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14 Q. PLEASE STATE YOUR NAME, ADDRESS AND EMPLOYMENT. 

15 A. My name is Bernadette Seigler. My business address is 1200 Peachtree Street, Atlanta, 

16 Georgia. Currently I am employed by AT&T Cop. (AT&T) as District Manager, AT&T 

17 Local Services Access Management for Local Interconnection in AT&T' s Southern 

18 Region. I am responsible for ensuring, at the most basic level, that AT&T is able to 

19 successfully send and complete orders sent to BellSouth Telecommunications, h c .  

20 (BellSouth) for the provision of local exchange service. 

21 Q. PLEASE DESCRIBE YOUR BACKGROUND AND PROFESSIONAL 

22 EXPERIENCE AS THEY RELATE TO ISSUES IN THIS PROCEEDING. 

23 A. I received a Bachelor of Arts Degree in Psychology from Rutgers University, New 

24 Brunswick, New Jersey in 1984. Additionally I have attended many business-related 

25 

26 

27 

courses offered by AT&T and BellSouth. Following my graduation from college, I was 

employed for 6 years in the medical products industry, and I have been employed for the 

last 10 years in the telecommunications industry. 
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I joined AT&T in 1990 as an Account Executive selling services to business customers in 

northern New Jersey. From 1992 until 1995, I held increasingly responsible positions in 

various AT&T sales, marketing and customer support units. In 1995, I joined the AT&T 

Local Cross Strata organization as a Product & Offer Manager. I was on the team 

responsible for the planning and implementation of AT&T’ s strategy for entering the 

Local Services market throughout the United States. In late 1996, I relocated to Atlanta, 

Georgia to j o h  AT&T’s Regional Local Product Management & Delivery organization. 

From 1996 until early 2001, I held various positions that have afforded me the 

opportunity to gain expertise in the following areas: (1) local and directory listings 

ordering and associated methods and procedures with BellSouth; and (2) AT&T’s 

ordering systems and interconnection with BellSouth. I also participated in many 

negotiation sessions with BellSouth in support of the above activities as AT&T’s Subject 

Matter Expert to ensure our local business market needs were addressed. My last 

assignment was to lead AT&T’s Business Market Entry into Georgia and Florida using 

UNE P/Switched Combinations of Unbundled Network Elements.’ In April 2001, I was 

promoted to District Manager, AT&T Local Services Access Management for Local 

Interconnection in the Southern Region, which includes Florida. 

’ 
“UNE-P” refers to the unbundled network element platform, which is the combination of unbundled loop and port. 

As used in this affidavit “UNE” refers to unbundled network elements ordered by AT&T from BellSouth; and 
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1 Q. 

2 PAST? 

HAVE YOU TESTIFIED IN OTHER REGULATORY PROCEEDINGS IN THE 

3 A. 

4 

5 

I have not submitted written or oral testimony in any other regulatory proceedings. I have 

submitted affidavits in regulatory proceedings in the states of Georgia, Alabama, 

Louisiana, Mississippi, Kentucky and South Carolina. 

6 Q. WHAT IS THE PURPOSE OF YOUR TESTIMONY IN THIS PROCEEDING? 

7 A. 

8 
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10 
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19 

I am testifying on behalf of AT&T, TCG, and AT&T Broadband regarding BellSouth’s 

failure to provide nondiscriminatory access to network elements, Issue 3 in this 

proceeding. BellSouth’s failure has significantly impeded AT&T’s ability to enter the 

local exchange market for business customers. My testimony specifically replies to and 

rebuts the testimony of BellSouth witness W. Keith Milner before this Commission. In 

his testimony, Mr. Milner states that he is addressing the Commission’s Issue 3 by 

describing BellSouth’s purported compliance with Checklist Item 2 (Milner Affidavit at 

34 et seq. ), testifying that BellSouth provides alternative local exchange carriers (ALECs) 

with nondiscriminatory access to network elements. My testimony will explain that 

although BellSouth asserts that it provides “access” to a large number of network 

elements, that access on too many occasions has been inconsistent, difficult and costly to 

AT&T and its customers, and therefore has not been the type of nondiscriminatory access 

contemplated by Sections 25 1 and 27 1 of the Telecommunications Act of 1996 (the Act). 
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1 Q. WHAT SPECIFIC ISSUES WILL YOUR TESTIMONY ADDRESS? 

