
Susan S. Masterton 
Attorney 

Iawfixqernal Affairs 
Post Office Box 2214 
Tallahassee, FL 32318-2214 
Voice 850 599 1560 . 
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susan.masterton@mail.sprint.com 

October 2 1,2003 

Mrs. B1;ioca S. Bay& Director 
Division of the Comniission Clerk and 
Administrative Services 
Flo r ida P II bl ic Se 1-v ice Co 111 ni is si0 11 
2540 Shuni:ird Oak Blvd. 
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Dear Mrs. Bayo: 

Ellclosed is an original and 15 copies of Sprint's October 2003 Root Cause Analysis 
(RCA) report as required by Order  Nnniber PSC-03-0176-CO-TP in Docket 
000121B-TP. This order required that any f;iilure in three consecutive months to 
meet any performance for a give11 level of disaggregation shall require a RCA by 
Sprint, which shall the11 be published 011 a iiiontlily hs i s .  This report is for results 
for the period of June 2003 through August 2003 as published in the July,  August 
and September t*eports. 

A copy of this letter is enclosed. Please s t m i p  it to iiidicate that the original was filed 
and retimi the copy to me. Copies have been served to the parties shown on the 
attached Certificate of Service. 

Sill cerely , 

s ~ l s a l l  s. RIastevton 

Ellclosures 

cc: Lisa Harvey 
Jerry Hrrlleiisteiii 
L);ivid Rich 



CERTIFICATE OF SERVJCE 

, 

I HEREBY CERTIFY that a true and correct copy of 

_ I  

the foregoing has been- 
furiiished by U.S. i n n i l  to  all kriowii parties of record this 21'' day of' October, 2003. 

Felicia BiliI ks 
F1 o rid a Pub I ic Service Co i n  111 is s i 011 

2540 Shumwd Oak Blvd 
Tallahassee, FL 32399-0850 

AT&T (GA) 
Virginia C. Tate/Lis;i A. Riley 
1200 Peachtree St.,  NE 
Suite 8100 
Atlanta, GA 30309 

Flo i. id a C;I b I e Te 1 e c o ni ti1 11 II icii t io 11 s Ass oc., Tn c. 
Michaei A. Gross 
246 E. 6"' Avenue, Silite 100 
Tallahassee, FL 32303 

Messer Law Firm 
Tracy Hatch, Esq. 
P.O. Box 1876 
Tallahassee, FL 32302- 1876 

Pen 11 i II gt o II Law Firin 
Peter Du 11 bn dK a rei1 CR 111 ech is 
P.O. Box 10095 
Tallahassee, FL 32301 

Time Wm-ner Telecoiii of Florida, L.P. 
Ms. Carolyn Marek 
Time W H mer Telec o 111 

233 Bramertoii Court 
Frfiiiklii1, TN 37069-4002 

Susaii S. Mnstertoa 



October 2003 Root Cause Analysis Report (reflects August 2003 data published September 20) 
Florida Public Service Commission 

Description of Issue 

Bacliground 

Start 
Date 

If there is noncompliance at tlie aggregate le\tl in t hee  consecutive months for a given level of disaggregation, Sprint slml1 pro\.idc a report of 
root cause analysis on a iiiontldy basis. Sprint’s rool-cause analJ.sis shall include a plan for corrective action with key actil’ities and aiiticipated 
completion dates for iinplementation. 

Description of Issue 

I I _ - ~  

IMeasure 6: Average Jeopardy Notice Intei-val 

Start 
Date 

Projected 
Improvement 

TBD 

In some cases. ILEC intenals are longer than CLEC intervals 
due to advance notice froiii customers of new construction e.g., 
new home, trailer. elc. This siiuation does not occur wilh h e  
same frequency for CLEC customers, so it only impacts ILEC 
(Sprint retail) results. which can cause non-parity results. Tlus is 
not a customer service issue: ilus is a recuhng problem that is 
inherent to iiew construction. 

