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I N  ATTENDANCE: 

BETH KEATING and FELICIA BANKS, FPSC Div is ion o f  

Legal Servi ces , representi  ng the F1 o r i  da Pub1 i c Servi ce 

Cornmi ssion . 
NANCY B. WHITE, JIM MEZA, KEN AINSWORTH, CINDY COX, 

RON PATE, AL VARNER, DAVID SCOLLARD and LISA FOSHEE, 

representing BellSouth Telecommunications. 

MARY CONQUEST, representing ITC Del taCom. 

CATHERINE BOONE and COLETTE DAVIS, representing Covad 

Communi cations 

DONNA McNULTY, DEAN 0 ' ROARK and SHERRY LICHTENBERi 

representing M C I  Worl dCom. 

KYLE KOPYTCHAK and VERN McMAHAN (phonetic) , 

representing Network Telephone. 

JAY BRADBURY, DENISE BERGER, K. C. TIMMINS, 

BERNADElTE SEIGLER, TRACY HATCH and SHARON NORRIS, representing 

AT&T communications o f  the Southern States. 

JOHN McLAUGtIN, MATTHEW FEIL and KEVIN MONROE, 

representing F lor ida D ig i ta l  Network. 

BRIAN MURDOCK and ANDREW KLEIN, representing KMC 

Tel ecom. 

CHERYL HAINES (phonetic), representing NuVOX 

Communications. 

PEGGY RAVINA, (phonetic) representing Z-Tel 

Communications. 
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P R O C E E D I N G S  

CHAIRMAN JABER: Ms. Keating, i s  there a not ice t o  be 

read f o r  t h i s  workshop? 

MS. KEATING: Yes, Madam Chairman. Pursuant t o  

not ice issued January 18th, 2002, t h i s  time and place have been 

set f o r  a Commission Workshop i n  Dockets Numbers 960786B and 

981834. The purpose i s  as set f o r t h  i n  the notice. 

CHAIRMAN JABER: Thank you, Ms. Keating. Now we 

should take appearances? 

MS. KEATING: I guess, Madam Chair, I bel ieve tha t  

would be appropri ate. 

CHAIRMAN JABER: Le t ' s  s t a r t  over here w i th  my l e f t .  

State your name and address. 

MR. AINSWORTH: Ken Ainsworth, 675 West Peachtree, 

Atlanta, Georgia, and I am a Di rector  f o r  Local Operations. 

MS. COX: I am Cindy Cox. My business address i s  675 

West Peachtree Street i n  Atlanta, Georgia. Senior Di rector  i n  

the State Regulatory Department f o r  Bel 1South. 

MR. PATE: Good morning. I am Ron Pate w i th  

BellSouth. My address i s  675 West Peachtree i n  A t l a n t a ,  

Georgia. I am also a Director w i th  BellSouth 

Telecommunications i n  t h e i r  Network and Interconnection 

Services . 
MR. VARNER: A1 Varner, a t  675 West Peachtree Street,  

Seni or  D i  rector ,  Interconnection Servi ces . 
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MR. SCOLLARD: David Scol lard, 600 North 19th 

Street, Birmingham, Alabama, and I am Manager o f  Wholesale 

B i l l i n g  w i t h  BellSouth. 

MR. MEZA: Jim Meza, Attorney, BellSouth, 150 West 

Flagler,  M i a m i ,  F lor ida.  Nancy White i s  also a t  t h a t  address. 

MS. FOSHEE: L isa Foshee on behalf o f  BellSouth 

Tel ecommuni c a t i  ons . 
CHAIRMAN JABER: Thank you. 

MR. BRADBURY: Jay Bradbury, AT&T. My business 

address i s  1200 Peachtree Street,  A t l a n t a ,  Georgia. 

D i s t r i c t  Manager i n  AT&T's Law and Government A f f a i r s  

Department . 

I am a 

MS. CONQUEST: I ' m  Mary Conquest from ITC DeltaCom. 

I am based i n  Huntsv i l le ,  Alabama, 700 South Boulevard. I 

cur ren t ly  serve both the regulatory arena and the I T  arena and 

I am charged w i th  OSS integrat ions.  

COMMISSIONER DEASON: Excuse me, could I have your 

name again, please. 

MS. CONQUEST: Yes. Mary Conquest. 

MS. BOONE: Catherine Boone. I am the Vice-president 

o f  External A f f a i r s  f o r  Covad Communications. My business 

address i s  10 Glenlake Parkway, Sui te  130, Atlanta, Georgia 

30328. 

MS. LICHTENBERG: I am Sherry Lichtenberg. I am the 

Senior Manager f o r  Operational Support System Interfaces and 

FLORIDA PUBLIC SERVICE COMMISSION 
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Faci 1 i t i e s  Development f o r  M C I  Worl dCom. My business address 

i s  701 South 12th Street,  Arl ington, Virginia 22202. 

MR. KOPYTCHAK: Kyle Kopytchak, 815 South Palafox, 

Pensacola, Flor ida.  I am operational SME for network 

t e l  ephone. 

CHAIRMAN JABER: Are there any other competit ive 

providers i n  the audience tha t  need t o  make an appearance? 

MS. BERGER: Denise Berger, D i s t r i c t  Manager f o r  

Local Network Services f o r  AT&T. 

MR. MONROE : Kevi n Monroe, V i  ce- president o f  Customer 

Services and Service Del ivery w i t h  F lor ida D ig i ta l  Network, 390 

North Orange Avenue, Orlando, Flor ida.  

CHAIRMAN JABER: Repeat your name f o r  us. 

MR. MONROE: Kevin Monroe. 

MR. TIMMINS: My name i s  K.C. Timmins. I'm 
Performance Measures Manager f o r  AT&T. My address i s  1200 

Peachtree Street,  At1 anta, Georgia 30309. 

MS. SEIGLER: Good morning. My name i s  Bernadette 

Seigler w i t h  AT&T. I am a Director f o r  Operational Support 

Systems. I 'm i n  At1 anta , Georgia , 1200 Peachtree Street.  

CHAIRMAN JABER: Your l a s t  name? 

MS. SEIGLER: Seigler,  S-E-I-G-L-E-R. 

MR. McLAUGHLIN: Good morning. My name i s  John 

McLaughl i n  wi th  KMC Telecom. I am the Director of Government 

A f fa i r s .  I guess I w i l l  g ive my business address, 755 North 

FLORIDA PUBLIC SERVICE COMMISSION 
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Brown Road, Laurencevi 

MR. HATCH: 

6 

l e ,  Georgia 30034. 

racy Hatch o f  the l a w  f i r m  o f  Messer 

Laparello & Se l f  appearing on behalf o f  AT&T Communications o f  

the Southern States, Inc. ,  215 South Monroe Street,  

Tallahassee, Flor ida.  

Ms. McNULTY: Donna McNulty w i th  WorldCom, Inc.  My 

address i s  325 John Knox Road, Sui te  105, Tallahassee, Florida. 

9nd j o i n i n g  me today i s  Dean O'Roark, and h i s  business address 

i s  6 Concourse Parkway, Sui te  3200, Atlanta, Georgia. 

MR. MURDOCK: I am Brian Murdock w i th  KMC Telecom. I 

am the Di rector  o f  Carr ier  Management. My business address i s  

1755 North Brown Road, Laurencevi 1 1 e, Georgi a . 
MR. KLEIN: Good morning. Andrew K le in  o f  Ke l l y  Dry 

and Warren, 1200 19th Street Northwest, Washi ngton, D . C. 20036, 

and I am appearing on behalf  o f  KMC Telecom. 

MR. FEIL: Matthew Fe i l ,  in-house counsel f o r  Flor ida 

D ig i ta l  Network, the same address as M r .  Monroe's. 

MR. McMAHAN: Vern McMahan (phonetic), 

Vice-president, Regulatory Governmental A f f a i r s  w i th  Network 

Telephone, 815 South Palafox, Pensacola, Flor ida.  

MS. HAINES: I ' m  Cheryl Haines (phonetic 

Communications, Executive Di rector ,  LEC Carr ier  Re 

Address 6600 Peachtree Dunwoody Road, Bui 1 d i  ng 600 

At1 anta. 

w i th  NuVox 

ations; 

Suite 200, 

MS. NORRIS: I'm Sharon Norr is  w i th  SCN Consultl'ng 

FLORIDA PUBLIC SERVICE COMMISSION 
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appearing on behalf o f  AT&T. My business address i s  2419 Piney 

:rove Road, Loganvi 11 e, Georgi a 30052. 

MR. RAVINA: I 'm Peggy Ravina (phonetic), Regional 

Vice-president w i th  Z-Tel  Communications. My business address 
i s  601 South Harbor Is land Boulevard, Sui te 220, Tampa, F lor ida 

33602. 

MS. KEATING: And Beth Keating and F e l i c i a  Banks 

appearing on behalf of the Flor ida Public Service Commission. 

CHAIRMAN JABER: Thank you, Ms. Keating. 

MS. BOONE: Madam Chairperson, also appearing on 

behalf o f  Covad w i l l  be Colette Davis, same address as mine. 

Thank you. 

CHAIRMAN JABER: Thank you. And, Ms. Keating, t h i s  

i s  an opportunity, as I reca l l ,  for the A M s  t o  comment on 

the i  r commerci a1 experiences regarding the Bel 1 South OSS 

system. And as I understand it, the pa r t i es  and s t a f f  have 

reached an agreement on the order o f  comments and the time 

per od associated w i th  tha t .  

I would ask the commenters t o  please make sure you 

are speaking i n t o  the microphone, t h a t  we a l l  speak one a t  a 

time. That we t ry not t o  dupl icate each other because we 

r e a l l y  do want t o  stay on track today. There i s  a l o t  t o  do. 

And the Commissioners w i l l  be here as long as i t  takes, but 

please note tha t  we a re  current ly  scheduled t o  conclude a t  5 0 0  

p.m. today w i th  a very short lunch break. So l e t ' s  t r y  t o  stay 

FLORIDA PUBLIC SERVICE COMMISSION 
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on t rack.  

Ms. Keating, get us started. 

MS. KEATING: The f i r s t  domain t h a t  we are t a l k i n g  

about t h i s  morning i s  preordering, and f i r s t  up i s  the ALEC 

panel. 

MS. BOONE: Good morning, Commissioners. My name i s  

Catherine Boone. I work fo r  Covad Communications Company. And 

the s t a f f  asked us t o  t r y  t o  organize in the form o f  domains as 

you see here, and we have done exact ly tha t .  Each panel member 

w i l l  t a l k  b r i e f l y  about h i s  o r  her company's personal 

experience i n  tha t  domain and w i l l  be avai lable t o  answer any 

questions you may have. 

I would l i k e  every panel member t o  t e l l  you j u s t  

b r i e f l y  about t h e i r  company and t h e i r  r o l e  i n  Flor ida,  so t h a t  

you w i l l  get a sense o f  what i t  i s  l i k e  t o  be i n  the commercial 

world here i n  F lor ida as an ALEC. Covad Communications i s  a 

DSL provider. We have been i n  F lor ida since August o f  1999. 

And the f i r s t  panel i s  going t o  t a l k  about 

preordering func t i ona l i t i es .  Now, these are the kinds o f  

f unc t i ona l i t i es  t h a t  we use to ,  f o r  example, va l idate an 

address. A DSL provider w i l l  use preordering functional i t i e s  

t o  look a t  loop makeup information t o  see i f  there are, f o r  

example, load c o i l s  o r  some other impediment on the loop t h a t  

would prevent us from being able t o  provide d i g i t a l  services on 

tha t  loop. 

FLORIDA PUBLIC SERVICE COMMISSION 
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Other CLECs w i l l  use preordering, f o r  example, t o  

check b i l l i n g  records, check other th ings from the CSR. I ' m  

sorry, the customer service record. You may hear from time t o  

time some overlap. 

preordering. There are things about preordering tha t  a f fec t  

provisioning, and so you may hear about some top ics a couple o f  

times. We are not being redundant, i t ' s  j u s t  t ha t  they may 

touch on a few d i f f e r e n t  issues. 

It i s  very d i f f i c u l t  t o  l i m i t  yourse l f  i n  

Covad has had a series o f  problems w i th  BellSouth's 

preordering functional i t i e s ,  la rge ly  through the LENS process. 

LENS i s  the G U I  t h a t  Covad has used t o  obtain information from 

LFACS, which i s  the loop f a c i l i t y  and assignment and control  

system, I believe. Mr. Pate may correct  me. That i s  the 

database essent ia l l y  t ha t  houses a l l  the information t h a t  

BellSouth has on loops. One of the th ings tha t  Covad needs t o  

do, f o r  example, i s  t o  look a t  t h a t  information and see i f  

there are load c o i l s  on the loop. We have found numerous 

instances i n  which the data i s  simply wrong or not i n  LFACS. 

What tha t  means from our perspective i s  t ha t  we 

submit an order, we do not request condi t ioning up f ron t ,  but 

l a t e r  on down the provis ioning process we f i n d  t h a t  we have t o  

request condit ioning, which i s  a process o f  bas ica l l y  removing 

these impediments from the loop. 

You may remember from the  very exc i t ing  cost docket 

o f  l a s t  year tha t  t h i s  Commission recognized tha t  a 
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forward- 1 ooki ng network woul d not have 1 oad coi  1 s on 1 oops 

under 18,000 feet .  Therefore, there i s  no charge associated 

v i t h  the removal o f  those load co i l s .  As soon as t h i s  

Commission ru led  tha t  way, Covad began ins tan t l y  ordering loops 

d i t h  condit ioning. As a resu l t ,  we have encountered these 

problems w i th  preordering. And our so lut ion i s  simple. What 

vJe have asked BellSouth t o  do i s  al low us t o  p requa l i f y  and 

preauthorize condit ioning. What t h a t  would mean i s  t ha t  on the 

i n i t i a l  LSR, we submit it, and we say we have already looked a t  

the loop makeup information and we don ' t  see any load co i l s ,  

but i f  you f ind some down the road, we would l i k e  you t o  go 

ahead and remove them. This i s  the same process t h a t  Covad 

uses i n  Qwest and i n  SBC. And i t  i s  very e f f i c i e n t  f o r  both 

the ILEC and the CLEC. Because what happens i s  r i g h t  now we 

have t o  cancel the order and pay the cancel lat ion charge and 

then resubmit an order w i th  a request for condit ioning. That 

i s  our primary preordering d i f f i c u l t y .  

I would 1 i ke t o  pass the baton now. AT&T i s  going t o  

ta lk  about some o f  the preordering issues they have 

encountered. 

MR. BRADBURY: Thank you. Jay Bradbury w i th  AT&T. 