2 A. 
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In my testimony I will describe several of the more significant difficulties that AT&T has 

encountered in its efforts to use BellSouth’s UNE-P to provide small business customers 

with AT&T’s All in OneSm service. AT&T’s All in One’”’ service enables AT&T to 

combine local, intraLATA, long distance, calling card, toll free and World Net services 

into a billing plan that includes a simple pricing structure and a discounted monthly rate. 

The difficulties that AT&T has encountered have been due to the failure of BellSouth to 

meet its obligations under Sections 25 1 and 27 1 of the Act to provide just, reasonable and 

non-discriminatory access to unbundled network elements.* 

AT&T’s use of UNE-P is a continuation of its attempts to enter the local exchange 

business market that began with the passage of the Act in 1996. AT&T first attempted to 

enter the local exchange business market in 1996 and 1997 through the ordering of 

BellSouth’s total services resale (TSR) product in Georgia. After months of testing, 

AT&T detemined that it would not be in the best interest of its local exchange business 

customers nor in the best business interests of AT&T to enter the business users’ local 

market by means of BellSouth’s TSR offering. Our tests proved that BellSouth’s TSR 

would be below AT&T’s standards for quality, service and reliability. In addition, the 

costs to AT&T for TSR were significant and far too great for AT&T to be able to offer 

the service profitably. AT&T determined that its customers’ needs would best be served 

In the course of reviewing prior Section 271 applications, both the Federal Communications Commission 
(FCC) and the Department of Justice have stressed that “it is critical that competitive LECs have the ability to enter 
the local exchange market through the use of combinations of UNEs.” Application of BellSouth, et al. for In- 
Region, InterLATA Relief Pursuant to Section 271 for Louisiana, CC Docket 98-121, T[ 141 (1998) (citing 
Department of Justice Evaluation, at 36). As with any checklist item, an ILEC has the burden of demonstrating that 
combinations of UNEs are available “as apracticd and regal matter.” Zd. 7 163 (emphasis added). 
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by finding a method other than TSR by which to provide local services to small and large 

business customers. Throughout 1997 and 1998, AT&T proceeded to roll out AT&T 

Digital Link (ADL) service, which enabled large business customers (those with T1.5 

access) to add local calling capabilities to their AT&T service. AT&T first offered ADL 

in Georgia, then rolled the product out in Florida, Tennessee and North Carolina. 

Eventually ADL was also rolled out in South Carolina, Louisiana, Kentucky, Alabama 

and Mississippi. Further, AT&T has attempted to provide local exchange service to 

small business customers through purchasing the use of loops from BellSouth, UNE-L. 
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15 their local carrier. 

As a result of BellSouth’s failure to meet its obligations under the Act, business 

customers have been deprived of the benefits of full and open competition, and in some 

cases those who elected to switch from BellSouth to AT&T have suffered service delays 

and even loss of service. These challenges have both delayed and made more difficult 

AT&T’s effective entry into the business user market using UNE-P. Further, they have 

caused disruption and inconvenience to business customers who chose to use AT&T as 

16 THE IMPORTANCE OF THE BUSINESS-USER MARKET SEGMENT 

17 Q. WHAT rs THE IMPORTANCE OF THE BUSINESS USER MARKET TO 

18 AT&T? 

19 A. 

20 

21 

In addition to AT&T’s desire to serve residential customers, small business consumers 

also comprise a very important market segment for AT&T. Because many small 

business users typically order multiple lines and maintain high volumes of activity on 
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these lines, the revenues from this market segment are substantial. Indeed, because 

businesses account for such significant source of revenue for any local exchange carrier, 

including BellSouth, ALECs such as AT&T would find it very difficult to succeed 

without a significant presence in the business market. In addition, an ALEC that does not 

establish itself as a substantial and reliable supplier of business-oriented telephone 

services in addition to serving residential customers would have a difficult time gaining 

the credibility and critical mass necessary to compete successfully in the market over the 

long term. For this reason, the challenges to entry caused by BellSouth’s actions and 

shortcomings take on added importance. 

In response to my comments, Lynette Nall, the BellSouth Local Carrier Services Center 

(LCSC) staff support representative at the meeting, finally acknowledged that BellSouth 

knew from the beginning that the use of “D” and “N” orders was not the preferred way to 

process UNE-P conversions, but that it was the best they could come up with at the time. 