Estimated End 
Impact Date 
TBD 

24 2003 

Cause analysis is ongoing. One cause tliat has already been 
identified as a contributor to shorter ILEC intervals is “no 
physical work” orders. These orders yield short (0 or I-day) 
intervals. These appear in ILEC results but not CLEC results, 
which causes Ionger CLEC intervals. 

orders 

34 2003 

Improvement Plan 

Investigation IS being conducted to evaluate the proper 
method of handling extended prior iiolificatioiis by ILEC 
customers. 
A proposed resolution to t h i s  issue i a j r  include a threshold 
for long intervals, or excluding new construction orders froin 
this measurement. For esample, Sprinl would be willing to 
esctude any (ILEC or CLEC) jeopardy notice interval that 
exceeds 30 days. 

/Measure 7: Average Completed Interval 1 
Improvement plan 

TBD. The lack of “no physical work” orders for CLEC 
resuIts is inherent to the business. For esample: a “no 
physical work” order is a “change of ownership” in which a 
Sprint retail customer calls Sprint and requests a change to 
the person billed for service (for example, when one! , .> 
roominate transfers the bill to another roommate’s n&e). -If 
a CLEC customer called a CLEC with the same request, the‘ 
CLEC would handle this internally and would not submit & 
order to Sprint on their customer’s behalf. 
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/Measure 7: Ayerage Completed Interval 

Description of Issue 

In some instances. CLEC comples orders requiring iiianuai 
inlervenlion were keyed with longer provisioning inten*als. 

Start 
Date 

3 4  2003 

Projected 
Im 11 row m e n t 

4Q 2003 

Estimated End Improvement Plan 
Impact Date 

4O-W!h of 
orders 

The Sprint operation centers are reviewing several 
coinponents of the inanual intervention process in an attempt 
to find ways to close the gap between CLEC and ILEC 
intends for cotnples orders; for example, tlie systems and 
the user process. 

Desciiption of Issue 

Certain facilities w i l l  not supporl UNE Loop service. I n  some 
cases, this situalion camat be identified until a tecluiician is 
dispatched on the due date. Additional work iiiay be required in 
n*hicli case the skn-ice cannot be provided on the original due 
date Sprint does not provide UNE Loops for Sprint retail 
CusLoiners. 

due date. A billing system restriction does not allow iiistaIlation 
and disconnect orders to occur on the same day. Illstallation 
orders iiiust be completed at least one day prior to the disconnect 

Start Projected Estimated End Improvement Plan 
Date Improvemcnt Impact Date 

24 2003 SQ 2003 70-S0% of Records are being updated IO enable these facilities to be 
identified earlier in the provisioning process so that all work 
can be coinpleted b_v the original due date. 

orders 

An enhancement to the ARC system (Automated Routing and 
Completion) was implemented in August 2003 so the system 
will attempt to close the order if the relational error is present. 

Description of Issue Start 
Date 

3Q 2003 In  some instances representatives failed to clear relational errors 
prior to the due date. Relatioiial errors occur when an installation 
order and disconnect order for the same custoiner have the saine 

order. Therefore, a representative iiiust back date the disconnect 
order so the installation order can complete and bill correctly. 

Projected Estimated End Improvement Ptan 

4Q 2003 60-70% of 
Improvement Impact Date 

Specific examples were provided to center supervisors for 
orders coaching and corrective action. 
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Description of Issue 

Due to bad weather conditions in June. .July and August. trouble 
tickeis nerc weighed higher arid dispatched first. causing an . 
increase 111 s e n k e  order cam.01 ers. This iiiipacted both ILEC 
and CLEC service orders. 

- 
1 Measure 8: Percent Com1)lcted Within Standard l n t e i i d  

Start Projected Estimated End Date Im p rove m e n t P I an 
Date improvement Impact 

3Q 2003 3Q 2003 50-60% of 
orders 

Steps have been taken to change the default due lime to 5 00 
PM froin 7:OO PM to increase parit? for trouble Iicket and 
senice order dispatch, The earlier cut-off time al1on.s inore 
senrice orders to be scheduled for the day, decreasing the 
amount of senice order carryovers for [he day. Sprint nil1 
continue to monitor this change. 

Submeasure 8.1 1: UNE Loops Non-Designed 
Description of Issue Start 

Date 
Due to bad weatlier conditions in June: Jul!. and August. trouble 
tickets n w e  weighed higher and dispatched first. causing an 
increase in service order carryovers. This iiiipacled both ILEC 
and CLEC senrice orders. 

