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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

In re: Petition of Competitive ) Docket No. 981834-TP
Carriers for Commission action )
to support local competition in )
BellSouth Telecommunications, )
Inc.’s service territory. )
)

In re: Consideration of BellSouth ) Docket No. 960786-TL
Telecommunications, Inc.’s )
entry into interLATA services ) Filed: July 24, 2002.
pursuant to Section 271 of the )
Federal Telecommunications )

)

)

Act of 1996.

POST-WORKSHOP COMMENTS OF WORLDCOM, INC.
ON KPMG’S DRAFT FINAL REPORT

WorldCom, Inc. (“WorldCom”) hereby files its Post-workshop Comments on
KPMG’s Draft Final Report.

A. Introduction

ALECs first came to the Commission and requested third-party testing in
December 1998. ALECs asserted that BellSouth’s operations support systems (“OSS”)
were woefully inadequate and were incapable of supporting the kind of full-scale entry
they wished to provide. Now, 173 exceptions and 206 observations later, there is no
question that ALECs were right about the state of BellSouth’s OSS; that ALECs
desperately needed the Commission’s help in addressing the serious flaws in BellSouth’s
0SS; and that the Commission, in deciding to proceed with a thorough and probing test,

clearly made the right call. Under Staff’s direction, KPMG has rooted out problem after



problem, unmasking BellSouth’s claims that its OSS, change control process and
performance metrics provided ALECs with a level playing field.

Although much progress has been made, key deficiencies remain, as evidenced by
KPMG’s draft report, which details several areas where BellSouth has failed to satisfy the
test’s criteria. KPMG has not passed judgment on whether these deficiencies merit
rejection of BellSouth’s request for a recommendation in support of its 271 application,
but rather appropriately has left that decision to the Commission. T.59-60. As discussed
below, the deficiencies in BellSouth’s OSS have a negative impact on Florida consumers
and should be addressed before BellSouth is given in-region long distance authority.
Moreover, the Draft “Final” Report is final in name only, because the metrics portion of
the test is not scheduled for completion until October 31. That portion of the test is
critical, because neither KPMG nor the Commission truly can assess BellSouth’s
commercial performance until BellSouth’s metrics have been determined to be
trustworthy.

The purpose of these comments is to highlight a few of the OSS testing issues that
are especially critical to WorldCom: change management, provisioning accuracy and
performance metrics validity. Other parties with different business plans may focus on
different issues. In the final analysis, however, WorldCom respectfully submits there are
three steps the Commission should take in response to the draft “Final” Report: (1)
require BellSouth to prepare and implement corrective action plans for the test criteria
found not satisfied; (2) ensure that BeliSouth corrects any flaws that KPMG finds with
BellSouth’s performance measurement system; and (3) suspend its consideration of

BellSouth’s 271 petition until the first two steps have been completed.



B. BellSouth’s Change Management Process Delivers Flawed OSS Releases

KPMG opened Exception 157 because “BellSouth did not completely test code
changes for Releases 10.2 and 10.3 prior to these releases going into production.”
KPMG identified thirty-one defect change requests for Release 10.3, finding that
“BellSouth’s incomplete internal software testing may affect a CLEC’s ability to
efficiently execute transactions with BellSouth, resulting in CLEC customer
dissatisfaction.” Release 10.5 also contained a high number of defects. BellSouth
delayed Release 10.5 almost two weeks until May 31, 2002 because it found there were
too many software errors to implement the release on the intended date. Even after the
delay, the release still contained at least seventeen software defects, many of which were
not announced to ALECs until well after the release was in place. KPMG found that for
Release 10.5, “there were significant defects in the software when releases were placed
into the production environment.” Exception 157 remains open.

The defects in Release 10.5 affected ALECs’ ability to prepare and submit orders
and, most importantly, their ability to provide service to their customers. For instance,
immediately after implementation of Release 10.5, BellSouth began rejecting all ALEC-
to-ALEC migration orders. BellSouth rejected all orders through its TAG interface for
versions 7.6 or below. BellSouth also rejected orders for new lines at locations where
there is QuickService (working service on the premises or warm dial tone). And
BellSouth rejected all supplemental orders with a building, pier or wing as part of the
address. Such orders are quite common because many addresses (for example in
apartment complexes) contain a building number. The fact that such critical defects

appeared in a release that was delayed to improve its quality shows that BellSouth is still



unable to properly develop, test, and implement releases. BellSouth also continues to
mischaracterize defects as not ALEC-impacting and to postpone their correction.
Although a number of these defects in Release 10.5 were corrected within the first week
after the release, these defects still caused significant problems in the interim. A number
of other defects in Release 10.5 are not even scheduled to be fixed until August 25 or
even later. For example, there is no date yet planned for fixing the invalid rejection of
supplemental orders that contain building, pier, or wing information.