She further said that BellSouth has had a team in place for some time to address the issue 

and to create a “single C-order” (change order) for WE-P  conversions and other services 

to prevent the loss of dial tone. At the meeting Ms. Nall said that BellSouth hopes to 

have this project completed by the end of the year 2001, but would not make a firm 

commitment to that schedule. Jim Marziarz, BellSouth’s UNE product manager, 

confirmed that BellSouth was addressing the problem as described by Ms. Nall. The 

ALEC community, including AT&T, advised BellSouth that the estimated delivery of 

this solution by end of year 2001 is not an acceptable timeframe because until they fix the 

problem, more ALEC customers will continue to lose dial tone when converting to UNE- 
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P. Even more distressing, and in spite of the pleas of AT&T and other members of the 

ALEC community, BellSouth in preparing the formal minutes of the May 23 meeting 

(Exhibit BMTS-2) announced that the target implementation date for the “single C- 

order” would be pushed back even further to eady 2002. 

5 Q. 

6 

PLEASE PROVIDE SOME EXAMPLES OF HOW THE LOSS OF DIAL TONE 

PROBLEM HAS IMPACTED AT&T CUSTOMERS. 

7 A. 

8 

9 

By way of example, one AT&T UNE-P retail establishment customer lost dial tone on 

Saturday, May 5, 2001. Dial tone was not restored to this customer until Tuesday, May 

8, 2001. See letter from Denise Berger to Ken Ainsworth, attached to this testimony as 

10 Exhibit BMTS-4, outlining these UNE-P disconnect problems, and specifically 

11 Attachment 2 to that letter. As that document shows, the AT&T representatives working 

12 this problem had to make numerous calls and were transferred from one BellSouth 

13 representative to another before finally having the matter resolved, nearly three full days 

14 later. 

15 Q. 

16 BERGER LETTER? 

DO YOU HAVE EXAMPLES OTHER THAN THOSE IDENTIFIED IN THE 

17 A. 

18 

19 

20 

Yes. In addition to the situation relating to the AT&T retail customer described above, 

and the other incidents referred to in the Berger letter, AT&T has experienced still other 

examples of customers losing dial tone because of BellSouth’s lack of coordination in the 

“D” and “N” order process that have occurred in Florida and Georgia over the past 
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2 AT&T UNE-P customers. 

several months. I will describe some examples of the types of incidents experienced by 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

On May 3 1,2001, the day before the conversion of an AT&T customer in Miami, Florida 

to UNE-P was scheduled, BellSouth worked its D order. On June 1, 2001 the customer 

called AT&T to say that it did not have dial tone on ;tny of its 11 lines. It took BellSouth 

about 3 hours to get our customer back in service once the outage was reported to 

BellSouth. However, the AT&T customer was without dial tone for a total of 

approximately 13.5 hours. Another incident involved a customer in Ft. Lauderdale, 

Florida with only one telephone line who was out of service for 2 hours and 45 minutes 

on June 4, 2001, the day the customer’s service was converted from BellSouth to AT&T 

UNE-P. This one line is the only way for his customers to reach him, and BellSouth’s 

processing of the D order before the N order resulted in his not having access to his 

customers, which are his source of revenue, for the period of the outage. In another 

example, an auto service business customer in Miami, Florida called AT&T on the 

afternoon of June 26, 200 1, the day he was converted from BellSouth to AT&T UNE-P, 

to report a loss of dial tone on his 2 lines. Service was not restored until the following 

afternoon, over 24 hours later. BellSouth’s explanation for this loss of service, again, was 

that the D order was worked before the N order. 

19 Q. 

20 ESPECIALLY TROUBLING? 

WHY DOES AT&T VIEW THESE LOSS OF DIAL TONE INCIDENTS AS 
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The fact that numerous loss-of-dial-tone incidents have occurred over the past several 

months due to BellSouth’s “D” and “N” order problem is especially troubling because, as 

AT&T’s volume of UNE-P orders increases, the number of problems experienced likely 

will increase as well. This situation, if not corrected, will have a significant impact on 

AT&T’s customers and on AT&T’s own reputation. Compounding the problem is the 

customer’s perception that the problem must be caused by AT&T, since there were no 

similar difficulties when local service was provided by BellSouth. Because of this 

perception, customers are many times inclined to switch back to BellSouth, even though 

BellSouth is the cause of the problem. Indeed, a related problem that worsens the 

situation, which was also identified in the UNE-P Users’ Group Action Plan, is that 

BellSouth employees are attempting to win back ALEC customers after conversion, in 

some cases telling the customer that the loss of dial tone is the fault of the ALEC. See 

items 4 and 8 in the Action Plan, Exhibit BMTS-2.3 

14 

15 

16 

17 

18 
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20 

The unacceptable number of loss of dial tone incidents experienced by customers of 