I 

Projected 
Improvement 

4Q 2003 

3Q 2003 

3Q 2003 

Estimated End Date Improvement Plan 
Impact 

IO-20% of 
orders 

Steps have been taken to change die default due time to 5.00 
PM from 7:OO PM to increase panh for trouble ticket and 
service order dispatch. The earlier cut -off time allows inore 
service orders to be scheduled for the day. decreasing the 
amount of service order canyovers for the dqr. Sprint will 
continue to monitor tlis change. 
Records are being updated to enable these facilities to be 
identified earlier in the provisioiiiiig process so that all work 
can be coiiipleted by the origiiial due date. 

50-60% O€ 
orders 

Cenain facilities nil1 not s u p p o ~ ~  UNE Loop service. In some 
cases, this situation cannot be identified until a teclu~ician is 
dispatched on the due date. Additional work may be required in 
which case the service caruiot be provided on the original due 
date. Spnnt does not provide UNE Loops for Sprint retail 
customers. 

24 2003 
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Description of Issue 

Due to bad weather coiiditioiis in June. July and Augist, trouble 

Start Projected 
Date Improvement 

3Q 2003 4Q 2003 

Ceilain facilities will not support UNE Loop senrice. I n  some 
cases. this situation caiuiot be identified until a teclinician is 
dispatched on the due date. Additional work may be required in 
which case tlie senrice cannot be provided uii die original due 
date. Sprint does not provide UNE Loops Cor Sprint retail 
customers. 

I m 1) rove M e n t 
-tQ 2003 

4Q 2003 

2Q 2003 4Q 2003 7- 
Im 1) act D ate 

IO-20% of 
orders 

Steps have been taken to change the defauIt due time to 5:OO 
PM from 7 :OO PM to increase parity for trouble tickel and 
service order cbspatch. The earlier cut-off time alIows more 
service orders to be scheduled for the day, decreasing the 
ainount of service order carryovers for the day. Sprint 
continues to monitor this change. 
Records are being updated to enable these facilities to be 
identified earlier in tlie provisioning process so that all work 
can be completed by the original due date. 

5040% of 
orders 

Estimated 
Impact 

Projected Estimated End 

30-40% of 
orders 

20-30% or 
orders 

Improvement Plan 

Date End I 

Description of Issue 

Due to bad weather conditions in June. July and August- trouble 
Lickets were weighed lugher and dispatclidd first, causing an 
increase in senice order caqfovers. Tliis iiiipacted both ILEC 
and CLEC service orders. 

Improvement Plan 

Start 
Date 

3Q 2003 

Steps have been taken to change the default due time to 5.00 
PM from 7:OO PM to increase pari5 for trouble tickct and 
sen.ice order dispatch. The earlier cut-off tiiiie allon s more 
service orders to be scheduled for the day, decreasing the 
amount of senice order camovers for tlze da!.. Sprinl 
continues to inonifor tlus change. 
Records are being updated to enable these facilities to be 
identified earlier in the probisioning process so that all ivork 
can be completed by the original due date. 

Certain facilities wiI1 not support UNE Loop service. In some 
cases, this situation cannot be identified u t i 1  a tecluucian is 
dispatched on the due date. Additional work may be required in 
which case the service cannot be provided on the original due 
date. Sprint does not provide UNE Loops for Sprint retail 
customers. 

Llllll __ - - 
Measure 11: Percent of Due Dates Missed 

2Q 2003 
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~escription of Issue Start 
Date 

Improvement Plan 

Specific examples were provided to center supen isors for 
coaching and corrective action. 

An enhancement to the ARC system (Automated Routing and 
Completion) vas  iiuplemented in August 2003 so thc s! stein 
ni l1  arteiiipt to close the order if the relational error is presenl. 

In some instances representati1.q failed to clear relational errors 
prior to tlie due date. Relatronal errors occur n.hcii an iiisiailation 
order and djsconncct order for the saiiie customer Iia\re tlie same 
due date. A billing s!-sieiii restnc~ion does 1101 allow installalion 
and discoiuiect orders to occur on thc same day. systematic all!^. 
installation orders niusl be complete ai least on day before the 
disconnect order. I t  is required that a representalive back dale the 
disconnect order so tliat die inslaltation order can complete 
bill carrectlv. 