I ' m  going t o  spend a few minutes today t a l  k ing about 

BellSouth's f a i l u r e  a t  t h i s  po in t  i n  time t o  de l i ver  a f u l l y  

funct ioning parsed customer service record. F i r s t ,  why i s  a 

parsed customer service record from BellSouth t o  the CLECs 

FLORIDA PUBLIC SERVICE COMMISSION 
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important? I t ' s  important because i t  i s  the only  way the CLECs 

can be cer ta in  tha t  the information they use i n  t h e i r  

in tegra t ion  process i s  accurate from BellSouth's po in t  o f  view. 

It i s  possible f o r  a CLEC t o  b u i l d  i t s  own parsing engine t o  

some extent.  We have no guarantees when we do tha t  t ha t  what 

we are doing i s  accurate because we don ' t  - - 
COMMISSIONER DEASON: I ' m  sorry, b u i l d  your own what? 

MR. BRADBURY: Parsing engine, P - A - R - S - I - N - G .  

COMMISSIONER DEASON: What i s  tha t?  

MR. BRADBURY: I t ' s  possible f o r  a CLEC t o  take 

information from BellSouth, d iv ide  i t  up i n t o  f i e l d s  and use 

it, but  I don ' t  know whether I have done tha t  the way BellSouth 

does it, okay? There are some people here who w i l l  t a l k  about 

t h e i r  experience doing t h a t  l a t e r .  

COMMISSIONER DEASON: Okay. 

MR. BRADBURY: Without a parsed CSR from Be lSouth, 

anytime BellSouth makes a change then, and ind iv idual  CLECs 

have b u i l t  t h e i r  own parsers, those parsers become ins tan t l y  

useless and you have t o  s t a r t  again. So the value o f  a parsed 

CSR - -  

COMMISSIONER DEASON: Can you give me an example? 

What would BellSouth change tha t  would cause problems w i th  the 

software? 

MR. BRADBURY: They have changed the number o f  

characters i n  the f i e l d ,  the d e f i n i t i o n  o f  the characters i n  

FLORIDA PUBLIC SERVICE COMMISSION 
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the f i e l d ,  where i t  f a l l s  w i th in  the document. They move it 

w i th in  the document tha t  they are sending t o  you. Any o f  those 

things would cause your parsing engine no longer t o  be 

accurate. When tha t  happens - - 
COMMISSIONER DEASON : You I r e  t a l  k i  ng about not 

information, but the format o f  the information. 

MR. BRADBURY: It could be the information or the 

format, e i ther  way. Anytime tha t  happens, the work tha t  you 

have done ind i v idua l l y  i s  no longer o f  any value, you have t o  

s t a r t  again. I f  you have a common source from BellSouth o f  a 

parsed CSR, then you w i l l  be i n  sync a t  a l l  times going 

forward. So t h a t ' s  the importance o f  it. 

The ex is t ing  process f o r  BellSouth's parsed CSR, the 

speci f i c a t i  ons were del i vered 1 ate. Bel 1 South w i  1 1 ind icate t o  

you tha t  AT&T and some o f  the other members o f  t h i s  panel have 

not ye t  b u i l t  t o  those speci f icat ions or  tested, and tha t  i s  

accurate. Because they were l a t e  we have missed our 

opportunity t o  b u i l d  on our side o f  the in ter faces t o  meet 

them. When we reviewed those speci f icat ions we had a number o f  

problems w i th  them. We s t i l l  have a number o f  problems w i th  

them. We have an open inqu i ry  t o  BellSouth f o r  c l a r i f i c a t i o n .  

We were expecting a response l a s t  Friday, we have not  received 

it. 

Since BellSouth implemented the parsed CSR on January 

5th, they themselves have indicated tha t  there are a t  leas t  24 
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defects i n  the implementation. Many o f  them have been 

corrected beginning back i n  January, some o f  them on February 

Znd, but there are s t i l l  others t h a t  w i l l  not be corrected 

u n t i l  Ap r i l  or May. 

today without implementing addit ional coding and work around 

changes on your side o f  the interface, a number o f  your inputs 

w i l l  r e j e c t  when you send them i n .  This i s  a high impact t o  

CLECs using the parsed CSR. Again, a t  t h i s  po in t  i n  time we do 

not have the revised speci f icat ions t h a t  we would need t o  

operate w i th  the corrections tha t  BellSouth has made and plans 

t o  make i n  the future.  And wi th  tha t ,  I would move t o  network 

t e l  ephone. 

I f  you use BellSouth's parsed CSR as i t  i s  

MR. KOPYTCHAK: Good morning, Commissioners. My name 

i s  Kyle Kopytchak w i th  Network Telephone. While there are 

numerous issues w i th  the preordering function, we are going t o  

come - -  
COMMISSIONER DEASON: Sorry, you're going t o  have t o  

speak a l i t t l e  b i t  louder. 

MR. KOPYTCHAK: I apologize. Is t h a t  bet ter? 

COMMISSIONER DEASON: Yes. Get rea l ,  real  close t o  

the microphone. I t ' s  not  going t o  b i t e  you. 

MR. KOPYTCHAK: Great. Thank you. Again, while 

there are numerous issues w i th  respect t o  preordering, we are 

going t o  come address some o f  the issues today w i th  respect t o  

FRN, o r  f a c i l i t i e s  reservation number. Network Telephone, l i k e  
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Covad has had problems w i th  the LENS database i n  obtaining 

accurate data i n  order t o  reserve the loop. And as you can see 

from our s l ides,  the BellSouth in te rna l  data i s  flawed or 

incomplete. As a r e s u l t  o f  that ,  Network Telephone i s  forced 

t o  pay higher end order cost and back o f f i c e  cost and BellSout 

has refused t o  work w i th  Network Telephone on these ends. 

When Network Telephone goes i n  and t r i e s  t o  preorder 

a loop, and the data i s  incomplete i n  LENS, we need what i s  

ca l led  a reservation I D .  When the reservat ion I D  i s  not 

1 

provided, the  process i s  then t o  go t o  CRSG, the complex resale 

sales group, and request what i s  c a l l  an FRN, a f a c i l i t i e s  

reservation number. Network Telephone has addressed Bel 1South 

f o r  many, many, many months w i th  respect t o  the incomplete 

data. 

BellSouth then came t o  us w i t h  what they ca l led  a 

tes t ,  and they al igned us w i th  a process t o  de l i ver  the FRN. 

Within de l i ver ing  the FRN, we were forced t o  submit manual 

orders a t  higher costs and longer service due dates. When 

Network Telephone found tha t  we had the  a b i l i t y  t o  take the FRN 

and send i t  v ia  EDI ,  which i s  mechanized, BellSouth immediately 

deemed the  t e s t  unsuccessful and we l o s t  complete back o f f i c e  

alignment. For many more months we went without back o f f i c e  

a1 i gnment . 
Recently I held a meeting wi th BellSouth, a 

conference c a l l  t ha t  consisted of a l l  o f  my back o f f i ce .  I got 
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w i th  Cathy Compton, who i s  a manager w i th  NCRSG, 

the reason fo r  t h i s  c a l l  i s  t o  a l ign  our back 

3 f f i ce .  While I don ' t  agree w i th  the  process, I need back 

3 f  f i ce a1 i gnment . We a1 i gned back o f f  i ce . My provi  s i  oners 

dent back t o  work, and the very next day we got an E - m a i l  from 

3ellSouth saying they reneged on t h e i r  commitment and tha t  they 

sent the issue t o  the external response team. To date we don ' t  

have a1 ignment , and we don ' t  have a process , and we have not 

heard from Bel 1 South. 

CHAIRMAN JABER: What was the  reason they gave you 

for  renegi ng? 

MR. KOPYTCHAK: They t o l d  us on the c a l l  t ha t  because 

de were able t o  u t i l i z e  the FRN and ED1 tha t  they were unable 

t o  recoup the costs - -  t ha t  they were recouping the costs as we 

sent the manual order. So, i n  essence, they were fo rc ing  us t o  

pay higher costs t o  correct  t h e i r  flawed data. And as soon as 

they found out t h a t  we were able t o  send i t  mechanized, the 

cost fac to r  was reduced and they deemed i t  unsuccessful and 

stopped the  process. No documentation, j u s t  completely stopped 

the process. 

CHAIRMAN JABER: Let me make sure I understand. To 

get back o f f i c e  alignment you thought you had t o  go through a 

manual process, no one t o l d  you t h a t  you could use the ED1 

system? 

MR. KOPYTCHAK: Well , BellSouth came t o  us w i t h  what 
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they deemed was a t es t ,  and they explained t o  us how we would 

then go forward i f  we could not get what was ca l led  a 

reservation I D  i n  LENS. And we followed t h a t  process. That 

was t o  send the order manual a t  higher cost and longer i n te rva l  

dates. When we f igured out as we continued t o  mechanize our 

services v i a  ED1 t h a t  we could ac tua l l y  request the loop v i a  

ED1 w i th  the FRN, BellSouth then found tha t  the manual charges 

would not apply and they would not be able t o  redeem the costs. 

CHAIRMAN JABER: How d i d  you f i n d  out you could use 

the ED1 system? 
MR. KOPYTCHAK: Basical ly,  we tested it. Basical ly,  

we sent i t  through as we continued t o  in ter face through ED1 and 

were successful. 

CHAIRMAN JABER: Thank you. 

MR. KOPYTCHAK: That 's a l l .  Thank you. 

COMMISSIONER DEASON: I f  you were successful, then 

what was Bel 1 South ' s problem? 

MR. KOPYTCHAK: We don ' t know. Bel 1 South deemed the 

t e s t  unsuccessful and we l o s t  complete back o f f i c e  alignment, 

but we f e l t  t h a t  i t  was successful. We needed t o  continue. 

And when I held a meeting wi th  BellSouth i n  my back o f f i c e ,  we 

requested continuation, and they d i d n ' t  agree. And a t  t ha t  

po in t  I wasn't concerned w i th  the i n a b i l i t y  t o  send i t  

mechanized, I was concerned wi th  back o f f i c e  alignment so I 

could get my orders through. The po in t  i s  t ha t  a f t e r  we had 
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the conference c a l l  and agreed t o  the process, the very next 

day they then reneged on the process and we l o s t  a l l  a b i l i t y  

again. 

CHAIRMAN JABER: 

technical a b i l i t y  f o r  the systems t o  be compatible, or  was 

success measured on the costs you were w i l l i n g  t o  pay? 

I s  the success measured by the 

MR. KOPYTCHAK: A t  t ha t  po int  success was measured on 

j us t  my back o f f i c e  having a process tha t  they a l l  understood 

and could get our orders out. 

issue and address i t  wi th  BellSouth wi th  respect t o  

flow-through and mechanized orders. 

I then was going t o  take the 

CHAIRMAN JABER: That 's it? 

MR. KOPYTCHAK: That 's it, thank you. 

CHAIRMAN JABER: Thank you, M r .  Kopytchak. 

MS. CONQUEST: Good morning. I ' m  Mary Conquest from 

ITC DeltaCom. 

b i t  about myself, and I ' m  probably the most famous preorder 

person s i t t i n g  a t  the panel t h i s  morning because I am the 

company who has parsed, and I do have a parsing engine. And 

tha t  i s  on record w i th  everyone i n  my testimony and wi th  the 

FCC . 

I th ink i t  i s  important tha t  I t e l l  you a l i t t l e  

The th ing tha t  I th ink  i s  important f o r  you guys t o  

understand i s  what does parsing mean. And I have a l i t t l e  

short handout i n  f ron t  o f  you. To each o f  us parsing i s  

ded i n  a c r i t i c a l  in tha t  we need data tha t  i s  iso la ted and f i e  
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manner t h a t  we can use i t  i n  our own back o f f i c e  systems. Now, 

a t  ITC DeltaCom we have been i n  F lor ida about three years now, 

we have about 25,000 l ines .  We serve a mixed market i n  tha t  I 

have resal e accounts, UNE- P accounts, and fac i  1 i ty -  based 

services, as wel l .  So our needs are a l i t t l e  b i t  unusual, I 

guess, because o f  t ha t .  

We also i n  our own b i l l i n g  systems, we don ' t  use 

things ca l l ed  FIDs or  USOCs, which i s  the backbone of the Bel l  

process. So as an ALEC, we would have expected t o  see data 

t h a t  was f ie lded and given TAGS 1 i ke a manual ordering form 

t h a t  I would be able t o  take a chunk o f  data from one place and 

move i t  t o  another place. Another conception might have 

been - -  f o r  parsing would be t h a t  I saw i t  i n  ED1 format.  

my case I do preordering on a TAG interface, but I do ordering 

on an ED1 platform. These are very d i f f e r e n t  too ls .  And i n  

those too l s  i f  I had been doing ED1 preordering, I would have 

expected t o  see segments, d i  f f e ren t  parsing ru les,  those kinds 

o f  t h i  ngs . 

I n  

So fo r  us t o  have b u i l t  a parsing engine was qui te  an 

achievement, and we d i d  i t  f o r  a spec i f i c  reason and tha t  was 

we needed t o  convert i n  a very fas t  manner some resale accounts 

tha t  were cur ren t ly  our own and we were going t o  take them t o  

UNE-P f o r  p r i c i n g  breaks. So i n  order t o  do t h a t  we expected 

t o  execute what we thought would be a transparent conversion. 

We would take a f i xed  set o f  ru les,  b u i l d  a few tables, create 
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some orders, and wha-la, we would get the b i l l  and the customer 

would never know what happened. And l a t e r  today I w i l l  t a l k  

about what r e a l l y  happened i n  tha t  scenario, but the r e s u l t  i s  

t h a t  the parsing t h a t  we do on our end i s  very l im i ted .  And 

f o r  BellSouth t o  imply t h a t  we can j u s t  parse t h e i r  CSR and do 

wonderful things w i th  i t  i s  r e a l l y  inaccurate. I have tables 

t h a t  have t o  be maintained. It was a large coding e f f o r t  f o r  

us. 

something l i k e  70 percent success rate.  And we have worked 

In our very best o f  control led circumstances I may achieve 

t h i s .  It gives us an advantage as f a r  as 

count, our a b i l i t y  t o  f low orders faster,  

t h a t  we f e l t  we needed t o  do and we 

1South t o  do. 

Now, I w i l l  t e l l  you t h a t  I am interested i n  

Bel lSouth's parsed CSR. 

other CLECs, were not able t o  take advantage immediately out o f  

the window because I had other coding e f f o r t s  tha t  had t o  be 

addressed for me t o  stay i n  business w i t h  BellSouth. The th ing  

about BellSouth's parsed CSR tha t  f r ightens me i s  the number o f  

defects t h a t  are posted on the website. 