AT&T and other ALECs upon conversion demonstrates that BellSouth is not able to 

provide access to network elements necessary to process AT&T’s UNE-P orders in a 

consistently acceptable, nondiscriminatory manner. These loss of dial tone incidents are 

disruptive and distressing to customers, causing the customer inconvenience and loss of 

business, and in the case of customers such as the hospice, threatening the health and well 

being of those in a customer’s care. And because BellSouth’s role in the process is 

See also In re: Complaint of IDS Long Distance, I~G., n/wa IDS Telcom, L.L.C., Against BellSouth 
Telecommunications, Inc., and Request for Emergency RelieJ; Docket No. 0 10740-TP, Filed May 1 1 ,  200 1, before 
the Florida Public Service Commission. 
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1 largely hidden from the customer, AT&T alone faces the customer’s anger and 

2 disappointment. Because these process failures on the part of BellSouth put AT&T at a 

3 significant competitive disadvantage, BellSouth cannot claim to be meeting its 

4 obligations to provide nondiscriminatory access to network elements. 

5 SUMMARY AND CONCLUSION 

6 Q. 

7 TESTIMONY? 

DO YOU HAVE ANY CONCLUDING REMARKS TO SUMMARIZE YOUR 

8 A. 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

Yes. The BellSouth shortcomings discussed in this testimony evidence serious 

weaknesses that have caused BellSouth to fail to afford AT&T and other ALECs 

nondiscriminatory access to network elements. BellSouth’s policies, procedures and 

business rules are not designed nor are they sufficiently developed to handle the orders 

for UNE-P services that AT&T needs to attract and retain business consumers. These 

inadequate rules and procedures have delayed AT&T’ s access to network elements 

necessary for WE-P, have made the process more cumbersome and prone to error that it 

should be, and has created instability in the system. This has harmed business consumers 

by causing unwarranted delays in service delivery, undermining their codidence in the 

reliability of their telephone systems, and in some cases actually causing interruption in 

service. Furthermore, not only do customers suffer as a result of BellSouth’s failures, but 

because BellSouth’s role in the process is hidden from customers, AT&T suffers the 

competitive consequences. Given these shortcomings, BellSouth cannot claim to be 

10 
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meeting its obligations under the Act to provide just, reasonable and non-discriminatory 

access to unbundled network elements. 

3 Q. DOES THIS CONCLUDE YOUR TESTIMONY? 

4 A. Yes, it does. 

5 

11 
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312UOt Amanda Hill 
19 WorldCom Do medical expedites require documentation from doctor? 

UNE-P USER GROUP WORKSHOP ACTION PLAN 
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Exhibit No. BMTS-2 
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Page 5 of 12 
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UNE In March; Switch Port(Lo6p in 
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Page 6 of 12 

6of 12 



. - :. 

ITEM d 
DATE 
REC'D 

REC'D FROM 
& 

OWNER 

. :: . ..% . 

WorldCom 
Amanda Hill 

BellSouth 
Sandra Davis 

: L ... . .' c . . , .  . .. . 

UNE-P USER GROUP WORKSHOP ACTION PLAN 
Revised As Of May 30,2001 

WHAT 

~- 

M a t  rules surround customer abandonment hat result in 
lisconnects? 

. . . -  

- 
Exhibit No. BMTS-2 

Page 7 of 12 
FPSC Docket No. 960786-TL 

1 

RESP 1 . STATUS 

. . .I . .  . + .  

7 ?  



ITEM # 
DATE 
REC'D 

25 
mu01 

Also see 
32 
26 

312U01 

27 
3122lo1 

20 
3/22/01 

29 
3Q2iQ 1 

30 
3/22/0 1 

Also see 
6 

REC'D FROM 
a 

OWNER 

All CLECs 

BellSouth told CLEC end user that conversion was new line 
because it was issued as N-order. 

BellSouth 
Jim Marian 

If the conversion is a Lnre 
conversion then conversion 
nonrecurring charges should only 
apply. 

Talk.com 
Page Miller 

BellSouth 
Jim Maziarr 
Tim Miller 

Sandra Davis 
Ta 1 k . com 

Page Miller 

BellSouth 
Jim Mazian 
All CLECs 

BellSouth 
Jim Maziarz 

All CLECs 

Belf South 
Sandra Davis 
IDS Telecom 

Becky Wetlman 

BellSouth 
Jim Mazian 

. . --. - - - - -  

UNE-P USER GROUP WORKSHOP ACTION PLAN 
Revised As Of May 30,2001 

WHAT 

Can BellSouth develop phased process for collecting de- 
averaged revenues from CLECs? 

