had what we c a l l  a chronic group. We have enhanced 

t h a t  chronic group. As a matter o f  fac t ,  we've i nv i ted  several 

CLECs, inc lud ing KMC, t o  v i s i t  tha t  center and discuss the 

technical aspects o f  chronic. And one o f  the important 

s i tua t ions  there i s  that  i s  an opportunity for these type 

scenarios t o  be addressed. They go i n t o  more extensive de ta i l  

tes t ing .  They have some very s t r i c t  processes i n  there t o  go 

through looking f o r  a r b i t r a r y  type s i tua t ions  or  s i tuat ions 

tha t  f a l l  i n  the no t roub le  found category. So there i s  a 

vehic le there, and we are - - have attempted t o  b r ing  tha t  t o  

the CLECs t o  have them the opportunity t o  work w i th  us and f o r  

us t o  work w i th  them t o  resolve those k ind  o f  issues and 

hopeful ly reduce any k ind  o f  issues we're running i n t o  where we 
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get i n t o  repeat type troubles o r  troubles a f t e r  30 days. So I 

th ink  we've got th ings i n  place tha t  should address tha t  i f  

they ' re  u t i l i z e d .  

The second po in t ,  F lor ida D i g i t a l  mentioned no d i a l  

tones where they ' re  closed t o  no t rouble found. That 's r e a l l y  

k ind o f  tough t o  answer here. I guess the s i tua t ion  tha t  I d i d  

not ice i n  what they had f i l e d  where they had given some of t h a t  

information t o  the CWINS center - -  and they've been t ry ing t o  

address some o f  those issues o r  looking a t  some o f  those 

issues. But I ' m  very interested i n  t h a t  from the standpoint 

tha t  i f  they are ac tua l l y  tes t ing  t h a t  t rouble,  and t h a t ' s  what 

we're having dialogue now wi th  CWINS on the  opportunit ies tha t  

they've given them, they ac tua l l y  t e s t  a t rouble.  

When i t  comes across and we ac tua l l y  enter the 

dispatch and go out t o  t e s t  t ha t  t rouble,  i f  there 's  not a 

t rouble condi t ion there t o  resolve, then the s i tua t ion  would be 

tha t  you would have a no t rouble found condit ion. I f  there i s  

a t rouble condi t ion there t o  resolve, then we cer ta in ly  would 

resolve tha t .  So there are s i tua t ions  when t h a t  could occur. 

That's no d i f f e ren t  than what happens i n  the r e t a i l  world 

today. 

And again, i f  we run i n t o  those k ind  o f  s i tuat ions 

where i t ' s  becoming a repe t i t i ve  s i t ua t i on  o r  a repe t i t i ve  type 

s i t ua t i on  f o r  a customer out there, I again emphasize the fac t  

t ha t  we need t o  get t h a t  t o  chronic and have tha t  looked a t  so 
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reports coming i n ,  and we 

CHAIRMAN JABER: Okay. FDN has represented tha t  i t  

i s  a continuing problem. 

MR. AINSWORTH : Pardon? 

CHAIRMAN JABER: FDN has represented tha t  i t ' s  a 

continuing problem, so y o u ' l l  have a team o f  people look a t  

that  expedit iously? 

MR. AINSWORTH: Yes, we w i l l .  

CHAIRMAN JABER: And be able t o  report  back t o  us 

your f indings w i th in  the t ime frame tha t  I ' m  going t o  establ ish 

f o r  post-workshop comments? 

MR. AINSWORTH: Depending on tha t  time frame, yes, we 

w i l l .  

CHAIRMAN JABER: It w i l l  be a reasonable time frame. 

MR. AINSWORTH: Okay. Network Telephone addressed 

premature closures, and again, as I have indicated, i f  these 

are design loops, I can ' t  even envision tha t  tha t  would be an 

issue, and I would cer ta in ly  l i k e  t o  see those type s i tuat ions 

i n  the design world because we can go back and t rack tha t  down 

t o  the technician tha t  made tha t  closure. I n  the network 

e n t i t y  where they ' re  c losing out these trouble t i cke ts  - -  
again, I th ink  1 addressed tha t  ear l  i e r  - - we need t o  know 

where t h a t ' s  happening so we can address tha t  i n  whatever area 

i t ' s  happening. And I w i l l  say i n  the nondesign world, one 
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attempt i s  made t o  make tha t  customer contact c a l l .  

don ' t  reach tha t  customer, they w i l l  close tha t  t rouble report .  