I, too, l i k e  AT&T and some o f  the 

I f  I go out and look 

cur ren t ly  

I t  says 

I run my on 

d have t o  

do t e s t  plans w i th  BellSouth. I would have t o  c e r t i f y  w i th  

a t  t h e i r  website, I see 25 change requests t h a t  are 

logged out there, and t h a t  raises a red f l a g  t o  me. 

t h a t  as an ALEC t h a t  I can expect the TAG APIs tha t  

t o  be changing from BellSouth. It means t h a t  I wou 
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Bel 1 South. 

I do have t o  migrate t o  these new TAG APIs,  but i n  

doing t h i s  I need t o  be sure tha t  I am moving t o  a stable 

environment. 

I don' t  want t o  create issues w i th  my contact reps. 

bas i ca l l y  run on English language. And I would note t o  you i n  

my handout I have so r t  o f  an in te res t ing  s i tua t ion .  The 

BellSouth English language i s  appended t o  t h e i r  USOCs. 

Occasionally I get things such as unknown, ye t  i f  I go out t o  

the website and I c a l l  up the USOC manual, I can f i n d  those 

USOC codes and I can see a descript ion. 

I don ' t  want t o  create issues i n  my back o f f i ce .  

I 

I also can go i n t o  LENS from time t o  time and p u l l  

CSRs t h a t  I cannot p u l l  v i a  TAG. BellSouth acknowledges t h a t  

t h i s  i s  a defect. So t o  say t h a t  I have a perfect  environment 

because I have created a parsing engine i s  a misnomer, and i t  

was an e f f o r t  t h a t  DeltaCom f e l t  t h a t  we had t o  move forward 

and do. The one th ing  t h a t  1 would say t o  you i s  t h a t  we had 

the p r i v i l e g e  o f  showing our parsing t o  some o f  the s t a f f  

members from Alabama. 

and be happy f o r  you t o  come t o  Arab, Alabama and ac tua l l y  see 

f i r s t  hand what we have done. 

I would extend t h a t  i n v i t a t i o n  t o  you 

Do you have any questions t h a t  I might ask o r  answer 

f o r  you? 

CHAIRMAN JABER: We may 1 ater .  

MS. CONQUEST: That will be f i ne .  Thank you for your 
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time. 

CHAIRMAN JABER: Thank you. 

MR. MONROE: Good morning. Kevin Monroe w i th  Flor ida 

D ig i ta l  Network. 

brought before you t h i s  morning, one o f  the things I would l i k e  

t o  discuss i n  regards t o  preordering w i th  BellSouth i s  the 

issue o f  pending orders, pending service orders on customer's 

CSRs, or  customer service records. What tha t  does when we are 

attempting t o  place an order f o r  our customer t o  move them from 

the BellSouth network over t o  our network and there are pending 

service orders on the customer's account, i t  delays the actual 

conversion process tha t  we have i n  moving the customer over t o  

our network. 

I n  addi t ion t o  these issues t h a t  have been 

I n  many instances there are issues where the customer 

w i l l  have a pending service order t h a t  was done weeks ahead o f  

time. In some cases months ahead o f  time where they may have 

changed a feature, added a feature, and t h a t  CSR, or  customer 

service record, has not been updated t o  ac tua l l y  show t h a t  t ha t  

has been added t o  the customer's account a t  BellSouth. When we 

are ac tua l l y  provis ioning our order o r  looking t o  push our 

order through t o  the LCSC a t  BellSouth, requesting t o  move tha t  

customer t o  our network, we are  re jected or c l a r i f i e d  back 

s ta t ing  t h a t  there are pending service orders against the 

customer's account. 

We w i l l  then attempt t o  c a l l  the customer and f i n d  
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w t  what orders there are pending against t h e i r  account or what 

they have ac tua l l y  added t o  t h e i r  account so tha t  we can 

process the order. 

type o f  order i f  there are pending service orders on t h a t  

customer's account. So, conversely what happens t h a t  order i s  

kicked back t o  us, we a re  l e f t  t o  t e l l  the customer t h a t  u n t i l  

BellSouth cleans t h e i r  record or  clears t h e i r  CSR we cannot 

move t h a t  customer t o  our network. 

BellSouth w i l l  not allow us t o  process any 

And, again, i n  many instances we have given a 

customer a commitment time o f  two weeks or three weeks t o  

ac tua l l y  move t h a t  service over t o  us and we are l e f t  w i th  

nothing t o  do but w a i t  f o r  t ha t  CSR t o  be upgraded or  customer 

service record t o  be upgraded w i th  BellSouth so t h a t  we can 

then begin the process t o  move t h a t  customer t o  our network. 

CHAIRMAN JABER: Mr. Monroe, i f  you are i n  the 

process o f  moving the BellSouth customer onto the FDN network, 

what would - - give me an example o f  a pending service order 

t h a t  t h a t  customer would s t i l l  have w i th  BellSouth? 

MR. MONROE: Madam Chairman, there can be numerous 

pendi ng service orders agai nst  t h a t  customer ' s account. One 

example i s  a customer may have added a feature such as hunting 

t o  t h e i r  account, and they may have added tha t  feature a month 

p r i o r  t o  us even beginning conversation about tha t  customer 

becoming a F lor ida D i g i t a l  customer. So the actual event which 

added t h a t  feature t o  the customer's account would have been, 
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o r  would have happened two weeks, three weeks, sometime i n  the 

future.  But the actua update o f  the record does not happen 

fo r  another month or so down the road. 

CHAIRMAN JABER: Okay. So the customer, the 

BellSouth customer may have received the service he or she 

requested, but  the computer system hasn' t  been updated, i s  tha t  

what you are saying? 

MR. MONROE: You're absolutely correct .  And what i t  

shows when we present our order t o  the provis ioning group tha t  

we deal wi th ,  the LCSC, a l l  i t  shows i s  tha t  there i s  a pending 

service order against t h a t  account. 

times what it i s .  

It doesn't s ta te i n  many 

CHAIRMAN JABER: Do you c a l l  BellSouth and request 

t ha t  someone v e r i f y  with the  customer whether, number one, the 

service has been completed, and then, number two, just  have 

them update - -  request t h a t  they update t h e i r  computer system 

t o  r e f l e c t  t ha t  the service has been completed? 

MR. MONROE: Madam Chairman, yes. Not on ly  do we do 

tha t ,  bu t  we also have the customer c a l l  back t o  the r e t a i l  

side o f  the  house o f  BellSouth. That i s  the group tha t  

ac tua l l y  handles tha t  pa r t i cu la r  customer and request tha t  they 

get the service order t h a t  ac tua l l y  converted tha t  or added 

tha t  feature t o  t h e i r  account. Then we go back t o  the d iv is ion  

a t  BellSouth tha t  we deal wi th,  the LCSC, and give them tha t  

service order number s ta t i ng  tha t  t h i s  i s  the order tha t  added 
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the hunting, i f  it was hunting t o  the customer's account, and 

t h i s  i s  when i t  ac tua l l y  completed out. You're s t i l l  showing 

i t  as a pending order, though. 

COMMISSIONER DEASON: Wel l ,  maybe you are the wrong 

person, and I may put Bel lSouth on not ice and maybe they can 

answer i t  i f  you can ' t .  I f  a customer o f  BellSouth makes an 

order t o  add hunting or something else, obviously BellSouth 

wants t o  comply w i th  t h a t  because they want t o  charge tha t  

customer. Do they go ahead and charge customers fo r  services 

i f  on t h e i r  CSR i t  s t i l l  says pending? 

MR. MONROE: Absolutely. 

COMMISSIONER DEASON: So i f  they are charging the 

customer, why can ' t  they update t h e i r  CSR t o  show tha t  they are 

b i l l i n g  f o r  i t  and the service order i s  complete? 

MR. MONROE: That i s  the question. 

COMMISSIONER DEASON: So you don ' t  have the answer, 

South needs t o  answer that? 

MR. MONROE : Correct. 

COMMISSIONER DEASON: BellSouth, I need tha t  question 

answered when your time comes. 

MS. CONQUEST: Madam Chairman, i f  I might speak i n  

support o f  Flor ida D i g i t a l .  DeltaCom submitted t o  BellSouth on 

August 4 th  o f  2000 a request t o  have the TAG in ter face enhanced 

t o  add a pending service order ind icator .  

out t ha t  p r i o r  the LENS system d i d  have a pending service order 

I might also point  
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ind ica tor ,  but  i t  i s  not something t h a t  you can use t o  parse 

wi th  i n  preorder. 

And i n  Release 9.4 on Ju ly  28th, 2001, BellSouth 

ac tua l l y  broke tha t  ind ica tor  and i t  remained out o f  service 

u n t i l  February the 2nd, 2002. Thank you. 

CHAIRMAN JABER: Mr. Monroe, did  you have any other 

comments? 

MR. MONROE: No, ma'am. 

CHAIRMAN JABER: Ms. Lichtenberg. 

MS. LICHTENBERG: As t h i s  Commission i s  aw are, M C I  

WorldCom i s  s e l l i n g  UNE-P service here i n  F lor ida and i n  e igh t  

other states throughout the country. We have a l o t  o f  

experience w i th  a number o f  operating companies. Preorder i s  

p o t e n t i a l l y  the most c r i t i c a l  piece o f  the  e n t i r e  OSS process. 

Surpri  s i  ngl y enough, customers rea l  1 y don ' t know where they 

l i v e  i n  terms o f  the BellSouth records. They don ' t  know which 

o f  the  f lavors o f  c a l l e r  I D  they have, or c a l l  waiting, or 

various other features. So a complete and accurate record kept 

by the  operating company i s  c r i t i c a l  t o  t h a t  customer t o  know 

what i t  i s  he wants t o  buy from the new company. 

One o f  the key problems i n  BellSouth, as has been 

explained by the other par t ies  here, i s  t ha t  those records are 

not updated regular ly .  That the customer service record tha t  

we obtain doesn't match what BellSouth has done w i th  the 

customer. And tha t  i s  not j u s t  f o r  pending orders placed on 
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the r e t a i l  side, but  f o r  orders tha t  we have p 

have recei  ved servi  ce order compl e t i  on and now 

aced where we 

the customer 

would l i k e  t o  add a feature. Yet because those records aren ' t  

updated, and because we don ' t  see a pending order i n  preorder, 

t ha t  customer has t o  w a i t  t o  add tha t  feature because my orders 

r e j e c t  over and over again. 

BellSouth has not done anything t o  b r ing  t h e i r  s t ree t  

address guide and t h e i r  customer records i n t o  alignment, and 

those two databases are s t i l l  not matching each other. That 

causes preorder questions, tha t  causes customer re jec ts  . These 

are  issues tha t  ALECs brought t o  BellSouth sometime ago. And 

rather  than f i x ing  the problem i t s e l f ,  BellSouth has decided 

not t o  e d i t  against some o f  those f i e lds .  That i s  f i n e  the 

f i r s t  t ime I issue the order. But when I issue i t  again t o  add 

something and tha t  CSR i s n ' t  updated, or those records are out 

o f  sync, then you see other problems down the 1 ine. And those 

problems impact customers, and those customers c a l l  the ALEC 

and the ALEC then spends hours on the phone wi th  BellSouth 

attempting t o  help them t o  understand what problem t h e i r  own 
systems have created. 

We hope tha t  t h i s  Commission as par t  o f  t h i s  t h i r d  

par ty  t e s t  w i l l  continue t o  work w i th  BellSouth t o  attempt t o  

bring t h i s  information i n t o  alignment so t h a t  we can have a 

smooth preorder process and the other processes tha t  we are 

going t o  t a l k  about today. 
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CHAIRMAN JABER: Thank you. Are we done w i th  the 

? Okay, Ms. Boone. We are done w i th  the ALEC panel? 

MS. BOONE: Yes, Commissioner . 
CHAIRMAN JABER: A l l  r i g h t .  The BellSouth panel. 

MS. COX: Good morning. I ' m  Cindy Cox. I'm j u s t  

going t o  give a very b r i e f  in t roduct ion and descr ipt ion,  i f  you 

w i l l ,  o f  how we hope t o  approach the day. What I would l i k e  t o  

s t a r t  w i th  i s  the message tha t  loca l  competition i s  strong and 

growing i n  F lor ida and there are a number o f  ind icat ions one 

from a repor t  issued by t h i s  Commission. Why i s  t h a t  important 

t o  what we are here t o  discuss today? I t ' s  an i nd ica t ion  t h a t  

the systems we are going t o  ta lk  about are working and are 

al lowing the ALECs t o  compete here i n  Flor ida.  

The FCC has i n  previous 271 decisions recognized, i n  

fac t ,  the importance o f  actual commercial usage as being r e a l l y  

the f i r s t  i nd i ca t i on  t o  look t o  f o r  system readiness. They 

recognize t h a t  absent such commercial usage you could look a t  

t h i r d - p a r t y  tes ts ,  c a r r i e r - t o - c a r r i e r  tes t ing ,  those types o f  

indicators.  

a t h i r d - p a r t y  t e s t  underway, and there w i l l  be a l o t  o f  

commercial usage and performance data fo r  you t o  evaluate t o  

determi ne our commerci a1 readiness . 

I n  F lor ida we f u l l y  expect t o  have both. You have 

And, f i n a l l y ,  j u s t  one ind ica t ion  o f  the type o f  CLEC 

customer care t h a t  we o f fe r .  We have a v a r i e t y  o f  what we c a l l  

user groups. They are divided r e a l l y  along the in te res ts  o f  
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the ALEC. We have fac i l i t y -based user groups; we have about 16 

ALECs par t i c ipa t ing  i n  tha t .  We have a UNE-P user group; we 

have got 58 ALECs par t i c ipa t ing  i n  tha t .  We have a co l locat ion 

user group; we have 22 ALECs tha t  par t i c ipa te  i n  tha t .  And we 

have a resale user group; and we have 11 ALECs par t i c ipa t ing  i n  

tha t .  

I n  addit ion, we have put extensive documentation on 
the website, and have a forum, we have conferences every so 

of ten t o  discuss issues w i th  our ALEC customers. As f a r  as 

today, you w i l l  hear from BellSouth on each o f  the panels a 

general i n t r o  i n t o  the top ic  we are discussing, whether i t  i s  

preordering, ordering, b i l l i n g ,  so on and so fo r th .  And you 

w i l l  hear a response t o  the concerns tha t  have been ra ised by 

the ALEC. You won't hear from each o f  us on every panel, it 

w i l l  j u s t  be the people who need t o  respond t o  the par t i cu la r  

issues. And we w i l l  s t a r t  o f f  w i th  M r .  Pate. 