Being charged for UnauthOn'28d truck rolls. Technicians were 
dispatched and should not have been. 

Loss notification reports may be Inaccurate. 

When BellSouth end user moves lo CLEC, does billing 
structure stay the same3 

What is scenario for E in hunting achity? 

- 
RE 
Dl  

Ctosed 

Closed 

06/0612001 

Closed 

06/06EOO 1 

06/0#2001 

_I .______-_. .-. ----- ------ --  - - _-_. .. - 
Exhibit No. BMTS-2 
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I - . STATUS 

The CLEC should antact ils 
BellSouth Contract Negotiator on 
this matter. 

BellSouth has addressed issue by 
training service reps. 

A coding emw with the Loss 
Notification Repart was recently 
identified and has been cwected. 
Process being developed. ECO 
will be provided. 
The end user billing structure is 
defined by the CLEC and it may 
bill its end user however it 
zhooses. 

The HA Field should be left blank 
an CSRs for conversion to UNE-P. 
Pending in change control. Cardel 
notification will be issued. 



- 
ITEM k 
DATE 
REC'D 

31 
312U01 

- 
32 

3/22/01 

Also see 
25 
33 

3/26/01 

34 
3/26/01 

REC'D FROM 
& 

OWNER 
Talk.com 

Page Miller 

BellSouth 
Margaret Largent 

All CLECs 

8ellSouth 
.Jim Mazian 

WortdCom 
Amanda Hill 

BellSouth 
Herdy Menina 

Choctaw Communications 
Amy Lasseigne 

8 dl South 
Michael Moore 

Revised As Of May 30,2001 

WHAT 

Are CLECs billed by BellSouth when end user abandons 
service? CLEC was charged for tem'nation when defective 
BRI equipment was replace to fix a trouble (dropped calls). 

Since it took twelve months for BellSouth to develop de- 
average zone biiling, will CLECs have twelve months to pay? 
Need uniform billing scheme for CLEC community. 

If an order is sent via ED!, will it be darified if the due date 
requested is not available of will kll%uth assign the next 
available due date? 

Need detailed explanation of initial UNE-P bills. They may 
nave been overcharged for Non Recurring Charges 

RESP 
DUE 

06/O6QOO 1 

Closed 

Closed 

Closed 

Exhibit NO. BMTS-2 
. .  FPSC Docket No. 960786-TL 
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STATUS 

If BellSouth does not know that the 
service has been abandoned, 
BellSouth will continue to bill the 
8TN or Account number of record 
until notified lo disconnect or a 
new order comes in Lo bell South^ 
for service at the abandoned 
service address. 

Bensouth received datifying 
questions and is investigating. 
The CLEC should contact its 
BellSouth Contract Negotiator on 
this matter. 

If the Desired Due Date cannot be 
met on orders submitted via ED1 
then the system will assign the 
next available due date, as per the 
Appointment Interval. FOC will be 
sent wilh ?he Assigned Due Date. 
The orders will not be darified. 

Customer has received 
explanation 

9 of 12 



ITEM # 
DATE 
REC'D 

35 
5/9/0 1 

36 
5/23/01 

37 
5123101 

38 
5/23101 

39 
5J2 3/0 1 

WHAT REC'D FROM 
& 

OWNER 
Talk.com 

Page Miller 

RESP 
DUE 

f3ellSouth 
Sham Judy 

C12 
Ruth Wilson 

Tal k.com 
James Childress 

BellSouth 
Momentum Business 

Peggy McKay 

BellSouth 
Jim Marian 

Network Telephone 
Mitch Dantin 
IDS Telecm 

Becky Wellman 

BellSouth 
Lynette Nall 

Birch Tetecom ' 
Lacie Hamlin 

Hsw often is CSOTS updated to reflect date changes? 

Need Account Executive to represent customer throughout all 
BellSouth subsidiaries. 

Need discussion of the May 18 caniee notificath letter 
regarding the LATA-wide calling plans and what is needed in 
the Interconnection Agreement? 

Closed 

0610612001 

Closed 

I 

During conversion, does PIN change? Can PIN be designatedl 06/0612001 
by CLEC? 

Need some type of documentation with examples of orders 
that fall out for manual handling (other than those listed on 
websi te). 

06/06l2001 

Exhibit No. BMTS-2 
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FPSC Docket No. 960786-TL 

1 

* STATUS 8 

SOTS updates daily. However, 
CLECs should access the Help 
Guide under their SOTS website 
httpsMecview.bellsouih.com and 
reference section 1.2 - System 
Availability for xheduled 
maintenancelupgrades. 