34 2003 

Proajectcd Estimated 
[m p rownent Lm pact -!- troubles 

4Q 2003 70-S0% of 

Dqctiption of Issue 

Troubles a re being reported 011 some non-dispatched orders. 
Non-dispatchable orders flow tluough pro\isioning system 
autoi~iaticall~~ and are completed nritli 110 indicatioii of any 
troubIe condition iintil a customer calls. For example. 11w-e may 
be a disconnected jumper at the site. In these situatioiis. the 
CLEC will contacf Sprint to report a trouble. 

Measu1:e 17a: Percentage Troubles in 5 Days for New Orders 
Submeasure 17,2131: UNE Platform 

Sta 1% 

Date 
24 2003 

Desciiption of Issue 

TroubIes are being reported on some lion-dispatched orders. 
Non-dispatchable orders flow through provisioning systeins 
autoiliatically and are completed with no indication of any 

End 
Date 

Start 
Date 

24 2003 

Improvement Plan 

End 
Date 

Non-dispatchabie orders meeting certain criteria arc being 
dispatched to eiisure senrice is provided 
accuniulakd to identify actionable causes for troubles 
Correclive actions will be iiiipiemeiited as appropriate. Spnnt 
is also investigating potential ideas for anieliorating the 
impact of siiiall CLEC voIumes in cases where Ion. CLEC 
iickel volume may decrease the eflectiveness of the statistical 
parity comparisons. 

Dala is being 

Improvement Plan 

4Q 2003 1 70-S0%of 
lroubles 

trouble condition until a customer calls. For esampk, there may 
be a disconnected jumper at the site. In these situations, the 
CLEC will contact Sprint to report a trouble. 

Non-dispatchable orders meeting certain criteria are being 
dispatched to ensure service is provided. Data are being 
accumuIated to identify actionable causes for troubles. 
Corrective actions will be implemented as appropriate. Sprint 
is also investigating potential ideas for ameliorating the 
impact of small CLEC volumes in cases where low CLEC 
ticket volume may decrease the effectiveness of the statisticd 
parity comparisons. 
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Description 6f Issue 

Some Sprint tecluiicians ha1 e del,a\:ed Liploading tasks into their 
halidlield device after coiiiplet ion. This does no( dela! order 
:omptctioii but i t  does dela! the coinpletion notification 

I I 

Start Projccted Estirnated End Im p r*o\-em en t Plan 
Date Improvement Impact Date 

3Q 2003 4Q 2003 20-30?4 of Specific examples have been sent to the field rnaiiagcincnt 
teain for corrccti\~e acuoii. A report is also bcing de\doped 
that n i i l  capture infomiation daily so that a i l .  issues can be 

orders 

addressed i i r i t h  the lecliiuciaris i n  a more tiliiely basis. 
Estimated c o m p l c h  of this repurl is espected liest morith 

Mrilliple system outages causcd dela?s 111 order complction. 3Q 2003 4Q 2003 XO-%I%of System o u " x  anal>*zed outages to detemiiiie root causes and 
orders are developing iiiipro\miienl plans to prevent hture slIsfeIn 

I loutages* 
SOE (Senice Order Eiitq) orders associated 11 ith NIBS 
(Nar ional Integrated Busiiiess Senices) orders are not getting 
coinplcted the sane time as NIBS orders. 

I 

3 4  2003 4Q 2003 1-10'% of A syslciii edianceinent was implemented August 2003 111 

orders ARC (Automated Routing and Completion) to aulomate the 
closing of SOE orders associated with NIBS orders. 
September results will be analyzed to assess the impact of tlus 
eid~ancenient . 
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Su bmeasure 18.03: ElectronicTMpnuat Mix 
Description of Issue 

Errors in CLAS (Customer Loop. Assignment S!,stem) are 
causing ordcrs I O  fAi1 completion. Tlie spccific error is associatec 
with orders linked to plant (cable / pair) reairai~geiiients. 