MR. PATE: Good morning, Commissioners. I ' m  Ron Pate 

w i th  BellSouth. The f i r s t  th ing  t h a t  I wanted t o  j u s t  spend a 

few minutes i s  g iv ing  you some basic information t o  put t h i s  i n  

context when we t a l k  about a17 o f  our operational support 

systems and t h e i r  operations today. 

aware o f ,  there i s  r e a l l y  a two \ -s tep  t e s t  tha t  the FCC has i n  

place, and tha t  i s  employing the necessary systems and 

personnel adequately t o  ass is t  the competing ALECs t o  use OSS, 

and second t h a t  demonstrating t h e i r  operational readiness. 

F i r s t ,  as you are wel l  
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From the next slides wha t  I would like t o  do i s  just 
show you some o f  the commercial volumes t h a t  shows t h a t  we have 
employed these systems, and this drives t o  their operational 
readiness and performance measures t h a t  Mr. Varner may speak t o  
later on. B u t  we have today over 2.5 million preordering 
transactions on a monthly basis i s  w h a t  we are averaging. As 
you can see from the slides t h a t  I'm presentlng, we have a 
rounded off 1,800 manual loop makeup inquiries t h a t  we received 
last year along w i t h  almost 50,000 loop makeup inquiries from 
an el ectroni c standpoint . 

When you look a t  i t  from an ordering volume on the 
next SI ide you w i  11 see t h a t  we have over 4.6 mi 11 ion LSRs 

submitted i n  2001. T h i s  is  an increase o f  approximately 24 

percent over the prior year. And of those 4.6 mill ion,  4 .1  

m i  11 ion, or roughly 89 percent were submitted el ectronicall y. 

Now, this represents an increase rounded o f f  of 38 percent. So 

notice t h a t  the electronic submission increase is  growing a t  a 
higher rate t h a n  the overall submissions. And the percent o f  

the LSRs submitted el ectroni call  y was 93 percent f o r  December 
2001. T h a t  was an all-time high. I f  you look a t  the fourth 
quarter 
t h a t  on 
el ectror 

various 

as a whole t o  try t o  get a perspective you would see 
average 91 percent of the LSRs were submitted 
i ca l ly .  

Take a look a t  the number o f  ALECs t h a t  are using the 
systems t h a t  we are here t a l k i n g  about today for 
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submi s s i  on o f  the preorderi ng and ordering . We have 

approximately 35 ALECs using TAG, 30 using ED1 , and 

approximate1 y 250 usi ng LENS. 

The next i s  j u s t  a graphic t o  show you the growth o f  

the LSR submissions over time, and you can see from t h i s  

p i c t o r i a l  tha t  the 93.2 percent t ha t  we h i t ,  which was a high 

percentage i n  December, but  you can see overa l l  t h a t  you have 

seen a tremendous growth, a very pos i t i ve  t rend i n  the number 

o f  e lec t ron ic  LSRs. This i s  represented on t h i s  chart  by t ha t  

green section. And then the 1 igh ter  ye1 1 ow are the manual 

submissions. The ordering commercial volumes, take a look a t  

i t by i n te r face  so you can get a perspective o f  tha t .  

TAG had over 640,000 LSRs submitted; f o r  ED1 834,000; and i f  

you can see over 2.6 m i l l i o n  v i a  LENS. 

I n  2001, 

Take a look a t  the volume o f  the manual and p a r t i a l l y  

mechanized LSRs, t h a t  you may hear a l i t t l e  b i t  about manual 

intervent ion,  these are those tha t  end up being processed i n  

the  loca l  c a r r i e r ' s  service centering, having t o  be touched 

there. And on an average month we are seeing about 110,000 

LSRs based on l a s t  year 's resu l ts .  

When you look a t  the mechanized LSRs for UNE-P and 

xDSL regionwide, t h a t ' s  a growing area of i n te res t .  

i f  you look a t  a l l  of l a s t  year, we had over a m i l l i o n  LSRs 

submitted el ectroni  c a l l  y i n some type o f  t ransact ion associ ated 

w i th  UNE-P. 

For UNE-P, 

For the xDSL you can see tha t  we are having 

30 
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rounded o f f ,  9,400 LSRs submitted e lec t ron ica l l y .  And tha t  i s  

from A p r i l ,  because Apr i l  was the f i r s t  month when those could 

le processed fo r  the year 2001. 

And j u s t  general information on the maintenance and 

repair.  We do o f f e r  two systems f o r  the  CLECs on maintenance 

and repa i r .  One i s  the  t rouble analysis f a c i l i t a t i o n  

interface, t ha t  i s  TAFI, t ha t  i s  the same in te r face  tha t  we use 

f o r  our r e t a i l  operations. And then we have an industry 

standard e lect ron ic  communications t roub le  administration, o r  

XTA. And f o r  general information, 84 ALECs have used TAFI and 

nore than 325,000 t rouble reports were submitted v i  a t ha t  

in ter face i n  2001. We have three ALECs t h a t  have established 

the ECTA interface. 

Some o f  the  issues raised t h a t  I would l i k e  t o  

address from the CLECs. Nate, next s l i de .  The CLECs d i d n ' t  

present t h i s  t o  you, but  they d i d  have i t  i n  t h e i r  f i l i n g ,  and 

so I w i l l  j u s t  qu ick ly  go over it. It was the issue tha t  AT&T 

had ra ised about ge t t ing  CFA access or ge t t i ng  the information 

back on the connecting f a c i l i t y  assignments fo r  CFA w i th  use o f  

an access t o  LFACS. The bottom l i n e  t o  t h i s ,  the l a s t  b u l l e t  

i s  the th ing  we w i l l  j us t  po int  out here t h a t  tha t  i s  scheduled 

for May 18th, 2002. That i s  the main t h i n g  I would l i k e  f o r  

the Commission t o  take away from t h i s .  We recognize tha t  we 

have agreed t o  do t h i s  and we do have i t  scheduled i n  Release 

10.5 f o r  May 18th. 
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Faci 1 i t y  reservat i  on number and manual 1 oop makeup. 

fou heard some issues raised here - - 

CHAIRMAN JABER: Can we go back t o  tha t  previous 

51 i de? 

MR. PATE: Certainly.  

CHAIRMAN JABER: May 18th, the access t o  CFA 

information w i l l  not be ready u n t i l  May 18th, o r  have you 

actual ly  s tar ted tes t i ng  it? 

MR. PATE: They are working on t h a t  now, 

Iommissioner, and I don't know the exact phases o f  t h e i r  

test ing, but  the release f o r  May i s  i n  the works now and 

Dbviously has been. 

CHAIRMAN JABER: I f  an ALEC was w i l l i n g  t o  

par t i c ipa te  i n  the tes t i ng  process before May 18th, knowing 

that the r i s k s  - -  knowing tha t  the r i s k  would be t ha t  perhaps 

there would be problems, i s  t ha t  something BellSouth would 

agree to? 

MR. PATE: Yes, ma'am. We do o f f e r  beta tes t ing  and 

do so many times. And i f  there i s  a par t i cu la r  ALEC here, f o r  

example, AT&T, we would welcome tha t  proposal from them. Plus, 

I w i l l  po in t  out t o  you tha t  using the CAVE, the CLEC 

appl icat ion and v e r i f i c a t i o n  environment, using tha t  they do 

have the opportunity t o  t e s t  p r i o r  t o  tha t  release. So t h a t ' s  

a too l  t h a t  a t  the CLECs request was developed for those very 

needs. 
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On our next s l i de  i t  deals w i th  the FRN, or the 

fac i  1 i ty  reservat ion number. You heard some issues raised 

here. This i s  a process tha t  goes w i th  manual loop makeup. 

i s  a r e s u l t  o f  t h a t  process by pu t t i ng  the inqu i ry  i n  f o r  

manual loop makeup, tha t  i f  you get a loop tha t  you f i n d  

qua l i f i es  f o r  your needs, you can get - -  you can reserve tha t  

loop. And you get an FRN as a r e s u l t  o f  tha t .  There has been 

issues discussed about how tha t  process works and what do we 

need t o  do. Network Telephone p a r t i c u l a r l y  has ra ised an issue 

saying they have struggl ed w i th  t h i  s process. 

I t  

I would j u s t  1 i ke t o  po in t  out t o  the Commission tha t  

we have conducted f i v e  t ra in ing  sessions, f ree t r a i n i n g  

sessions. We t rave l led  a t  our expense. One was held here i n  

F lor ida i n  Orlando. We also had sessions i n  New Orleans, 

Atlanta, and Charlotte, and one a t  a CLEC forum t h a t  we have i n  

At lanta pe r iod i ca l l y  back l a s t  July,  and tha t  we o f fe red  

t ra in ing  t o  go over t h i s  process. How do you use these 

systems, how do you get t h i s  information. Me also d i d  two 

addi t ional  t r a i n i n g  sessions v ia  a conference call on September 

13th and September 28th, and each o f  those sessions had a 

followup c a l l  j u s t  t o  give the opportuni ty t o  discuss fur ther .  

Network Telephone raised t h i s  issue. They d i d  have 

seven par t i c ipants  on tha t  very l a s t  session on September 28th. 

And when we came back fo r  t h e i r  fo l low-up c a l l  on lO/ll, they 

indicated t h a t  they had an understanding and tha t  there were no 
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successful from t h e i r  feedback based 

other feedback from other ALECs tha t  

t r a i n i n g  was good, and they found a 

improvement i n  t h e i r  operations as a 

And since November o f  2000 

i n  place and 

associated w 

the comments 

complete o r  
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new issues from t h e i r  perspective. So we deemed tha t  t o  be 

on tha t .  Plus we had 

essent ia l l y  said tha t  t h i s  

o t  o f  benef i t  and 

resu l t  o f  t h i  s . 
j u s t  a po in t  for Network 

Telephone, we have seen one manual loop makeup service inqu i ry  

submitted associated w i th  t h i s  process. So on the f a c i l i t y  

reservation number process we fee l  l i k e  we have put a process 

given thorough t ra in ing and documentation 

t h  tha t .  The issue I heard raised from some o f  

was tha t  some o f  the information they f i n d  i s  not 

naccurate i n  the loops. Well, the information i s  

control stored i n  the  LFACS database, loop f a c i l i t y  assignment 

system . 
And tha t  information i s  the same information 

would be used f o r  assignment o f  loops and f a c i l i t i e s  w 

tha t  

t h  

Bel 1 South r e t a i  1 organizations. That i nformati on i s current 

and i t  i s  accurate as much as our records have it, and we have 

had major, major e f f o r t s  t o  ensure they are current based on 
using the  actual p la t s  which i s  the main engineering record f o r  

the information stored i n  tha t .  

A s  we have new requests f o r  par t i cu la r  areas where i f  

something i s  not correct ,  when tha t  comes t o  our a t ten t ion  we 

get t ha t  information corrected and we get it i n  tha t  database 
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so fu ture queries w i l l  be receiv ing tha t  information. But it 

i s  the best o f  the informatjon we have, the records the way i t  

i s  defined, and tha t  i s  what w i l l  be used f o r  provisioning 

purposes a t  the point  i n  t i m e  when they ac tua l l y  reserve the 

f a c i l i t y  and submit the order. And from our standpoint we have 

gone way out o f  - -  our e f f o r t s  have gone extensive t o  make sure 

t h i s  database i s  as accurate as we can get i t  a t  t h i s  po int  i n  

time using even fo r  the S t a t e  o f  F lor ida e lect ron ic  access t o  

the p l a t s  records when the information i s  not i n  LFACS i t s e l f .  

And we have made tremendous s t r ides here and feel  l i k e  tha t  

process i s  correct ing very we l l .  

The CLECs a1 so - - ALECs also raised i n  t h e i r  f i l i n g s ,  

though not mentioned here, some issues w i th  due date 

ca lcu lator .  I j u s t  want t o  po in t  out, I have here a l i t t l e  b i t  

o f  a h i s t o r i c  due date ca lcu lator  j u s t  t o  put i t  i n  some 

perspective so you can see a l l  the way over time and 

p a r t i c u l a r l y  over about the past year the e f f o r t s  on t h i s  

pa r t i cu la r  func t iona l i t y .  The bottom l i n e  po in t  i s  down a t  the 

bottom. As o f  February 9th, which was the l a s t  release tha t  we 

put i n  t h a t  had due date calculator impacts, we are not aware 

o f  any known system defects on the due date calculator,  so they 

d i d n ' t  ra i se  i t  here as the issue i n  t h e i r  comments thus f a r  

t h i s  morning, so I w i l l  j u s t  b r ing  t h a t  f o r  the Commission's 

information. 

Le t ' s  spend some time and t a l k  next about parsed CSR. 
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A l o t  o f  the information was shared w i th  respect t o  tha t  from 

the community. BellSouth has been under a major e f f o r t  t o  

develop t h i s  system t o  de l i ver  parsed CSR. Now we have always 

given them the stream o f  data f o r  the customer service record, 

and i f  they so deemed even as they commented here t h i s  morning, 

they have the a b i l i t y  t o  develop a parsing engine on t h e i r  side 

o f  the in ter face.  ITC DeltaCom has undertaken some o f  those 

e f fo r t s .  But what was requested and what we worked here is  t o  

g ive and del i v e r  t o  them a parsed CSR. There has been comment 

made w i th  respect t o  t h i s ,  but l e t ' s  t a l k  about from a h i s t o r i c  

standpoint a l i t t l e  b i t  here f i r s t  some information and maybe I 

can address some o f  those comments. 

The f i r s t  t h ing  I would l i k e  t o  point out i s  tha t  

from BellSouth's perspective, t h i s  e f f o r t  was successful ly 

implemented on January 25th. We gave a parsed CSR and we were 

qu i te  pleased w i th  the resu l t .  We do acknowledge tha t  a t  tha t  

po in t  i n  time there were some defects. To be exact, there were 

23 defects. And those 23 defects, 16 o f  them were f i xed  on 
February 4th, so j u s t  a matter o f  a short  period o f  time l a t e r .  

There s t i l l  remains open today seven defects. Three o f  these 

deal w i th  d i rec to ry  1 i s t i ngs ,  two deal w i th  d i rec to ry  del ivery.  

We have one tha t  deals w i th  the customer code. This i s  a 

s i tua t ion  where ac tua l l y  a code shows t h a t  the CLECs are r e a l l y  

not authorized t o  look a t  tha t  account and i t ' s  a re tu rn  o f  

t ha t  information. One deals w i th  a t runk group USOC, t h i s  i s  
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f o r  D I D  service. And t h i s  i s  deal ing w i th  tha t  USOC and 

feature being deleted f o r  D I D  service on the  blocked numbers 

a l l  but  the f i r s t  numbers. A l i t t l e  b i t  o f  de ta i l  there for 

you. 