That 's consistent w i th  r e t a i l ,  and t h a t  i s  the process i n  the 

design world. So i n  the MCO special service world, you have a 

l i t t l e  b i t  d i f f e ren t  s i tua t ion  from an MCO standpoint as you do 

i n  the nondesign world, but t ha t  i s  consistent, but  we s t i l l  

need tha t  i nformat i on. 

COMMISSIONER PALECKI: You said i f  one e f f o r t  i s  

I f  they 

made, i f  i t ' s  a busy s ignal ,  t h a t ' s  the  end o f  i t  then. 

MR. AINSWORTH: Normally i n  the I & M  world f o r  

nondesign, they w i l l  make tha t  attempt, and then they w i l l  

close the  t i c k e t .  And normally that t i c k e t  w i l l  feed back tha t  

informat ion - -  t ha t  closed information i f  i t ' s  i n  the 

nondesigned world through the TAFI system. 

TAFI, they w i l l  get t h a t  closeout information, and t h e y ' l l  have 

tha t .  

I f  they ' re  using 

COMMISSIONER PALECKI: Is there any way i n  the 

nondesign world tha t  the message could be sent other than 

through a regular phone c a l l  such as an e-mail or something 

tha t  would be there even i f  there 's  not someone answering the 

phone i n  the o f f i c e  o r  i f  the signals are busy, something 

tha t  - - i t  sounds t o  me as i f  the CLECs are t e l l i n g  us tha t  

t h i s  can r e a l l y  cause some major problems i f  they don't get 

these c a l l s  when these t i cke ts  are closed out. 

MR. AINSWORTH: Yes, t h a t ' s  t rue.  And there 's  two 
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opportuni t ies out there. As f a r  as e-mai l ,  no, t h a t ' s  not a 

capabi 1 i t y  they have, but you have TAFI s i t t i n g  out there 

t h a t ' s  avai lable t o  CLECs today. And a l o t  o f  the CLECs here 

today use TAFI . They w i l l  get those closures back through 

TAFI. You have other CLECs here today tha t  have an electronic 

gateway, ECTA process, t ha t  they get e lect ron ic  n o t i f i c a t i o n  

through. So i f  the CLEC chooses t o  u t i l i z e  those avenues, then 

they w i l l  get those no t i f i ca t i ons  e lec t ron ica l l y .  

COMMISSIONER PALECKI : Thank you. 

MR. AINSWORTH: Looking a t  AT&T, again, I th ink  I 

have addressed the premature closeouts and a f t e r -  hours business 

contacts. I f  they ' re  so noted, t h a t  should be represented also 

before t h a t  contact is  made. 

there, we should be applying the business hours t o  those 

contacts and t o  those dispatches. And i f  anything i s  going t o  

occur a f t e r  tha t ,  we should be n o t i f y i n g  those CLECs tha t  

t h a t ' s  going t o  take place t o  be able t o  gain access t o  tha t  

end user, whether i t  be a business or  a res ident ia l  customer. 

CHAIRMAN JABER: When you close out t i c k e t s ,  whether 

I f  those hours are put  i n  on 

i t  be t h a t  the f i e l d  technician c a l l s  or the CWINS program 

makes the c a l l ,  do you document the method o f  contact and 

whether there was a busy signal or  a no answer? 

MR. AINSWORTH: Well, l e t  me t a l k  about the design 

f i r s t .  

contact, so t h a t ' s  the maintenance control o f f i c e  f o r  the 

In the design, we won't close it u n t i l  we make a 
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lesign type services. So we have t o  make tha t  contact t o  

:lose, o r  we have t o  have a vehic le t o  leave a message, a 

]roper message based on tha t  CLEC t o  n o t i f y  them i f  tha t  

trouble i s  being closed. 

information i n  on t ha t  t i c k e t  i n  t h e i r  system t o  document what 

transpired on tha t  closeout, yes. 

I n  the nondesign world, they w i l l  put 

CHAIRMAN JABER: Mr. Kopytchak, have you been keeping 

track or documenting the instances where you bel ieve there 's  

2een premature closure o f  the t i cke ts?  