Jim Maziarz reviewed this issue 
during his presentation. 

BellSouth 
Lvnette Nall 
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UNE-P USER GROUP WORKSHOP ACTION PLAN 
1 

Nhat are the charges for PIC changes? 

ITEM # 
DATE 
REC'D 

06106/2001 40 
5123101 

.CSC and repair have trouble committing to ownership in a 
imety manner when there are problems tuming up new 
iervice. If order has not been completed, who is the owner? 

41 
5/23/01 

. .  

42 
5/23/01 

06/0612001 

REC'D FROM 
& 

OWNER 

Birch Teiecom 
Cacie Hamlin 

Talk.com 
Page Miller 

low can prmrder survey be ordered for facilities? 

be the Switch CCLf codes the same within density Zone 1 for 
he MSA's for UNE-P the same as they are documented for 

BeHSouth 
Jim Maziarz 

ACCESS integrated 
Louise Wilds 

ialk.com 
;- .. 3v.Childress . 

I 

06./06/2OQl 

W06/2001 

BetlSouth 
Cynette Nalt 

Birch Telecom 
Lade Hamlin 

s the UNE-P non recumng conversion charge the same for all 
ireas? For accounts in the density Zone 1,2, and 3 MSA's, 
he charge is $41 50 .  

Bel~South 
Cynene Nail 
Intermedia 

Shenie Baughman 

06/06/2001 

BellSouth 
Jim Maziarz 
Intermedia 

Sheme Baughman 

BeltSouth 
Jim Madam 

Revised As Of May 30,2001 

WHAT I RESP I STATUS , 

I OUE 

11 of 04 



UNE-P USER GROUP WORKSHOP ACTION PLAN 
Revised As Of May 30,2001 

ITEM # 
DATE 
REC'D 

45 
5/23/01 

. .  

. STATUS .I REC'D FROM WHAT RESP 
& DUE 

OWNER 
Network Telephone 

Jmm Baxter 

BellSouth 

Will ,the training center provide an ED1 training class? 06/06/2001 

Susan Jones b 

Exhibit NO. BMTS-2 
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AT&T 
. . .  -- . 1200 Peachtree Street. NE Denise C,  B e r w  

Dlst 1 rct Manager 
Lucet Supplier Management Atlenta.’GA 30309 

promenade 1. t a n  Floor 

404 810-8W4 
FAX 404 81L18477 

EMAIL debergerQatt.com 
PAGER 8uO 258-oOQo PIN 2589556 

May 25,2001 

Ken Ainsworth 
BellSouth Telecommunications . 
675 West Peachtree Street 
Room 27A80 
Atlanta, Georgia 30374 

. .  

RE: UNE Plafonn Provisioning Problems 

Dear Ken: 

n- again for lunch last week. 1 enjoyed the conversation and share your interest 
in making the operational processes between our two companies work more 
effectively and eficiently. During OUT conversation, I mentioned problems that AT&T 
was having with UNE Platform orders. Following are &e details on the problems we 
are having. 

L 

1, BelLSouth’s use of u “DU and “N” order tuptovision UIVE-P orders is. not 
egective in ”grating cILslbtnets from BellSouth to AT% TI Although 
BellSouth informed the CLEC community during the Louisiana Workshops 
that a fix was implemented on April 6,2001, the orders are not relating and the 
fix has quite obviously not worked. AT&T has several examples of customers’ 
whose service translations have been disconnected when BellSouth works the 
“D“ order, while it fails to work the related W” order. Attachment 1 will 
outline the specific information relevant to those customers experiencing a 
problem. The problem, however, is not unique to AT&T. It is my 
understanding that Birch Telecom has experienced a similar problem at least 
40 times and has presented this information to BellSouth thzough the user’s 
group process. At the last UNE-P User Group meeting, BellSouth, after much 
discussion.by the CLECs, admitted to a problem with the April solution. 
Apparently, BellSouth has pulled together a task team to address the issue by 
generating a “C(hange)” order. However, estimated delivery of chis solution 
was End-of-Year 2001. This’ is not an acceptable timefime for a solution. 

.2. BellSouth’s iinkage betweem its Frovisioning center andprocesses orrd its . 