What we do have tha t  we can hand out now or l a t e r  i s  

I do have deta i led information avai lab le t o  the Commission on 

these seven defects t h a t  we will provide t o  you. 

out t o  you tha t  these are based on the  change control process 

c r i t e r i a .  These are qua l i f i ed  as a low impact defect. And 

what tha t  means i s  the  f a i l u r e  caused inconvenience or  

annoyance. There are workarounds i n  place f o r  a l l  o f  these. 

We consider these, once again, low. And f o r  these d i rec to ry  

l i s t i n g s ,  f o r  example, i f  you are submitt ing a request f o r  a 

change as i s ,  o r  switch as i s ,  conversion as i s ,  you have a l l  

heard those terms from me before, these a ren ' t  even impacted 

because you are not changing your d i rec to ry .  So i t  depends on 

whether there i s  even an impact a t  a l l  based on what you have 

actual 1 y submitted. 

I w i l l  po in t  

The comment was made tha t  BellSouth del ivered the 

business ru les essent ia l l y  l a t e  for parsed CSRs and tha t  

impacted the ALECs ' abi 1 i t y  t o  actual 1 y get t he i  r in te r face  

working and t o  t e s t  tha t .  And BellSouth has acknowledged tha t  

they were l a t e  w i th  respect t o  the c r i t e r i a  as l a i d  out i n  the 

change control  process. However, a t  the  same time tha t  

information was provided i n  other forums i n  other documents 
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the business ru les  here was j u s t  a restatement. What was 

provided was some deta i led  technical requirements tha t  were set 

f o r t h  p a r t i c u l a r l y  i n  the TAG A P I  t ha t  was published back i n  

November 19th o f  2001. 

It was provided i n  a 1 argely - - 

The defects, when you have a chance t o  look a t  

t ha t  - -  I ' m  not going t o  i n  the i n te res t  o f  t ime go i n t o  

de ta i l  - -  you w i l l  see tha t  they are qu i te  simple, those 

remaining ones. And tha t  we have targeted those and we have 

those tha t  are expected t o  be i n  the l a t e  March time frame, 

March 23rd a t  the moment t o  have those defects f ixed, as wel l  

CHAIRMAN JABER: Mr. Pate, there i s  something I want 

t o  make sure I understand. BellSouth acknowledges you were 
l a t e  w i t h  respect t o  providing the c r i t e r i a  t o  the ALECs, but 

t h a t  information was provided i n  other formats. What other 

formats? Did the ALECs know the information was provided in 
other formats? And then the f ina l  question on tha t  po int  i s  i f  

i t  was provided i n  other formats, then why d i d  you need t o  

establ ish c r i t e r i a  i n  yet another format? Help me understand 

what t h i s  information i s  and - -  

MR. PATE: Certainly.  What the ALECs w i l l  t a l k  from 

i n  t h e i r  statement, and they are correct ,  i s  t ha t  we had an 

ob l iga t ion  t o  provide them wi th  what i s  re fer red t o  as the 

business ru les.  The business ru les  i s  the f inal  document tha t  
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they should be u t i l i z i n g  t o  develop t h e i r  programming. And 

that i s  the  one tha t  we have acknowledged i t  was l a t e  beyond 

the c r i t e r i a  established by CCP, and we have acknowledged tha t .  

The other forums I'm t a l k ing  about, though, t h i s  has been an 

extensive undertaking as you are we1 1 aware o f .  You have heard 

it t a l  ked about i n  some other proceedings here. This e f f o r t  

has taken months. Actual ly  it has gone i n t o  the years 

category. So there has been extensive meetings i n  the change 

control process discussing t h i s ,  and information del ivered. 

But spec i f i ca l l y  the technical document t h a t  I thin1 

tha t  they would have u t i l i z e d ,  has given t h i s  information, i s  

the TAG A P I  t h a t  was published on the  website back on November 

19th. That was the  document t h a t  from my viewpoint was the one 

tha t  had the  most deta i led information tha t  would have given 

them what they needed i n  advance o f  those business ru les  t o  

rea l  y be developing the in ter face.  

CHAIRMAN JABER: Well, i f  you already had the 

business ru les  i n  some form or fashion on the TAG or  ED1 

system, then why wasn't it as simple as compiling i t  i n t o  one 
spec i f i c  area and providing tha t  access t o  the ALECs? Why was 

i t  so hard f o r  you? 

MR. PATE: I ' m  not sure t h a t  i t  wasn't so hard, nor 

was i t  the  overa l l  project and tha t  one par t i cu la r  t h ing  tha t  

got delayed, and when i t  was brought t o  the ind iv idual  Is 
at ten t ion  then they got i t  developed and put i t  out  there. 
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They should have met it. They d i d n ' t ,  and we are acknowledging 

that .  And tha t  i s  something tha t  we continue t o  look a t  for 
our e f f o r t s  because we are committed t o  tha t  process and t h e  

change control t o  get these business rules out i n  a t ime needed 

for the ALECs t o  use tha t  information. 

CHAIRMAN JABER: Okay. And I th ink you are the r i g h t  

person t o  ask t h i s  as a followup from something Mr. Bradbury 

said. He said, I th ink  on the same topic,  t ha t  there was 

c l a r i f i c a t i o n  tha t  they needed from you a l l  by l a s t  Friday on 

the parsing CSRs. 

MR. PATE: Yes, ma'am. 

CHAIRMAN JABER: And tha t  information tha t  they 

sought was not provided by 1 a s t  Friday. 

MR. PATE: I ' m  not sure spec i f i ca l l y  what he i s  

re fe r r i ng  to .  I w i l l  be glad t o  get w i th  Mr. Bradbury and 

anyone t o  f i n d  out those detai 1 s, but I ' m  not speci f i  c a l l  y 

fami 1 i a r  w i th  tha t  p a r t i  cul a r  reference he has made. 

CHAIRMAN JABER: Okay. Well, during a break maybe 

the two o f  you can f i n d  out a l i t t l e  b i t  more about tha t  and 

report back t o  us. 

MR. PATE: Certainly.  

CHAIRMAN JABER: And then w i th  M r .  Kopytchak, he 

indicated tha t  through t h e i r  own tes t i ng  o f  ED1 they found out 

t ha t  e lec t ron ica l l y  they could a l i gn  t h e i r  back o f f i c e  systems 
and BellSouth deemed tha t  unsuccessful and stopped the process. 
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Can you give us some more information on tha t?  

MR. PATE: Commissioner, unfortunately I 'm not 

f a m i l i a r  w i th  tha t  s i tua t ion .  

t ha t  I picked up on h i s  f i l i n g  w i th  t h i s  Commission, so I don ' t  

know p a r t i c u l a r l y  what he i s  re fe r r i ng  t o  i n  t h a t  test ing.  

What I do know, and I can only speculate a t  t h i s  po in t  i n  t ime,  

i s  he i s  re fe r r i ng  t o  a process tha t  we agreed t o ,  a manual 

process t o  do loop makeup and the cost associated w i th  tha t ,  as 

t h i s  Commission i s  wel l  f a m i l i a r  with, i s  going t o  be more than 

i f  you used the e lect ron ic  processes. ED1 does not have 

preordering func t iona l i t y .  So there i s  no way t o  submit a loop 

makeup request and, therefore, get a f a c i l i t y  reservation 

number v i a  the ED1 process. 

He d i d n ' t  provide any o f  t ha t  

So somehow they were ge t t ing  t h a t  information through 

t h i s  manual service i n q u i r y  process, but then using tha t ,  i f  I 

heard him correct ly ,  t o  submit the order v i a  EDI .  That i s  what 

we have i n  place fo r  f unc t i ona l i t y  used i n  t h a t  interface. And 

can submit 

ectroni c 

manual 

the order 

e lec t ron i ca l l y  based on what he discussed there was s t i l l  a 

manual process involved f o r  ge t t ing  tha t  loop makeup 

information. And t h a t  i s  probably what i s  a t  issue here, and 

tha t  i s  me saying t h a t  without knowingly any fur ther  de ta i l s .  

i f  I understand him co r rec t l y  h i s  concern was now we 

the order e lec t ron i ca l l y  so we would be charged an e 

r a t e  and not be charged any r a t e  associated w i th  the 

processing. And whi le I acknowledge maybe t o  submit 
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CHAIRMAN JABER: But j u s t  your speculation i s  tha t  

they would have had t o  use the manual process f i r s t  and put 

t ha t  data i n t o  the E D I ?  

MR. PATE: Yes, ma'am. That 's what I understood him 

t o  say. 

CHAIRMAN JABER: We1 1 , perhaps you could discuss tha t  

dur ing the break, too, and repor t  back t o  us. 

MR. PATE: Sure. Certainly.  We have a l i t t l e  b i t  

more information t h a t  T wanted t o  share w i th  you on the parsed 

CSR. There has been one issue tha t  has been raised pr imar i l y  

by M C I  t o  re fu te  19 f i e l d s  tha t  we are not  providing the parsed 

format. And I have a handout also on t h i s  t o  give you a17 the 

de ta i l s  in the in te res t  o f  time, but  i n  summation these 14 

ds, there are - -  excuse me, 19 f i e l d s  - -  there are 14 tha t  

not defined i n  what i s  re fer red t o  as an LSOC format. 

What I mean by the LSOC format, t ha t  i s  the format, 

indust ry  format how tha t  information has t o  be populated on 

loca l  service request. And r i g h t  now the  14 f i e l d s  are not 

defined i n  the LSOC format on our customer service record or 

t ha t  information tha t  i s  associated w i th  t h a t  does not 

consi s ten t l y  appear somewhere on the customer service record 

tha t  we can provide and de l i ver  t h a t  i n  a parsed format. There 

are also two f i e l d s  i n  tha t  customer service record dealing 

w i th  these 19 tha t  they are used only  f o r  transaction 

va l ida t ion  type purposes, and those we don't re ta in  on the 
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customer service record t o  provide. There are also two other 

f i e l d s  tha t  j u s t  a ren ' t  on the customer service record, they 

are j u s t  not there. There i s  one here tha t  i s  r e a l l y  not a 

v a l i d  f i e l d  a t  a l l  on the LSOC. But the  information w i th  the 

de ta i l s  o f  t h i s  we w i l l  provide i n  the  form o f  a handout t o  the 

Commission here t h i s  morning, as we1 1 

That i s  the information I had from here down t o  t a l k  

w i th  on the  preordering standpoint. 

teammates are going t o  respond t o  some other issues raised, and 

I ' m  a lso avai lable t o  answer any other questions f o r  something 

we have not addressed 

I t h ink  some o f  my other 

CHAIRMAN JABER: Thank you, M r .  Pate. 

MR. SCOLLARD: Commissioner Deason, i n  response t o  

your question t h a t  you had e a r l i e r  about what we do or do not 

b i l l  for on pending service orders, the  answer t o  the question 

i s  no, we do not b i l l  a customer f o r  any services being added 

p r i o r  t o  tha t  service order being updated t o  the customer 

service record. So your assumption i s  t r u e  tha t  we do have 

every incent ive t o  make sure tha t  those service orders are - -  

any errors  tha t  are hanging them up are corrected i n  an 

expeditious manner so we can begin b i l l i n g  the customer. 

COMMISSIONER DEASON: Well, i t  was alleged tha t  there 

are matters pending for months on a customer service record, 

some type o f  a pending order tha t  has not  been closed. And my 

question - - you are representing t o  me t ha t  as long as tha t  i s  
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pending on the customer service record t h a t  customer i s  not 

charged for t h a t  service. 

MR. SCOLLARD: That i s  t rue.  The b i l l i n g  systems are  

b u i l t  t o  take the CSR as the base f o r  what we b i l l  any 

customer . 
CHAIRMAN JABER: So the customer might be receiv ing 

f ree service on a pa r t i cu la r  feature f o r  qu i te  sometime because 

you a l l  haven't updated the customer records. That doesn't 

s t r i k e  me as being very e f f i c i e n t .  

MR. SCOLLARD: Well ,  I ' m  not sure o f  a l l  the reasons 

for why a service order would be pending. It may be t h a t  the 

customer hasn't  received tha t  service yet, so I ' m  not sure who 

could answer a l l  of those cases on why they are pending. I do 

know t h a t  i f  there i s  an error  t ha t  i s  being maintained o r  

being generated because the b i l l i n g  system sees a problems w i th  

the order, then we are t r y i n g  t o  get those completed as fas t  as 

possible, general ly w i t h i n  one business day, but sometimes 

r e f e r r a l s  back t o  the center who i s  handling the order. The 

LCSC, f o r  example, takes addit ional time. 

CHAIRMAN JABER: We1 1, l e t ' s  say - - I don't know, 

give me an example o f  what might be pending. 

hunting, i s  t h a t  r i g h t ?  Hunting? What does tha t  mean? 

I th ink  you sa id  

MS. LICHTENBERG: I f  I may, I can explain hunting t o  

you. 

telephone 1 ines, when you' r e  busy on 1 i ne one and the customer 

I f  you are a small  business you may have two or three 
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c a l l s  you, i t  hunts for the next avai lable l i n e ,  which could be 

l i n e  two. So c l e a r l y  a small business would want t o  have tha t  

feature as they begin t o  grow and add addit ional l i nes .  

CHAIRMAN JABER: Okay. Mr. Scoll  ard, r i g h t ?  

MR. SCOLLARD: Yes. 

CHAIRMAN JABER: Le t ' s  say tha t  a BellSouth customer 

has asked f o r  a service order on hunting. And a week, two 

weeks a f t e r  t ha t  you have been n o t i f i e d  tha t  Covad has received 

a request from tha t  same customer t o  have h i s  service switched 

t o  Covad. Why would you not immediately put aside the order 

fo r  hunting because i t  has been preempted by the customer's 

request t o  change service t o  a d i f f e r e n t  loca l  provider? Is 

there something I ' m  missing? 

MR. SCOLLARD: I r e a l l y  can ' t  answer t h a t  because 

i t ' s  not a b i l l i n g  function. Maybe M r .  Ainsworth. 