MR. KOPYTCHAK: Ma'am, I would have t o  go back t o  

Dperations and go i n t o  maintenance and repa i r  and request more 

information. I don ' t  have tha t  w i th  me r i g h t  now. 

CHAIRMAN JABER: Just - - i t seems t o  me tha t  i f  you 

do or  i f  i t ' s  information t h a t ' s  easy t o  compile, you may want 

t o  share t h a t  w i th  BellSouth. 

MR. KOPYTCHAK: Yes, ma'am. 

COMMISSIONER PALECKI: And, M r .  Kopytchak, i f  you 

have a proposed solut ion,  I th ink  you've heard what 

Mr. Ainsworth has said, i f  you have any sor t  o f  proposal, we 

would 1 i ke t o  hear t h a t  i n  your response tha t  you' 11 be f i  1 i ng. 

MR. KOPYTCHAK: Okay. 

COMMISSIONER PALECKI : Because t h i s  does not seem 
l i k e  i t  should be tha t  d i f f i c u l t  t o  solve t h i s  problem. 

MR. KOPYTCHAK: Our operations has reported t o  me 

tha t  they ' re  c a l l s  from CWINS about 25 percent o f  the time. 
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T h a t ' s  a l l  1 can tell  you right now. 
MR. AINSWORTH: And again,  I ' l l  be glad t o  see t h a t .  

Like I said, on the design services, not a problem. We can 
p u l l  t h a t  and give the contact t o  who i t  was closed to .  So 

I ' l l  be glad t o  work w i t h  Kyle on t h a t .  
COMMISSIONER PALECKI: I s  there any kind o f  follow up 

or qual i ty  control t h a t  BellSouth could do behind your service 
people - -  and I'm t a l k i n g  nondesign - -  t o  bring home t o  them 
the importance o f  making these contacts? And, you know, 
sometimes for quali ty control , i t  means t h a t  you have t o  come 
down on your employees out i n  the field. 
make this a priority? 

I mean, could you 

MR. AINSWORTH: I can address i t  from a CWINS 
process. I can te l l  you t h a t ,  yes, we have qual i ty  controls 
i n .  I can tell  you t h a t  we evaluate those maintenance tickets 
i n  every aspect or i n  every fashion, and we do feed t h a t  back, 
and we do take action where that 's required. 1 d o n ' t  do the 

I&M technicians. They do have 
I don ' t  personally have control o f  t h a t  

analysis on the network 
processes i n  pl ace, bu t  

parti cul arl y functi on. 
I ' l l  move on .o the - -  I t h i n k  I've covered the 

f i r s t  two bullet items there. I ' l l  t a l k  about loop testing 
requirement 73-600. This  i s  a document t h a t  i n  some o f  the 
feedback t h a t  we've got t o  the Commission about testing and 

about whether or  not a circuit would meet the parameters i n  the 
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document. For every service tha t  we provide, there are 

requirements out there tha t  we maintain f o r  t ha t  service, and 

those are our t e s t  guidelines and t h a t ' s  provided and the CLEC 

has t h a t  avai lable t o  them. And t h a t ' s  requirements we meet 

when we go out t o  do the test ing,  whether i t  be t u r n  up for 
provis ioning tes t i ng  or  a1 so fo r  maintenance tes t i ng  t o  assure 

t h a t  these services meet the requirements t h a t ' s  l a i d  out f o r  

t ha t  pa r t i cu la r  product. 

Provisioning orders, I commented on tha t  e a r l i e r  

today, and I'll j u s t  make another comment on tha t .  We enhanced 

the CWINS operation t o  r e a l l y  el iminate confusion. And we took 

ownership o f  the s i t ua t i on  where i f  the CLEC encountered what 

they consider an outage based on the f a c t  t h e i r  service order 

a c t i v i t y  i n  e f fec t ,  they can c a l l  the CWINS center, and the 

CWINS center w i l l  i n te r face  w i th  the LCSC t o  work tha t  process. 

And t h a t  i s  something we have enhanced i n  CWINS, and we have 

i n i t i a t e d  t o  ass is t  the CLECs i f  any issues l i k e  tha t  ar ise.  

That seems t o  be a good process. It eliminates a l o t  o f  times 

the CLECs having t o  deal w i th  the r e t a i l  operations, or i n  the 

event they have a lack o f  success i n  t h a t  process, t o  contact 

CWINS t o  give them a control po in t  t h a t  w i l l  manage tha t  f o r  

them. That r e a l l y  concludes everything I have on maintenance. 