Such flawed releases are not the norm in the telecommunications industry. In the
Verizon region, for example, a typical release has at most one or two systems defects.
WorldCom understands there were no tickets opened with respect to recent Verizon
releases. Internally, WorldCom considers its own releases to be unacceptable if there are
more than ten errors. BellSouth’s recent releases have not met even this low standard,
which shows that BellSouth’s change management process continues to be fatally flawed.
BellSouth should be required to prepare and implement a corrective action plan to deal
with this major, consumer-affecting, deficiency. Because this issue is so fundamental to
ALECs’ ability to offer service, the Commission should not recommend 271 approval
until BellSouth takes this action and demonstrates compliance by deploying a major
software release that meets standards set by the Commission.!

C. Provisioning Inaccuracy Still Infects BellSouth’s OSS

Consumers reasonably expect that when they request certain features, they will be
provisioned correctly. But KPMG has determined in Exception 84 that BellSouth has
failed to use the proper codes when provisioning switch translations, falling short of the

95% provisioning accuracy standard. The customer impact is clear. According to

! The next software release is Release 10.6, which is scheduled for August 24, 2002.



KPMG, “BellSouth’s inability to accurately provision or remove services and/or features
may result in decreased customer satisfaction.” Switch translation errors can result, for
example, in consumers not receiving the 900 number blocking they requested; not
obtaining call waiting or caller ID; or not receiving long distance service from their
carrier of choice. T.60. These errors obviously have a direct affect on consumers’
experience and satisfaction with their new local provider.

Likewise, it is critical to customers’ experience that their directory information be
updated. In Exception 171, however, KPMG found that “BellSouth’s systems or
representatives have not consistently updated the directory databases as specified in
orders submitted by KPMG Consulting.” BellSouth failed the 95% standard by a wide
margin, accurately updating its records only 85.5% of the time. Again, the customer
impact is significant, as stated by KPMG: “BellSouth’s inability to accurately update the
information in directory listing databases may result in the mishandling of customer
requests and cause a decrease in CLEC customer satisfaction.” Indeed, in some cases,
the failure to update the customer’s number could raise issues of personal safety, as when
someone attempts to obtain directory listing information to call an emergency service
when stranded on the highway. T.58.

Exceptions 84 and 171 remain open. BellSouth should be directed to prepare and
implement action plans to address both of these deficiencies that have such a direct
impact on consumers’ experience. Because of that impact, the Commission should not
recommend approval of BellSouth’s request for in-region long-distance authority until

this problem has been remedied.



D. Because BellSouth’s Metrics Have Not Been Validated, the Commission
Lacks the Ability to Assess BellSouth’s Commercial Performance

KPMG acknowledged at the July 12 workshop that it could not comment on the
accuracy of the commercial data presented in Appendix G of its report until it has
completed its metrics analysis, currently scheduled for October 31. T.175, 180.
Performance metrics testing has revealed numerous problems to date, with BellSouth
satisfying only 68% of the evaluation criteria in the PMAP 2.6 environment. Now that
BellSouth has moved to PMAP 4.0, “[a]ll 542 evaluation criteria remain testing in
progress . . ..” Draft Final Report, p. EX — 12. This gaping hole in the test prevents
KPMG or the Commission from being able to reach any valid conclusions about
BellSouth’s commercial performance. Only after BellSouth’s performance measurement
system has been validated can the Commission review confidently BellSouth’s
performance data and determine whether it is providing nondiscriminatory access to its
0SS and providing ALECs a meaningful opportunity to compete. Accordingly, the
Commission should refrain from making a 271 recommendation until metrics testing has
been completed successfully.

E. Conclusion

WorldCom respectfully requests that the Commission require BellSouth to
prepare and implement corrective action plans for the test criteria found not satisfied;
ensure that BellSouth corrects any flaws that KPMG finds with BellSouth’s performance
measurement system during the ongoing metrics testing; and suspend its consideration of

BellSouth’s 271 petition until these steps have been taken.
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