MR. AINSWORTH: Let me give tha t  a try. I n  some of 

the invest igat ions through the process tha t  we looked a t  today, 

even though there i s  a pending order there, some o f  the  de ta i l s  

t ha t  the SMEs looked a t  where there were s t i l l  process requests 

going on from a r e t a i l  customer, even i n  the process they were 

negot iat ing w i th  a CLEC customer. So i t  i s  very d i f f i c u l t  f o r  

us t o  make tha t  determination o f  exact ly  what the s i tua t ion  i s ,  

and t h a t ' s  why we don ' t  process tha t  order a t  leas t  i n  tha t  

circumstance u n t i l  t ha t  order i s  purged or t ha t  pending order 

i s  released. So tha t  i s  one ind ica t ion  o f  what we have seen a t  
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leas t  on the analysis t h a t  we have performed a t  t h i s  time. 

COMMISSIONER DEASON: Well, how do you go about 

purging it? Do you have t o  have some type o f  - - from the 

customer ind ica t ing  tha t  he i s  o r  she i s  cancel l ing tha t  order? 

MR. AINSWORTH: Normally, the process today, i f  there 

i s  a pending order there, t ha t  i s  correct ,  we w i l l  go back and 

c l a r i f y  t ha t  so t h a t  the  CLEC w i l l  get w i th  t h e i r  end user and 

they w i l l  contact the business o f f i c e  and resolve whatever 

s i tua t ion  i s  there. And tha t  i s  the current process, and tha t  

i s  the process as i t  stands today. So tha t  they w i l l  c lear 

tha t  and then we can process t h i s  order through the system. 

That way there i s  no question tha t  the end user i s ,  i n  fac t ,  

has been processed through whatever r e t a i l  process i s  there and 

they are ready f o r  t ha t  migration. 

CHAIRMAN JABER: I n  terms o f  e f f i c iency ,  i s n ' t  there 

a benef i t  - -  when you are made aware of those s i tuat ions where 

there i s  a pending service order, i s n ' t  i t  more e f f i c i e n t  t o  

j u s t  put  the customer on a conference c a l l  w i th  the ALEC w i th  

the Bel lSouth representative and the customer and address i t  

a l l  r i g h t  then and there? 

MR. AINSWORTH: There i s  a three-par ty  c a l l  process, 

but t h a t  ac tua l l y  takes place w i th  r e t a i l ,  also. The CLEC 

r e t a i l  and the end user. But, again, t ha t  i s  a r e t a i l  order i n  

tha t  place, not a wholesale order. So we are the rec ip ien t  o f  

a downstream process. So we are looking f o r  t ha t  t o  be cleared 
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up on the  f ron t  end. 

CHAIRMAN JABER: But tha t  r e t a i l  order from the 

customer t o  the Bel lSouth representative i s  a f fec t ing  the CLEC 

wholesale operations. 

MR. AINSWORTH: That i s  correct. But as a business 

u n i t ,  t h a t  i s  something t h a t  would be looked a t  from t h e i r  

standpoint a t  leas t  a t  t h i s  par t i cu la r  t ime from t h e i r  

standpoint t o  resolve t h a t  issue up f ron t .  

CHAIRMAN JABER: Their standpoint; who i s  t he i r?  

MR. AINSWORTH: The CLEC, the r e t a i l ,  and the end 

user. Because the end user i s  t h e i r  perspective customer i n  

tha t  s i tua t ion .  

COMMISSIONER DEASON: I guess I ' m  s t i l l  a t  a loss. 
We have the  hunting example, and i t  i s  probably a good one t o  

s t i c k  wi th.  I f  a customer, a BellSouth customer contacts you 

and requests some type o f  implementation o f  a hunting service, 

and tha t  order i s  pending, i t  has not ye t  been completed, and 

sometime subsequent t o  submitting tha t  order t o  BellSouth they 

negotiate w i th  a CLEC and determine tha t  they want t o  change 

providers, and the CLEC contacts you on a preordering basis. 

Is i t  because i t  i s  preordering and not ordering i t s e l f ,  i s  

t ha t  why i t  i s  held up because there i s  something pending on 

the CSR? 

MR. AINSWORTH: There i s  an order pending against 

t ha t  CSR, against t ha t  service, yes. 
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COMMISSIONER DEASON: But I guess my concern is i s  

t ha t  i f  the customer, the end use customer, and I'm t r y i n g  t o  

look a t  i t  from h i s  or her perspective, i f  they have placed an 

order w i th  you and f o r  whatever reason tha t  service has not 

been implemented, they subsequently negotiate w i th  the CLEC and 

want t h e i r  service switched, why doesn't t h a t  - -  i t  gets back 

t o  the Chairman's question, why doesn't t ha t  take precedence? 

I f  tha t  i s  the l a t e s t  information on what t h i s  end use customer 

desires, why doesn't t h a t  take precedence over anything tha t  i s  

pending from a previous discussion w i t h  the customer? 

MR. AINSWORTH: We1 1 , I guess you' r e  t a l  king about 

whether o r  not t h a t  CLEC would be authorized t o  take tha t  

process i n  e f fec t .  And the fac t  i s  t h a t  we are looking f o r  

t ha t  from the r e t a i l  customer t o  resolve t ha t  issue up f ron t .  

It may be - -  
COMMISSIONER DEASON : Let me in te r rup t  . Looking fo r  

t h a t  from the - -  you're looking f o r  the r e t a i l  customer t o  

contact you t o  cancel an order before they can switch 

providers? 

MR. AINSWORTH: I'm looking f o r  the  r e t a i l  customer 

t o  contact a r e t a i l ,  not wholesale. 

e n t i t y .  

are being moved proper ly and tha t  i s  t h e i r  desire. So when 

t h a t  process i s  handled, then we w i l l  process tha t  order. 

I represent the wholesale 

1: want t o  make sure t h a t  they are sa t i s f i ed  tha t  they 

COMMISSIONER DEASON: Well, i t  may be t ha t  they are 
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upset w i th  you because i t ' s  taking them three weeks or four 

weeks t o  get hunting and they want t o  change providers. 

MR. AINSWORTH: I agree w i th  tha t .  That could be the 

case. 

MR. PATE: Commissioner Deason, i f  I may o f f e r  also, 

one o f  the issues here i s  we have t o  be very concerned w i th  

what i s  i t  tha t  they a re  actual ly  switching, where are they 

migrat ing from. I n  t h i s  pending order we are not sure whether 

t h a t  i s  supposed t o  be a pa r t  o f  t h a t  or not. That 's why tha t  

issue has t o  be cleared up. And when i n  the preordering mode 

they get the customer service record, they can t e l l  now by an 

ind ica tor  on tha t  record whether there i s  a pending service 

order on there. 

Now i t  has already been acknowledged by someone tha t  

we had an issue i n  time fo r  j u s t  on the  TAG I th ink  i t  was 

where t h a t  wasn't avai lable. But t h a t  has been corrected. So 

ge t t i ng  t h a t  information they should now be able t o  recognize 

there i s  a pending service order. Gett ing tha t  cleared up so 

t h a t  we r e a l l y  understand, p a r t i c u l a r l y  i f  they are doing a 

migration as i s ,  what exact ly i s  migrating. And we have t o  ask 

them t o  get tha t  cleared up back through our business o f f i c e  on 

the r e t a i l  side so we understand what t h a t  new account i s  going 

t o  be on behalf o f  the ALEC. 

CHAIRMAN JABER: And you are using they t o  be the 

ALECs, so the ALECs have t o  get t h a t  cleared up wi th  your - - 
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MR. PATE: We1 1, the ALEC doesn't, i t ' s  t ha t  end 

user. They are going t o  have t o  go back t o  the end user. 

Because the ALEC doesn't contact our business o f f i c e ,  our 

r e t a i l  business o f f i c e .  But t ha t  end user fo r  the pa r t i cu la r  

customer they are representing a t  t h a t  po in t  i n  time t r y i n g  t o  

switch would have t o  make tha t  contact and get t h a t  cleared up. 

CHAIRMAN JABER: Okay. So the end user needs t o  

contact your r e t a i l  o f f i c e  and c l a r i f y  f o r  you what service 

they want switched and t o  cancel any orders tha t  are pending. 

Now, how i s  i t  the r e t a i l  end user knows a l l  o f  that? 

MR. PATE: They are going t o  look a t  the customer 

service record and the pending orders themselves a t  t ha t  po in t  

i n  time and make sure' they have an understanding w i th  tha t  end 

user what s p e c i f i c a l l y  do you want on t h i s  account, are you 

supposed t o  have t h i s  account a t  t h i s  po in t  i n  time and get 

t h a t  corrected. 

CHAIRMAN JABER: Now, how does the end user - -  my 

mother. How does my mother know t h a t  she needs t o  contact the 

Bel 1 South r e t a i  1 o f  f i  ce t o  cancel pendi ng service orders? 

MR. PATE: Well, a t  t ha t  po in t  i n  time the ALEC 

t a l k i n g  w i t h  t h a t  end user would advise them o f  tha t ,  t o  get 

back i n  touch w i th  our r e t a i l  o f f i c e ,  our business o f f i c e  as 

Mr. Ainsworth re fer red t o .  

CHAIRMAN JABER: Let me t e l l  you how a l l  o f  t ha t  

sounds. Covad gets a c a l l  from a customer who wants t o  switch 
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t o  Covad. Covad c a l l  s your who1 esal e 

ready t o  switch L i l a ' s  mom. Your who 

operations and says I'm 
esale o f f i c e  says, oh, we 

can ' t  do tha t  ye t  because there are pending r e t a i l  service 

o f fe r ings  tha t  t h i s  lady has asked fo r .  C a l l  the customer 

back. So there i s  some communication between your r e t a i l  side 

and your wholesale side. The wholesale knows t h a t  there are 

pending service o f fe rs  on the r e t a i l  side. So Covad goes back 

t o  my mother and says, I would love t o  help you, I can ' t  u n t i l  

you c a l l  the  BellSouth r e t a i l  o f f i c e  and cancel those pending 

service o f fe r ings  tha t  you requested. 

MR. PATE: Yes, ma'am. 

CHAIRMAN JABER: So then my mother c a l l s  your r e t a i l  

o f f i c e  and says, you can cancel the  hunting service t h a t  I 

asked fo r .  And then does your r e t a i l  o f f i c e  contact the 

wholesale side and give the okay t o  migrate tha t  customer on 

over t o  Covad? 

MR. PATE: They would be able t o  see - -  f i r s t ,  l e t  me 

answer the  question. The answer i s  no. They don't c a l l  back 

t o  the wholesale. Instead they take the act ion necessary t o  

clean up t h a t  account so tha t  i t  i s  i n  the proper status fo r  

tha t  migration. By i n i t i a t i n g  the  cancel lat ion o f  those orders 

or whatever they have t o  do, then you w i l l  be able t o  see when 

tha t  a c t i v i t y  i s  taken care o f ,  and the business o f f i c e ,  the 

r e t a i l  business ' o f f i ce  would t e l l  t ha t  end user approximately 

when t h a t  should take place and be done. Then the ALEC could 
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go back, p u l l  tha t  customer service record again and they would 

see there i s  no pending service order a t  t ha t  po in t  i n  time and 

they can process t h e i r  transaction f o r  t ha t  migration. 

CHAIRMAN JABER: That sounds compl e te l  y bureaucratic, 

i n e f f i c i e n t ,  and lengthy j u s t  t o  put you a l l  on not ice.  

COMMISSIONER PALECKI: Mr. Pate, i f  you had a 

s i t ua t i on  where when you received the preorder t h a t  even i f  

there i s  a pending service order, you would t ransfer  the 

service t o  the CLEC, but  also t rans fer  the service order t o  the 

CLEC, if tha t  was the case, could the CLEC then do whatever 

service i s  necessary? And using the hunting example, could 

they then provide tha t  customer w i th  the hunting feature? 

MR. PATE: I f  I understood your question correct ,  

once t h a t  t ransfer  takes place they could do it i n  addi t ion t o  

providing the hunting f o r  tha t .  

COMMISSIONER PALECKI: So a possible so lut ion f o r  

t h i s  problem might t h a t  be i f  BellSouth receives the order tha t  

they simply t ransfer  the customer t o  the CLEC, and also 

t ransfer the request f o r  whatever service they have made a 

request o f  BellSouth. And tha t  way i t  i s  up t o  the CLEC t o  

provide whatever add1 ti onal servi  ces tha t  customer woul d want. 

MR. PATE: In t h a t  scenario you described, i f  I am 

understanding correct ly ,  the ALEC would be accepting 

respons ib i l i t y  f o r  t h a t  conversion. And we won't know nor will 
they know without t ha t  input  from tha t  ind iv idual  end user i f  
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tha t  i s  appropriate. . h a t ' s  what I hear you proposing. 

COMMISSIONER PALECKI : We1 1 , we are 1 ooking f o r  

solut ions here. Can you th ink  o f  any other possible solut ion 

tha t  would allow for the t ransfer  o f  the customer i n  a t imely  

manner t o  the CLEC? 

MR. PATE: I th ink  tha t  i s  something we w i l l  have t o  

take a look a t  f o r  a l te rna t ive  solut ions. I hear the solut ion 

you proposed as being one. O f  course, we have discussed our 
solut ion,  which i s  t o  - -  the one person t h a t  r e a l l y  knows what 

should be taking place on tha t  account i s  the end user. That's 

why we were asking for t h e i r  involvement for t h a t  end user t o  

help us get t h i s  straightened out. 

COMMISSIONER PALECKI: What i f  the problem i s  tha t  

your customer service record i s  j u s t  not updated? You have 

already provided the hunting feature, but i t ' s  not i n  your 

database. 

MR. PATE: And t h a t ' s  one o f  the things t h a t  we would 

be t r y i n g  t o  determine r i g h t  up f ron t  w i th  the end user. 

not supposed t o  be on there through t h a t  discussion, then we 

are going t o  get t h a t  s t ra igh t ,  get t ha t  canceled or whatever 

the appropriate action. That 's what we are t r y i n g  t o  have 

occur so we can get t h a t  r i g h t .  And, unfortunately, we don ' t  

know, we r e a l l y  don ' t  know without t a l  k ing t o  the end user. 

COMMISSIONER PALECKI: Well, i f  you can glean any 

I t ' s  

other addit ional possible solut ions, I don' t  know i f  we're 
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i t ' s  not there, but  the end user wants it. And i f  tha t  order 

were t o  get canceled and not put on there. how do we assure 

t h a t  t ha t  end user u l t imate ly  gets the  service tha t  they want. 

Now, i f  we can process tha t  order. i f  t h a t  i s  the process t o  

complete tha t ,  then the CSR gets updated. And i f  they do a 

So l e t ' s  say we are adding the hunting. Let s say 
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switch as i s ,  i t  w i l l  be there. I f  they are not in terested i n  

carry ing tha t  service over, then t h a t  order can be canceled and 

we can process tha t  order. So there i s  some log i c  behind the 

concept o f  what we're doing, but we w i l l  be glad t o  discuss 

anything i n  tha t  process. 