CHAIRMAN JABER: Okay, M r .  Ainsworth. Any other 

commenters from the Bel 1 South panel ? 
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MR. VARNER: Just a couple. One i s  t ha t  on the 

speci f ic  data issues, w e ' l l  j u s t  include tha t  i n  the f i l i n g ,  if 

that 's  f i n e  wi th  the Commission. 

CHAIRMAN JABER: (Nodding head a f f i r m a t i v e l y . )  

MR. VARNER: Another i s ,  there was a chart tha t  

Vetwork Telephone used, we' 11 need a copy o f  it, and I ' m  going 

t o  need them t o  decipher i t  f o r  me, t a l  k ing about maintenance 

average duration, I believe. I d i d n ' t  understand it, and i f  

de're going t o  know what i t  means, I ' m  going t o  have t o  get a 

copy o f  i t  and get them t o  explain i t  t o  me. Likewise, a copy 

o f  the flow-through chart.  None o f  these were i n  the f i l i n g ,  

so i f  we're going t o  deal wi th  them, we've got t o  have a copy 

o f  them t o  deal wi th.  You may j u s t  address that .  

CHAIRMAN JABER: Mr. Kopytchak, why don' t  you j u s t  

provide copies o f  those two charts? 

Were there more than two, M r .  Varner? 

MR. VARNER: I th ink there were only two, the 

flow-through one and the one on maintenance average duration. 

CHAIRMAN JABER: Are they included - - 
MS. FOSHEE: Yes, ma'am. While Mr. Varner was up 

here t a l  king, I got a copy - - 

MR. VARNER: Oh, okay. 

CHAIRMAN JABER: Okay. But M r .  Varner 

MR. VARNER: So we're a l l  r i g h t .  

CHAIRMAN JABER: - -  i f  you need an exp 
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those charts, I would leave i t  up t o  the two o f  you t o  j u s t  s i t  

down and t a l k  about it. 

MR. VARNER: Yes. 

CHAIRMAN JABER: Mr . Kopytchak, please make yoursel f 

avai lab le t o  walk M r .  Varner through the charts and make sure 

he understands the data tha t  you've put i n  and where the chart  

came from the source. 

MR. KOPYTCHAK: More than happy to .  

MR. VARNER: That 's it. 

CHAIRMAN JABER: Okay. Is there a b i l l i n g  panel o r  

i s n ' t  there? 

A l l  r i g h t .  S t a f f ,  I ' v e  so r t  o f  l e f t  you out o f  t h i s  

e n t i r e  process, so i f  you have questions, t h i s  would be a good 

time. And then I ' m  going t o  switch t o  the Commissioners here. 

MS. KEATING: 1 don't t h ink  we have any questions 

t h i s  evening, Madam Chairman. 

CHAIRMAN JABER: Okay. Commissioners, i f you have 

any questions before we s t a r t  t a l k i n g  about the post-workshop 

comments ' 

Okay. What I thought we would do, Commissioners, i s  

explore the idea o f  al lowing a l l  o f  the par t ies  t o  comment in ,  

l e t ' s  say, four weeks' time, i n  a month's time, on the 

questions tha t  the Commissioners have asked, the questions tha t  

were ra ised by a l l  the par t ies.  And I would encourage us t o  go 

through our notes and sor t  o f  g ive some d i rec t ion  t o  the 
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d be easy i n  terms o f  f ind ing  a 

Commissioner Palecki, I th ink  tha t  a l l  o f  the 

Commissioners today sor t  o f  picked places where there seem t o  

be a common sense approach t o  some o f  the issues raised. And 

we could encourage the par t ies  t o  read the t ransc r ip t  from t h i s  

workshop. But I know I took notes on some o f  those issues, and 

j u s t  qu ick ly ,  I would encourage the par t ies  t o  address the 

fol 1 owing i ssues : On the  - I Mr Bradbury' s concern, Bel 1 South, 

on BellSouth coming back - -  ac tua l ly ,  i t  was Kopytchak. On the 

concern tha t  BellSouth came back and said t h a t  the  ED1 system 

was unsuccessful, t ha t  the t e s t  was unsuccessful - - t h i s  i s  

ea r l y  back t h i s  morning - -  I ' d  l i k e  f o r  you t o  address tha t .  