I 

Maintenance centpr and processes i s  not effective for UNE-P customers 
When AT&T has received calls fiom these customers experiencing problems, 
our Maintenance Center attempts to refer this to the BellSouth Maintenance 

i 
Recycled Paper 
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Page 2 of 2 
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Center, since these are post-provisioning problem. The BellSouth 
Maintenance Center personnel are not seeing the migrated customer record and 
consequently not taking the maintenance ticket. ln one instance, an AT&T 
UNE-P customer, & * , lost dial tone on Saturday, 
May 5,2001. Dial tone was not restored to this customer until Tuesday, May 
8,2001. Amchment 2 to this letter details the difficulty that AT&T 
experienced relative to this customer’s senice problem. AT&T received a 
completion notice on our order. However, it appears that BellSouth only 
worked the “D” order. I have several questions on this situation, which would 
apply to dl similar UNE-P maintenance issues. 

e If the original AT&T due date was May I ,  2001, and AT&T received a 
completion notice fiom BellSouth on May 2,2001, why did.the 
customer not Jose senice until May 5,20013 
Is it tbe practice of BellSouth to send the completion notice out before 
all orders are completed within the BellSouth systems? 
On May 5,2001, at 20:20, A1 at BellSouth said that the porting order 
was cancelled. UNE-P does not port numbers. Was Al perhaps 
referring to the ‘W’ order? 
Why did BellSouth not handle this as a maintenance issue? The 
customer was out of service three days. There appears 10 be nothing 
that AT&T nor the customer could have done to prevent the out of 
service condition. 
It was quickly apparent to the BellSouth personnel involved that the 
problem was caused by BellSouth’s failure to process the “N” order. 
Why was the burden on AT&T to call around to find someone to help 
solve the problem? Why didn’t one of the BellSouth representatives 
“own’’the problem and insure that AT&T got to the right place for 
resolution? It seems that we lost a vast amount of time due to bouncing 
around within BellSouth trying to find an organization that could 
resolve the issue. 
We have many instances of customers who report ‘“0 Dial Tone” 
problems to AT&T after the conversion of their service. Once 
BellSouth dispatches a service technician, the problem disappears. 
Since the conversion to W - P  is, for all intents and purposes, a 
kcords order change, why does the customer lose dial: tone? What is 
the technician dispatched to do? 
Are UNE-P customers, who were on IDLC facilities prior to their 
conversion to ATBrT., left on the existing facilities or arc they changed . 
to universal OT copper facilities before the conversion? 

* 

+ 

4 

4 

- 

As AT&T’s volume of UNE-P orders increases, the number of problems experienced 
will increase as well, which will have significant impact to our customers and to our 
brand. I would like to understand BelISouth’s action plan and timeline for delivering a 
remedy to the order relationship issue. I would also like to know what BellSouth plans 
to implement to treat these types of problems as maintenance problems, with the 
associated 24-hour resolution, instead of a thrcc-day or more new order problem. 
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Ironically, the customer’s perception is that the problem mlISt be mused by ATaT, 
since they did not have similar difficulties when they were provided local service by 
BellSouth, Because of this perception, they are many times inched to switch back to 
BellSouth, where the cause ofthe problem lies. I will appreciate your response no 
later than Friday, June 1,2001. 

Jan Burriss 
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T h e  followjng PONS are exampks of AT&T’s experience in BellSouth’s ineffective use 
of a “D” and “W’: 
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NO. 
1. 

2. 
3. 
4. 

5 .  

6.  

7. 

8. 

9. 

10. 
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DATE AND TIME 
5/5/01 1958 

5/5/03 1958 
5/5/01 19:59 
5/5/01 20:20 

5/5/01 20:24 

5/6/01 07:27 

5/6/01 07:44 

5/6/01 7:48 

5/7/01 08:31 

5/7/01 0952 

DETAILS 
Ticket created; customer has no dialtone on w-4 - - - -. - - - 

UNE-P connectivity; customer tumed up on May 3,2001 
Ticket saved 

sajd that he has limited systems to check on the-order, 
Unable to refer the trouble to BellSouth. Need &e part 
over order #. Have to talk to MACD or Provisjonhg on 
Monday to get the order #. 
Customer wants his service up and working now! I called 
BellSouth and spoke with Renee at 888 461 0612. She 
says the system she needs to check our orders is down 

AT&T Proprietary 



. .. 

1 1. 

12. 

13. 

14. 

15. 

16. 
17. 

18. 

* .. a .  .. 

She couldn't locate the order. I gave her our PON and the 
phone number. She will research and call me back. 
Shmie calling back from BellSouth With status. Erica 
cdled me back, I advised what Non-Design Maintenance 
said and she advised that she is going to get a Non-Design 
Maintenance Manager involved in this right away. . 