COMMISSIONER PALECKI : We1 1 , M r .  Ainsworth, would i t  

be log i ca l  t o  say t h a t  i f  t h i s  customer has requested t o  be 

switched t o  a CLEC, t h a t  tha t  would absolve BellSouth o f  the 

responsi b i  1 i t y  o f  providing tha t  service? 

MR. AINSWORTH: It would. And t h a t  statement, t ha t  

would be a t rue  statement up t o  the po in t  t h a t  i t  may absolve 

BellSouth. But, i n  fac t ,  i f  the end user doesn't get what they 

u l t imate ly  want then i t  could be perceived tha t  we d i d n ' t  

process tha t  t rans fer  properly and t h a t  could come back i n  the 

form o f  a complaint t o  us, even though the  CLEC were involved. 

And I guess the whole idea i s  we are t ry ing t o  get t ha t  process 

and tha t  order as clean as we possibly can before we process 

it. I t ' s  not j u s t  a black and white issue. We are r e a l l y  

t ry ing t o  process i t  e f f i c i e n t l y  and e f fec t i ve l y .  

CHAIRMAN JABER: That goes back t o  my question o f  i f  

you are t r y i n g  t o  get t h a t  confirmation, which I understand 

tha t ,  i f  you are t r y i n g  t o  get t ha t  confirmation from the end 

user, you get on the  phone w i th  the end user w i th  the CLEC and 

you make sure tha t  there i s  a meeting o f  the minds. And you 

document tha t  the consumer said, I have canceled my order on 
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hunting o r  I d i d  receive the feature I requested. 

COMMISSIONER BAEZ: Madam Chairman, I j u s t  have a 

couple o f  questions, and I guess i t  i s  t o  anyone. One question 

from the CLECs. This may go back t o  something tha t  

Commissioner Palecki was mentioning ear l  i e r ,  and I j u s t  want t o  

understand the process. When a CLEC i s  speaking t o  an end 

user, do they have the customer service record before them 

rea 1 ti me? 
MS. LICHTENBERG: Let me speak f o r  M C I  WorldCom, 

since we deal p r imar i l y  w i th  res ident ia l  consumers. We attempt 

t o  p u l l  up the CSR t o  our desktop so t h a t  we can see it. Un t i l  

the parsed CSR was avai lable, we had no way t o  r e a l l y  do tha t  

and t o  see it, and wi th  the outstanding defects we are s t i l l  

looking a t  how t o  do tha t .  We order what i s  ca l led  migrate as 

specif ied, and i n  tha t  case we review w i th  the customer what 

they want. The pending order tha t  i s  being discussed here i s  

generally, i n  our experience, and I have an example here, very 

of ten an order tha t  we issued f o r  t h a t  customer and tha t  

BellSouth has not completed the migration. And the reason f o r  

tha t  i s  that  they haven't updated t h e i r  b i l l i n g  system. 

We know i t  i s  our customer, ye t  our order gets 

rejected. If t ha t  customer c a l l s  back t o  BellSouth r e t a i l ,  one 

o f  two th ings i s  going t o  happen. E i ther  BellSouth r e t a i l  w i l l  

say, no, I ' m  sorry, we cannot help you here. You are an M C I  

customer and we w i l l  look very stupid, o r  BellSouth w i l l  use 
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'But BellSouth d i d n ' t  f i n i s h  the work i n  t h e i r  b i l l i n g  system. 

COMMISSIONER BAEZ: No, now you are t r i p p i n g  over 

your - -  now you are jus t  t r i p p i n g  over your own order. Your 

own order i s  keeping you from being able t o  migrate. 

MS. LICHTENBERG: Right. But j u s t  as your previous 
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order when you ordered from BellSouth, my order i s  ge t t ing  the 

same issue from BellSouth and there i s  no way I can f i x  tha t  

one. 

COMMISSIONER BAEZ: Okay. But back up a second. 

Hang on. Hang on. Back up a second. My o r ig ina l  question was 

when you're t a l k i n g  t o  the end customer, can you see - -  do you 

have any information before you t h a t  says there i s  a pending 

service order agai ns t  t h i  s record? 

MS. LICHTENBERG: No. And i n  t h i s  pa r t i cu la r  case, 

i f  we were t o  say t o  the customer do you have any pending 

orders, they would say no. And we have seen t h a t  a number o f  

times, because - -  
COMMISSIONER BAEZ: So the only po in t  a t  which a 

pending order against a customer account arises i s  a f t e r  you 

place an order fo r  migration? 

MS. LICHTENBERG: That i s  correct. And the order 

re jec ts  and the r e j e c t  code says pending order. 

COMMISSIONER BAEZ: Now a question fo r  BellSouth. 

And maybe I ' m  oversimpl i fy ing  here, b u t  when 1 want t o  change 

my long distance ca r r i e r ,  I give the new long distance ca r r i e r  

permission t o  t a l k  t o  the loca l  company i n  order t o  switch my 

P I C .  Why does tha t  k ind o f  system - -  why does tha t  k ind o f  

process not work i n  t h i s  instance? 

MR. PATE: Commissioner, t o  answer your question, 

t ha t  hasn' t  been the process we have put i n  place because we a t  
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tha t  po in t  i n  time are not going t o  be t a l k i n g  t o  tha t  end user 

because we don ' t  view them, since i t  i s  being switched t o  an 

ALEC, as our customer. We view them - -  the customer from our 

perspective i s  the ALEC and t h e i r  customer i s  t h a t  end user. 

And I would be w i l l i n g  t o  say t h a t  r e a l l y  the ALECs don ' t  want 

us t a l k i n g  t o  t h e i r  customer, a t  leas t  not without them being 

on t h a t  phone w i th  us a t  t h a t  po in t  i n  time. 

COMMISSIONER BAEZ: But the process t h a t  ex is ts  now, 

or the d i f f e r e n t  hoops a customer has t o  jump i n  r i g h t  now as 

you a l l  have described, you do have t o  come i n  contact w i th  

t h a t  customer. The end use has t o  c a l l  you and say, you know 

what, I am migrating; i t ' s  okay t o  take t h a t  pending order o f f .  

So, I mean, t h a t ' s  the way i t  ex is ts  now, and I guess I'm 
asking why can ' t  the process be tha t  once I am sold on a new 

service, I'm switching service, I can hand over author i ty.  In 
essence, however they v e r i f y  it. I mean, again, going back t o  

the long distance scenario. 

Why can ' t  I j u s t  as a customer say, yes, I l i k e  you, 

I w i l l  switch t o  you, you guys handle i t  and here i s  whatever 

au thor i ty  you need i n  order for you t o  deal w i th  it. And pa r t  

o f  i t  can be you have au thor i ty  t o  cancel whatever pending 

orders I have w i th  my current provider or  you have author i ty  t o  

i n h e r i t  those pending orders from my ex is t i ng  provider. Why 

can ' t  t h a t  solut ion - -  you know, why can ' t  i t  be as simple as 

tha t  f o r  a customer instead o f  my having t o  mediate between the 

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 

two providers invo 

MR. PATE 

60 

ved? 

Well, as M r .  Ainsworth already said, we 

are welcome t o  look a t  d i f f e r e n t  approaches l i k e  tha t .  Our 

in te res t  f rank ly  i s  i n  protect ing tha t  consumer, t ha t  end user 

t o  make sure tha t  what i s  on t h e i r  account i s  what they are 

authorized. 

COMMISSIONER BAEZ: No, and I appreciate that .  I 

guess I ' m  trying t o  th ink  o f  how do we s imp l i f y  it, because I 

have counted a t  l eas t  three d i f f e r e n t  vol leys back and f o r t h  i n  

order t o  change a customer over based so le ly  on the f a c t  t h a t  I 

nay have changed my mind, as a customer I may have changed my 

mind two weeks l a t e r  t h a t  maybe I d o n ' t  want BellSouth's 

servi ce. 

MR. PATE: Certainly. 

COMMISSIONER BAEZ: Whether it includes hunting or 
not. I don' t  want it, I have made a decision t o  switch. Why 

can ' t  t ha t  be my end decision? Now, a l l  o f  a sudden I ' v e  got 

t o  fo l low i t*  I t  can ' t  be as simple as changing your mind or 

accepting tha t  there i s  a be t te r  deal o r  another preference out 

there. 

MR. PATE: And, once again, we w i l l  be welcome t o  s i t  

down w i th  the community and look a t  such other options. 

got t o  make one po in t  here t o  make sure t h a t  i t  i s  c lear.  

heard what Ms. Lichtenberg said about she d i d  not have any 

means t o  look a t  a customer service record p r i o r  t o  BellSouth 

I ' v e  

I 
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having the parsed CSR i n  place and tha t  i s  j u s t  not an accurate 

statement. They could use the LENS as i t  was and actual ly  c a l l  

that  up using the LENS system and see j t  r i g h t  there while they 

are ta l k ing  t o  t h e i r  end user i f  they so desired. So tha t  i s  

avai lable t o  look a t  so tha t  i t  can be recognized up f ron t  tha t  

there i s  a pending service order and s t a r t  t o  deal wi th  i t  

r i gh t  then and there so i t  doesn't become an issue. 

COMMISSIONER BAEZ: So what you are saying i s  tha t  

there i s  an opportunity for the ALEC t o  have information on 

pending orders, meaning something tha t  would be a bar r ie r  r i g h t  

now t o  be able t o  switch cleanly, t ha t  t ha t  information i s  

avai lable now and you are suggesting tha t  they are looking a t  

the wrong - -  they are accessing the wrong database? 

MR. PATE: Well, I ' m  not suggesting they are 

accessing the wrong database, I ' m  j u s t  suggesting t h a t  Ms. 

Lichtenberg said she d i d  not have the a b i l i t y  t o  do tha t  u n t i l  

BellSouth del ivered the parsed CSR, and I ' m  saying tha t  i s  not 

an accurate statement. What I d i d  also point  out e a r l i e r ,  

there was a po int  where we had a defect and the pending serv ice  

order was not appearing. That defect i s  corrected today and 

working properly, as wel l ,  a lso.  So t o  say tha t  you don' t  have 

i t  i s  not an accurate statement. It i s  avai lable and i t  i s  

avai lable now. And whether you used a parsed CSR format o r  you 

query v i a  LENS ge t t ing  the unparsed format, or even using TAG 

ge t t ing  the unparsed format, i t ' s  there. 
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I also want t o  po int  out, too, t ha t  I ' m  hearing two 

things ge t t i ng  mixed up here. 

migration o f  a customer from the r e t a i l  side t o  the wholesale, 

and t h a t ' s  how t h i s  conversation i n i t i a l l y  started. But there 

a lso i s  the issue here recent ly raised where they say, I th ink  

Hs. Lichtenberg was describing it, i f  she already had a 

migration i n  place and then there was a pending service order. 

Well, now we are t a l  k ing about a d i f f e r e n t  scenario. 

I ' m  hearing one dealing w i th  

de're t a l k i n g  about tha t  we had those transactions go t o  our 

local  c a r r i e r  service center where there i s  a pending service 

order account and you submit another order. 

t o  make sure we don't have dupl icate orders, we are t r y i n g  t o  

process proper ly here. To me t h a t  i s  a whole d i f f e r e n t  

scenario, and I d i d n ' t  want t o  get t h a t  confused here. 

Actually, an ALEC should know what t h e i r  pending service orders 

are i n  those cases and should be on top o f  that .  

I t ' s  t o  look a t  i t  

CHAIRMAN JABER: M r .  Pate, I th ink  the Commissioners 

recognize t h a t  t ha t  was a whole d i f f e r e n t  scenario. 

MR. PATE: A l l  r i g h t .  

CHAIRMAN JABER: Then i n  an e f f o r t  t o  move t h i s  

along, l e t  me j u s t  say, though, tha t  whether the ALEC can p u l l  

up the information on the LENS system or not doesnlt take away 

from the f a c t  t ha t  the Commissioners have counted a t  leas t  

three vol leys i n  the steps. So even i f  the ALEC p u l l s  up the 

information on the LENS, it doesn't el iminate the delay i n  
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switching t h a t  customer. And, again, i n  an e f f o r t  t o  move i t  

along, I th ink ,  Commissioners, Mr. Criser i s  s i t t i n g  i n  the 

audience and I ' m  sure he senses the Commission's desire t o  

solve t h i s  problem tha t  we have iden t i f i ed .  

Ordering. 

MR. AINSWORTH: Commissioners, could I take j u s t  one 

quick second? I ' m  sorry. There i s  two issues t h a t  were 

covered i n  M r .  Pate's 1 would j u s t  l i k e  t o  comment on b r i e f l y ,  

i f  I could. 

CHAIRMAN JABER: Quickly. 

MR. AINSWORTH: Quickly. One i s  Covad mentioned on 

I j u s t  wanted t o  make note t h a t  we w i l l  the preconditioning. 

be meeting w i th  them and discussing tha t  issue fur ther .  And I 

believe t h a t  was i n  the process o f  condit ioning the l i n e  once 

the order had taken place, and we are going t o  be l i s t e n i n g  t o  

more o r  having more conversation i n  t h a t  pa r t i cu la r  area. 

And the other one was on the CFA t h a t  Mr. Pate 

presented about being able t o  u t i 1  i z e  a release t h a t  was going 

i n  fo r  t ha t .  

website out there tha t  CLECs can use now t o  i d e n t i f y  t h e i r  

f a c i l i t y  assignments i n t o  the col locat ion.  So b r i e f l y  I j u s t  

wanted t o  add those two comments. 

I also wanted t o  make you aware there i s  a CFA 

MS. BOONE: Network Telephone w i l l  ac tua l l y  be 

leading the ordering plan fo r  the CLECs, ALECs. 

CHAIRMAN JABER: Thank you, Ms. Boone. 
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MR. KOPYTCHAK: Thank you, Commissioner Before I 

get started, I would j u s t  l i k e  t o  say tha t  Network Telephone i s  

based i n  Flor ida.  We have 65,000 l i nes  serving small and 

mid-sized businesses i n  e igh t  o f  BellSouth's states, and we are 

doing t h a t  w i th  a voice over DSL platform. 

I w i l l  qu ick ly  a t  a high leve l  go through what you 

see on the screen as flowthrough, t o t a l  system f a l l o u t ,  

BellSouth in te rna l  system errors,  i n v a l i d  c l a r i f i c a t i o n s ,  and 

ADSL USOCs. What you are seeing before you here i s  the 

disparate flowthrough treatment tha t  Bel ?South has against 

Network Telephone. And I won't belabor t h i s ,  but  i f  you j u s t  

look a t  A p r i l  and then drop a l l  the way down t o  December's 

repost, you w i l l  see t h a t  BellSouth's flowthrough i s  88 percent 

whi le  Network Telephone i s  58 percent. And i f  you go a l l  the 

way down t o  the December repost, you w i l l  see tha t  i t  i s  the 

same, 87 t o  72 percent. You have from 30 percent t o  15 percent 

disparate treatment f o r  the  l a s t  seven, eight ,  o r  nine months. 