Start 
Date 

1Q 2003 

1Q 2003 

;Q 2003 

ARC (Au~omated Routing Conipktion) is sending coinpletion 
notification for inuwd orders lo SOE (Sen-ice Order Entn) 
faster than SOE can register the relatcd outward order as 
completcd This causes aii error and the inward orders can not be 
coinpleted i n  SOE 
Some Sprini techiucians have delayed uploading tasks into their 
handheld de\*ice aficr completion. Tllis docs not delay order 
completion but i t  does delay the completion notification. 

PI-o.iected Estimated End Impro\.ement Plan 

4Q 2003 1-10% of 
Improvement Impact Date 

A s>stem enlianceinent implemented in September 2003 in  
Ihe ARC (Autoiiiated Routing and CoInpletion) system 
identifies orders ii i th  this type of error and co~npleks tlicm. 
October results ivill be analyzed lo assess tlie impact of this 
enhancement. 
A s!’slem enhancement to ARC it  as niade in Jul!- 2003. This 
cilhanceinent identifies orders 11 it11 this hpe of error aiid 
coinpletes them. August results were anal>.zed to assess tlie 
it-tlpact of this enlmiccment and findings indicate this issue 
has been resolved. 

, IQ 2003 , 20-300,4,0r , Specific esaniples have been sent to the field nlanagement 

orders 

4Q 2003 1 - I  0?40 of 
orders 

9/03 

I 

Mulliple s!Fstein outages caused de1aJ.s in order completion. 
i 

3Q 2003 4Q 200-3 SO-90%1 of 
orders 

SOE orders n ~ t h  an associated plant rearrangement order failed 
completion due to a CLAS error. Tlie completioii of the plant 
rearrangement order is a prerequisite to the coinpletion of the 
urimarv SOE order. 

team for corrective action. A repofl is also being developed 
that will capture idonnation daily so that any issues can be 
addressed with the tecllnicians in a more timely basis. 
Estimated coinpletion of this repod is expected nest month. 
System owners analyzed outages to dctennine root causes anc 
are developing improvemelit plans to prevent hture system 
OutaEes. 

In some instances representatives failed to clear relational errors 
prior to the due date. Relatiom1 errors occur ivhen an inward 
order and outnmd order (disconnect) for the same custoiner have 
the saine due date. A billing system restriction does not allow thi: 
tu occur. It is required that a representative back date the outward 
order so Ihat tlie inward order can coinulele and bilI correcth. 

3Q 2003 ] - lo% of 
orders 

9/03 A 3s was installed in ARC to remedy this probleiii the first 
uxek of September, 2003. A cross-functional team will 
analyze September results for espected improvement. 

24 2003 

3Q 2003 4Q 2003 1-10% of Specific esaiiiples were provided to center supervisors for 

An ARC (Automated Routing and Completion) system 
erdianceinent was impfeineiited in August 2003 so the system 
will alleiiipt to end the order if the relalional error is present. 

orders coaching and corrective action. 
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Submeasure 19.01: Residential POTS 
Estimated 

lm pact 
70-80%, of 

trouble 
tickcfs 

Dcsciiption of Issue End 
Date 

Troubles are being reported on some noli-dispatched orders. 
Non-dispa~cliable orders flon through pro\is~oiiing SJ stems 
aulomaticall!* and are completed with no indication of an!! 
troublc condition unlil a custonier calls. For csa~nple there may 
be a disconncctcd -juniper at the site. In tlicsc situations the CLEC 
ivill contact SiiTint to re~ort  a trouble. 

Description of Issue 

Propoflionatcl!p more CLEC Iickcls nere impacted by a major 
outage coinpared to ILEC tickets. 

S ta i t  Projected 
Date 1 Imp rovemen; 

2Q 2003 4Q 2003 

Start 
Date 

3Q 2003 

Description of Issue Start 
Date 

Miscellaneous iiiaintenaiice issues. Issues include cable cuts, 34 2003 
defect we Cenlral Office equipment. and damaged cable pairs. 

Improvement Plan 

No~i-dispatchable orders meeting certain criteria are being 
dispatched to ensure s e n w  is pro\.ided 
accumulated to ideiitif?? actionable ciiiises for troubles 
Corrccth-e ac~ioris 11 i l l  be ilnpleiiiented as appropriate. 