Catherine with ihe LCSC called. She has been unable to 
Iocate any information on this and has forwarded all of the 
info to the original rep who input the order. She will call 
me back when she hears something. 
Received callback from Sheree, a manager in Non-Design 
Maintenance. She has me on bold and is checking into 
this now. Sheree came back and said she does see the 
order # still pending in the system and it was never 
worked. She is putting in a ticket and sending it to a 
technician at RCMAC to get it worked. She will have 
tech call me back with status and ticket #. 
Catherine and Steven called from Non-Design 
Provisioning. I advised what Sheree was doing and they 
advised they wouldn't handle this anyway so they will let 
her take care of this. 
Sheree with BellSouth calling back and said the service 
order needs a new due date. They can't open a new ticket 
because service order is past due. Order NRsFP5 W3, 
original due date 0501 01. Said for me to call LCSC. 
Called 800 872 3 116 for BellSouth LCSC 
Customer called to request status. Advised he was 
completely out of service and ask that I escalate. 
Called LCSC at 800 872 3 1 16 and spoke with Alicia 
Was'on hold for a while, then someone else came online. 

5/7/01 0952 

5/7/01 0958 , 

5/7/01 1 0 3  

5/7/01 10:06 

5/7/01 10:17 

5/7/01 10:18 
5/7/01 10:30 

5/7/01 1 l:09 

4 
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I must have been transferred. Now speaking with Mary. 
She found the order but has to transfer me back to 
someone else. Mary says I need to speak with someone in 
the UNE Combo for small business group. Sa* 
, . I:!: I ,..I. ! I # . , .  ., I...d E., ,  . ~ ~ ~ : ~ ~ : ~ ~ ; ~ ! ~ ! ~ ~ l ~ ~ ~ ~ ~ ~  ' . 2 1 ' ~ . ~ ~ :  :lb<t I; 4 1  .a:* -311 .-!$ ;ill! -1; ,;I . . ii*.,. , , , ,  . : : I - ~ . 4 * * - * * ~  **..*,jq 8 ..MI:- 

W*~.I, . . ..i' h, .Il.,.". r ..*.h , * I * : i ~ * . - , '  . ..I 4 11.1 ,...la &...+ll..~,*!,l+..* -12 1". 111 '. 1 %-,I 

theni. She said to call back in and speak with someone 

#,hfe~edia, .y- - 1-1. La, I ...a . .,.,: . . . , ~ ~ . ~ ~ ~ ~ ~ n ~ ~ ~ , l ~ ~ ~ ~ ~ ~ ~ ~ ~ c ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~  -.*.. 
. I  ~ ~ ~ ~ ~ i ~ s , w e i : ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ; ~ ~ , s p e ~ ~ , ~ * ~ ~ p ; ' ~ ~ ~ ,  not 

* d:L . I . ...I. z: 

. AT&TProprimry 
1 
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19. 

20. 

21. 

. .  

5/7/01 I 1:38 

5/7/01 1322 

5/7/01 16:33 

Attachment 2 

23. 

24. 
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UNE-I’ TROUBLE TICKET LOG NOTES 

I 

5/8/01 1 0:25 

5/8/01 12:09 

else. 1 8m w g  first level escalation contact listed in 
KMS, Dm Haley @ 404-532-2072. Only reached his 
voice mail. I will go back and try this one more time, 
Called the number Jisted in KMS for LCSC at 800 871- 
4404. That is the ACAC center and they cannot help 
either and didn’t know where to send me. I am now trying 
the 2”d revel, Linda Stewart per Kh4S at 404 532-2 I 18. 
Her voice mail directs me for order related issues to 
contact either Elaine at 404 532-2260 or 404 532-21 14. 
Called 404 532 2260 and spoke with someone who 
handles only AT&T circuits, not POTS lines. Tried Znd 
level Reginald Glove 770 493-3471. He also only 
handled special AT&T circuits and couldn’t assist me. 
Called 800 872 3 1 16 and spoke with Teny who put me on 
hold for a long time. Then the fine disconnected. 
Called Orlando provisioning center to get help with this 
customer order. 
rhis is being handled by the UNE-P BellSouth resale 
group. Venice is working it and will escalate to the night 
manager if not cleared before she laves at 8:OO PM 

keceived a call fiom AT&T Provisioning giving me a 
status. There is a ticket on this and a tech i s  being 
lispatched out this morning around 8:30. He will call 
Jack with status. 
Zeceived a call fiom AT&T Provisioning. They have 
ested the h e  and it appears to be working. 
3alled customer. Confirmed the number has been 
working since this morning and d1 is OK. 

:0aight. 

’* AT&T Proptictay 