The al legat ions tha t  Bel 1South's computer systems are 

not updated, tha t  the customer records are not updated, tha t  

seemed t o  be a theme the whole day, and I would suggest tha t  

you approach a l l  o f  these as not responding t o  the  al legat ions 

but  how do we solve the issue. 

On the - -  I th ink  i t  was Ms. Boone sa id tha t  the 

nondesigned copper loop i s  avai lab e now, be t te r  p r ic ing ,  but 

i f  ALECs take advantage o f  t ha t  loop, they cannot order i t  

e lec t ron ica l l y .  I ' d  l i k e  BellSouth t o  consider making tha t  - -  
having t h a t  be provided e lec t ron ica l l y ,  t ha t  the ALECs can 

order t h a t  copper 1 oop nondesi gned e l  ect ron i  c a l l  y. 

L e t ' s  see. WorldCom, Ms. Lichtenberg, wants t o  be 
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able t o  randomly select  100 orders. BellSouth has refused t o  

do tha t .  I know, Mr. Pate, I heard your explanation. Frankly, 

i t  d i d n ' t  sound s u f f i c i e n t .  So again, i n  approaching the 

response t o  tha t ,  I ' d  l i k e  fo r  you t o  address how ALECs can 

select  100 orders randomly, and c o l l e c t i v e l y  perhaps you could 

share the information t h a t  comes from tha t .  

S t a f f ,  there was a reference t o  a customer complaint, 

I need you a l l  Complaint Number 42281T - -  no, 42281T, I th ink .  

t o  t e l l  us the status o f  the complaint and when - -  you know, 

w i l l  i t  come t o  agenda. 

There was some discussion - -  BellSouth, you said t h a t  

cur ren t ly  BellSouth i s  t r i a l  i n g  an enhanced process t o  ass is t  

ALECs t o  reduce delays w i th  the ADSL process. You've only been 

doing i t  f o r  two weeks. You're working w i th  one ALEC on the 

process. 

whether ALECs can volunteer t o  par t i c ipa te  in t h a t  t r i a l ,  

recognizing the r i sks ,  o f  course, o f  f a i l u r e .  But I don' t  want 

t o  have i n  your post-workshop f i l i n g s  t h a t  you're working on i t  
and t h a t  you're pursuing it. 

compl e te . 

I want t o  know when tha t  t r i a l  w i l l  be complete and 

I want t o  know when i t  w i l l  be 

MR. KOPYTCHAK: Madam Chairperson, I ' m  sorry, was 

tha t  the ADSL USOC issue? 

CHAIRMAN JABER: That was - -  I t h ink  so. Yes, 

removal o f  ADSL USOC. 

And I believe, M r .  Ainsworth, I ' v e  got your name next 

FLORIDA PUBLIC SERVICE COMMISSION 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 
11 

12 

13 
14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

287 

t o  tha t .  

MR. AINSWORTH: That 's exact ly r i g h t .  I have tha t .  

MR. KOPYTCHAK: Thank you. 

CHAIRMAN JABER: Okay. On the escalat ion process, 

BellSouth, I want you t o  th ink  about and respond t o  how your 

f i r s t  employee can be empowered t o  address a s i tuat ion,  t h a t  

the escalat ion process should be a n ip - in - the-bud process, and 

so r t  o f  establ ishing the drop dead t i m e  per iod f o r  ending the 

complaint process. You know, even i f  i t ' s  ge t t ing  back t o  the 

ALECs and saying, we j u s t  can ' t  address your concern, i t  

shouldn't  l a s t  four people four hours. So address your 

escal a t ion  process 

On the p r i o r i t i z a t i o n  process, I want the par t ies  t o  

address the Verizon model and how the Verizon model can be used 

here f o r  BellSouth. And t h i s  i s  an area where d e f i n i t e l y  there 

were some agreement, so please feel  f ree on a l l  o f  these areas, 

especia l ly  t h i s  one, t o  reach agreement and not feel l i k e  you 

have t o  comment a t  a l l  i n  your post-workshop f i l i n g s .  

This i s  not an open i n v i t a t i o n  f o r  t o  you keep these 

problems golng j u s t  so you respond t o  the post-workshop 

comments. This i s  t o  f a c i l i t a t e  the dialogue tha t  you a l l  

should be having i n  the next month. 