Dala is being 

Projected Estimated End 
1mi)rovcment Impact Date 

4Q 2001 50-60% of 
trouble 
tickets 

I Description of Issue 

Prqjccted 1 Estimated 
I m 11 rove men t I m 1) act 

I 
Five CLEC tickets were compared to 3 ILEC tickets. Four of the 
CLEC'tickets were inissed for a shorted station block with a riser 
cable on it which was replaced by the technician: one was inissed 
for incorrect records. 

4Q 2003 

Start 
Date 

3Q 2003 

40-S0% of 
trouble 
tickets 

Prodected 
Improvement 

4Q 2003 

End 
Date 

A lawn maintenance company accidentally damaged a buried 
telephone line while digging. This produced "+le trouble 
tickets. 

Improwment PIan 

34 2003 3Q 2003 20-30% of 9/03 
trouble 
tickets 

SpZiit will moiUtoiTiiis categoy for improvement nest 
month. Sprint is also investigating potential ideas [or 
aineliorating the impact of small CLEC volumes in cases 
where low CLEC ticket \.olume may decrease tlie 
effectiveness of tlie statistical Daritv cormansons. 

_-.___ I- - - ._ - __- I 

Measure 19: Customer Troulile R c ~ o I - ~  Rate 

None of the trouble reports are exclusive to product g-pe. 
Sprint continues to investigate maintenance issues and 
resolve them as they occur. 

-Customer Trouble Reliort Rate- 
Submeasure 19.16: LNP 

Estimated 
Imp act 

50-60% of 
trouble 
tickets 

End 
Date 

improvement Plan 

~~~ 

Sprint will monitor &is category for improvement n e x ~  
month. Sprint is also investigating potential ideas for 
ameliorating the impact of small CLEC volumes in cases 
where low CLEC ticket volume may decrease the 
effectiveness of the statistical parity comparisons. 
Tliis was an isolated incident without an improvement plan. 
The issue has been resolved. 
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Description of Issue 

Unusuall~. high workload relatcd to  eathe her caused some troubles 
to be carried o \ w  past the origiiial commit~nent h e .  This llad a 
greater ilnpaci on CLEC resulfs tliaii on ILEC results. 

- - ~  -_--- ~ ~ ~ r- ---I---- 

1 Mcasu r e  20: Percentage of Customer Trouble Not Resol\wi Within Estimated Time 

Start Projected Estimated End Improvement Plan 
Date Improvement Impact Date 

2Q 2003 4Q 2003 70-80% of Changes to s!.stems. processes and procedures to reduce 
t ro u b I e 
t i c kct s 

caq ing  over CLEC tasks arc being in~~estigated arid 
corrccIi1.c actions nil1 be iiiipleiiien~ed as appropriate 

Description of Issuc 

Unusually Iijgh workload rclatcd io weather causcd some troubles 
10 be carried over past the original commitinent time. TIUS had a 
greater impact on CLEC results than on ILEC results. 

trouble 
lickets 

Stiiict 
Date 

2Q 2003 

'rol-isioned - Dispatched 
Improi-cment Plan 

Description of Issue Start Pt-qjcctcd Estimatcd End Im 11 r o w  in en t PI an 
Date Impi-ovcment 1 mpact Date 

Changes to systems, processes and procedures to reduce 
carrying over CLEC tasks are being investigated and 
corrective actions will be implemented as appropriate. 

Unusually high workload rclated to wailier crtuscd some troubles 
IO be carried owr  pas1 the original commitment time. Tlus llad a 
greater impact on CLEC results than on ILEC resuIts. 

24 2003 4Q 2003 70-80% of Changes IO s)*stems. processes and procedures to reduce 
trouble 
Iickets 

carrying over CLEC tasks are being investigated and 
corrective actions will be iniplemented as appropriate 

Description of Issue Start 
Date 

June and Jul!. are the peak call periods for the Sprint repair 
center. Nationwide in August there was increased call voluine 
due to stonns and outages across all Sprint states. Actual call 
voluiiie esceeded the forecasted volume used in scheduling 
agents due to an unusually active sumnier storin season. 

Projected I Estimated I End 

34 2003 

f Improvement Plan 

As the repair center iiioved through the suniner stonn season 
reduced call volume resulted in increased service levels. The 
Sprint repair center continues to inanage their increased call 
voluine in the most efficient " n e r  with their available 
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