And then, Mr. Kopytchak, as I indicated t o  you a 

l i t t l e  b i t  e a r l i e r ,  i f  you have documentation on the premature 

c los ing o f  t i cke ts ,  share tha t  w i th  BellSouth. 
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Commissioners, those are the items I had on my l i s t .  

COMMISSIONER PALECKI : Madam Chai rman, I th ink  you 

have covered most o f  my concerns as wel l .  I had one other 

concern, and t h a t  i s  t h a t  we've heard dozens and dozens o f  

issues today, and I expect t ha t  when we receive these f i l i n g s ,  

w e ' l l  be hearing about very many o f  them. And I know i n  the 

change control process there 's  a requirement tha t  the CLECs 

p r i o r i t i z e  t h e i r  concern, and I wonder i f  we could have some 

p r i o r i t i z a t i o n  i n  these posthearing - - or  post-workshop f i l i n g s  

so t h a t  we know what's r e a l l y  important t o  the ind iv idual  

companies . 
CHAIRMAN JABER: From each company? 

COMMISSIONER PALECKI Yes. 

CHAIRMAN JABER: Right. Yes. Commi ssioner, what 

you're asking f o r  are the c r i t e r i a  that you bel ieve each 

company should use and p r i o r i t i z i n g  the change. 

COMMISSIONER PALECKI : I woul d a1 most prefer seei ng 

one through i n f i n i t y  as t o  however many issues they might 

address. One being the most important t ha t  needs t o  be 

addressed now t h a t  r e a l l y  has a, you know, high p r i o r i t y  and 

whatever the l a s t  number happens t o  be; something wi th  an 

actual number t h a t  can help us decide what r e a l l y  needs t o  be 

addressed and needs t o  be addressed now. 

CHAIRMAN JABER: Commi s s i  oners, any other questions, 

d i rect ion? 
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COMMISSIONER DEASON: No, Madam Chairman. Other than 

tha t ,  I'm sure the par t ies  w i l l  review the t ranscr ip t ,  and i f  

there are matters which we've overlooked, they ce r ta in l y  can 

respond, and we'd expect them t o  do so. 

CHAIRMAN JABER: Right. And I would j u s t  encourage 

you a l l  t o  please stay focused on the  discussions tha t  we've 

had today so tha t  we achieve the  very best so lu t ion t o  a l l  

these issues 

S t a f f  , what s four weeks from today? 

MS. KEATING: March 18th. 

CHAIRMAN JABER: Post-workshop comments are due 

March 18th. Thank you f o r  your pa r t i c i pa t i on  today. 

Commissioners, thank you. I'm sor ry  i t ' s  a long day. 

COMMISSIONER PALECKI: I j u s t  wanted t o  thank the 

par t ies,  both BellSouth and the CLEC community. 

there 's  been a s p i r i t  o f  reasonableness i n  the room today and a 

search f o r  solut ions, and I hope t h i s  continues. 

I t h ink  

MR. KLEIN: Before we conclude, i f  I could possibly 

suggest one other i ssue. 

CHAIRMAN JABER: Okay. Come up t o  the microphone. 

MR. KLEIN: Andy Kle in .  

CHAIRMAN JABER: Mr. K le in .  

MR. KLEIN: Yes. There was one other issue tha t  got 

a f a i r  amount o f  discussion ea r l y  today and tha t  was why a 

subsequent order should not take precedence over a p r i o r  
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pending order. I th ink  tha t  might a l so  include instances where 

there 's  a DSL on the l i n e  and why a subsequent order should not 
take precedence over where tha t  i s  already al located i n  a 

mu1 ti 1 i ne  customer's grouping, and I ' d 1 i ke t o  propose tha t  

t ha t  be included i n  the f i l i n g s  four weeks from now. 

CHAIRMAN JABER: Le t ' s  do t h i s ,  M r .  Klein. I ' m  sure 

there are things t h a t  the Commissioners d i d n ' t  necessarily 

i d e n t i f y  here, but i f  they were discussed today and the s p i r i t  

moves you t o  respond or t o  o f f e r  up some suggestions, fee? 

f ree 

MR. KLEIN: Okay. Thank you. 

CHAIRMAN JABER: Thank you. This conc 

works hop. 

(Workshop concluded a t  6:02 p.m. 1 
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