COMMISSIONER PALECKI : Could you expl a i  n rea l  world 

what t h a t  d i spa r i t y  resu l ts  in? 

MR. KOPYTCHAK: Yes, Commissioner. Sure. This i s  

w i th  respect t o  the e lec t ron ic  flowthrough o f  mechanized LSRs 

tha t  we send in,  and we have requested BellSouth i d e n t i f y  and 

ass is t  us i n  c lear ing up some o f  t h i s  flowthrough f o r  the 

re jected orders once they flowthrough i f  they f o r  some reason 

get kicked out and they do not flowthrough the system without 
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manual handling. So, the  bottom numbers t h a t  you see w i th  

BellSouth i s  actual BellSouth aggregates, and the top numbers 

t h a t  you see i n  yellow are Network Telephone's numbers. And 

BellSouth has been unable t o  address w i th  us exact ly  why our 
flowthrough i s  the way i t  i s .  

Is i t  clear f o r  you? The next s l i d e  here - -  and, 

again, I won't belabor the busy s l i de  - - but  what we are seeing 

here i s  the  t o t a l  mechanized LSRs from Apr i l  t o  December, and 

then the four th  column from the l e f t ,  the t o t a l  system f a l l o u t .  

As you can see f o r  Network Telephone, and we w i l l  s t a r t  w i th  

Apr i l  and then we w i l l  j u s t  go a l l  the way down t o  December. 

But i n  A p r i l  there was 444 orders tha t  f e l l  out; 357 were 

BellSouth's faul t ,  o r  79 percent, and then 90 were Network 

Telephone's fau l t .  

So, whi le BellSouth i s  a f fec t ing  26 percent o f  our 

t o t a l  LSRs, they are a f fec t ing  79 percent o f  the overa l l  

f a l l o u t .  And tha t  has been since Apr i l  since 1 star ted 

tracking. This i s  PMAP data. Any questions there? 

What t h i s  next s l i de  shows i s  tha t  i n  Apr i l  o f  2001, 

BellSouth i d e n t i f i e d  the s i x  fo l lowing area codes as BellSouth 

in te rna l  errors.  To date those errors  have remained or 

ac tua l l y  gotten worse. And what the next s l i d e  shows i s  t ha t  

those are the - -  t o  the  f a r  l e f t  those are the s i x  area codes 

tha t  I have ident i f ied .  And i f  you see when the Apr i l  task 

force took them over, two o f  the errors  tha t  a f fec t  us mostly 
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are the 8820s and the 8825s, which are the bottom, i n  Apr i l  

there was 156 errors.  To date there i s  10,758. The 8825s, i n  

Apr i l  there was 12,000. To date there i s  17,592, j u s t  down 

from 22,000, So, i n  essence, the flowthrough task force has 

not improved these in ternal  system errors  tha t  BellSouth has 

i d e n t i f i e d  and t h a t  are a f fec t ing  our orders. 

COMMISSIONER PALECKI : Whose numbers are these? 

MR. KOPYTCHAK: These are out o f  the PMAP system 

websi t e  

COMMISSIONER PALECKI : So would these be Bel  lSouth? 

MR. KOPYTCHAK: Bel 1South. These are Bel lSouth 

numbers, yes. And the next s l i d e  i s  the  actual er rors  tha t  are 

a f fec t ing  our orders. So combining the  e r ro r  codes t h a t  

BellSouth has i d e n t i f i e d  as in ternal  system errors  w i th  respect 

t o  our t o t a l  mechanized LSRs, you can see t h a t  the l a s t  three 

months, October, November, and December from 30 percent t o  25 

percent o f  Bel 1 South ' s errors are a f fec t i ng  our orders. 

One o f  the problems t h a t  we are having i s  i n v a l i d  

c la r i f i ca t i ons .  And i n v a l i d  c l a r i f i c a t i o n s  are when BellSouth 

queries questionable ent r ies on the loca l  service requests. So 

when we send i n  an order, the order has t o  be v a l i d  or  correct .  

I f  i t  i s  incorrect  for whatever reason Ct i s  sent back t o  us. 

As a r e s u l t  o f  the Fleming is land and the Birmingham LCSC 

centers we bel ieve BellSouth i s  sending the orders back w i th  

i n v a l i d  c la r i f i ca t i ons .  To address these issues our back 
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o f f i c e  has t o  spend hours and hours, sometimes days on the 

phone t r y i n g  t o  get these aligned. 

The e f f o r t  t ha t  i s  involved i n  c lear ing up i n v a l i d  

c l a r i f i c a t i o n s  are tremendous. And what we have noticed i s  

t h a t  about 30 percent - -  and I only have January's data before 

you, but about 30 percent o f  t o t a l  overa l l  c l a r i f i c a t i o n s  are 

ac tua l l y  i nva l i d .  

w i th  the actual e r ro r  codes, notwithstanding the s ix  t h a t  they 

have i d e n t i f i e d  as in te rna l ,  these w i l l  be c l e a r l y  af fected by 

the 1,000 e r ro r  codes w i th  respect t o  - - and in the PMAP 

database they w i l l  suggest t ha t  97 and 99 percent o f  the 1,000 

e r ro r  codes are the cause o f  the CLEC. But i f  you adjust f o r  

the i n v a l i d  c l a r i f i c a t i o n s  tha t  number w i th  respect t o  CLEC 

responsi b i  1 i t y  w i  1 1 f a r  decrease, so your overal l  f l  owthrough 

w i l l  ac tua l l y  even be lower. 

So when BellSouth comes t o  you and deals 

And j u s t  t o  l e t  you know exact ly  how some o f  these 

i n v a l i d  c l a r i f i c a t i o n s  have affected some o f  our back o f f i ce ,  I 

w i l l  introduce you t o  Chubby. And Chubby had a l i t t l e  problem 

w i th  some o f  our back o f f i c e  c l a r i f i c a t i o n s ,  so as you can see 

he took up smoking and we had t o  k ind o f  move on around i n  

i n v a l i d  c l a r i f i c a t i o n s .  

With respect t o  the ADSL USOC, the ADSL USOC i s  

almost an issue tha t  we were j u s t  speaking about w i th  pending 

service orders. 

several d i f f e r e n t  matrixes o f  scenarios w i t h  respect t o  the 

It i s  almost i n  alignment w i th  tha t .  There i s  
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ADSL USOC and pending service orders. When the ADSL USOC or  

AD111 i s  on the CSR, the CLEC i s  blocked from t rans fer r ing  the 

service. We have t r i e d  t o  deal w i th  BellSouth on several 

occasions and, again, don ' t  have back o f f i c e  alignment i n  t h i s  

area. 

Removing the ADSL USOC, a t  some points the customer 

does not have ADSL, but the pending service order i s  on the CSR 

which proh ib i ts  us from t rans fer r ing  the service. Other times 

when we want t o  t ransfer  the en t i re  service the customer has t o  

c a l l  and request t ha t  the ADSL be brought down, so they lose 

tha t  window o r  tha t  t ime period t h a t  they have t o  b r i ng  i t  down 

because they have t o  contact BellSouth t o  b r ing  i t  down, then 

we have t o  b r i ng  the loop up. So whatever t rans fer  t ime i s  

i nvol ved, the  customer w i  11 actual 1 y 1 ose the i  r ADSL service 

and t h a t  has been a large issue. 

Those are j u s t  some o f  the areas w i th in  the  speci f ics  

tha t  we have dea l t  with. And I j u s t  threw those in there t o  

give you some o f  the speci f ics  i n  a l l  o f  the states on the 

service t h a t  has af fected our t ransfer .  And t h a t ' s  a l l  I have 

f o r  t ha t  area. 

CHAIRMAN JABER: Thank you. 

MS. BOONE: Commissioners, I would l i k e  t o  take a 
moment - - my name i s  Cathy Boone w i th  COVAD Communications - - 

j u s t  t o  step back and t e l l  you a l i t t l e  b i t  what i t ' s  l i k e  t o  

be Covad here i n  Flor ida.  I f  you w i l l  t u rn  t o  s l i d e  s i x  o f  the 
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Covad handout you w i l l  see a p i e  chart  t ha t  represents how many 

o f  our orders - -  we order three types o f  loops. We order l i n e  

sharing, which i s  analogous t o  what the BellSouth r e t a i l  

service i s ;  we order ADSL loops, which are a p l a i n  copper 

second l i n e  f o r  customers; and then we order the TDSL loop. 

Now, as you w i l l  see from t h i s  p i e  chart ,  over the 

past s ix  months 43 percent o f  our orders i n  F lor ida were IDSL, 

and Bel lSouth has no e lect ron ic  in te r face  f o r  ordering those 

and t h a t  means we have t o  fax the  orders t o  BellSouth. Once 

they get t o  BellSouth, they are retyped i n t o  the BellSouth 

systems. Then they f low through the BellSouth systems and 

then, for example, any n o t i f i c a t i o n  we get t e l l i n g  us when they 

are going t o  de l i ver  the loop, or t e l l i n g  us tha t  there i s  a 

problem, a pending f a c i l i t i e s  problem, or jeopardy, a l l  o f  tha t  

has t o  come back i n  a manual format. We th ink  o f  i t  as l i k e  

the ghetto o f  manual processing, because once you're i n  it, you 

can ' t  ever get out o f  it. 

Now, I understand from BellSouth today tha t  there was 

a release l a s t  week which may address our IDSL problem. 

going t o  al low us t o  put i n  an order on the f ron t  end tha t  then 

f a l l s  out manually i n  the LCSC and then l a t e r  on sometime i n  

September we may get a f u l l  flowthrough. But, as o f  today w i th  

Covad t h i s  i s  a huge issue. 

I t  i s  

Now, I would l i k e  t o  also t e l l  you tha t  i f  you look 

a t  the l i n e  sharing percentage, BellSouth estimates tha t  about 
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20 percent o f  i t s  loops w i l l  require condit ioning. You have 

heard me t a l k  about condit ioning. 

topics. So 20 percent o f  these l i n e  share orders we are going 

t o  ask BellSouth t o  do some condit ioning on. Now, when we 

request t ha t ,  t ha t  order cannot be submitted manually. So, i t  

i s  another piece o f  t h a t  l i n e  sharing p i e  t h a t  has t o  go 

through the  fax machine. 

I t ' s  one o f  my favor i te  

Then you look over here a t  the ADSL loop. That i s  

about 30 percent o f  our orders. Again, when we request 

percent o f  them, we w i l l  

e, as we l l ,  because 

in te r face  t o  accept any 

condi t ioning on those loops, about 20 

have t o  submit t ha t  order v ia  facsimi 

Bel 1 South does not have an e l  ectroni  c 

condi t ioning orders. 

I also want t o  add tha t  BellSouth has a new 

nondesi gned 1 oop product c a l l  ed the unbundled copper 1 oop 

nondesigned. That i s  the  UCL-ND. That i s  a product t ha t  we 

are moving t o  fo r  the second l i n e  service which i s  bas ica l l y  

j us t ,  you know, we wanted a copper loop without the b e l l s  and 

whist les, and t h i s  i s  the copper loop without the b e l l s  and 

whist les. The d i f ference i n  Flor ida i n  p r i ce  i s  the ADSL loop 

i s  $112 nonrecurring, and the UCL-ND i s  44. So tha t  i s  a b i g  

improvement f o r  Covad. The downside i s  there i s  no e lect ron ic  

means t o  order it. So i f  we want t o  go f o r  the cheaper loop, 

then we are going t o  incur  higher manual ordering costs and we 

are going t o  lose e f f i c i ency  tha t  way. I t ' s  k ind  o f  l i k e  one 
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step forward and two steps back. 

I f  you tu rn  t o  the next page, I j u s t  want t o  

h igh l igh t  some o f  the d i f f i c u l t i e s  we have found w i th  the 

nanual processing. F i r s t  o f  a l l ,  the ordering charge i s  

d i f fe ren t .  I t ' s  3.50 versus $10 here. I n  other states, l i k e  

Vorth Carolina, the d i f ference i s  3.50 t o  $26, so you can see 

that r i g h t  o f f  the bat  a manual process i s  very, very 

d i f f i c u l t ,  making i t  very d i f f i c u l t  f o r  us t o  compete here. 

As I said, once you s t a r t  w i th  the manual process, 

everything down the road i s  manual. The FOCs, the changes, the  

jeopardies, d i  sconnects, everything. And a1 so a manual process 

BellSouth has allowed a longer per iod o f  t ime t o  re tu rn  the 

FOC, t h a t  resu l ts  in a longer de l i very  i n te rva l  for our 

customer. And manual processes are j u s t  labor intensive on 

both sides. 

The next s l ide ,  S l ide 8 l i s t s  the d i f f e ren t  types o f  

loop products tha t  there i s  no electron-ic ordering for. And I 

j u s t  want t o  be clear t h a t  BellSouth i s  the o u t l i e r ,  they are 

the only  incumbent ca r r i e r  i n  the country tha t  does not al low 

us t o  order the IDSL loop e lec t ron ica l l y ,  conditioned loops 

e lec t ron ica l l y .  A lso  BellSouth has a r e t a i l  product tha t  i s  a 

business DSL product on which they do condi t ion loops. And 

that ,  according t o  my understanding, i s  also able t o  be ordered 

e lec t ron ica l l y  on the r e t a i l  side. 

I j u s t  want t o  say tha t  I don ' t  bel ieve BellSouth got 
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600,000 DSL customers i n  t h i s  region l a s t  year by faxing 

orders. So we are i n  a pos i t ion  where we are competing w i th  a 

company t h a t  has a f u l l  flowthrough e lect ron ic  ordering system 

and we simply do not. 

The next page, Sl ide 9 i s  a quote from the KPMG 

repor t  i n  Georgia. When KPMG f i r s t  evaluated DSL ordering i n  

Georgia, i t  looked a t  j u s t  t h i s  p l a i n  o l d  xDSL loop, the ADSL 

loop, f o r  example. And what they concluded a t  the time they 

d i d  the evaluation was tha t  i f  we had t o  order v ia  facsimi le 

whi 1 e Bel 1 South coul d order mechani c a l l  y, t h a t  was 

discriminatory, period. That was a l l  there was t o  it. 

Now, they l a t e r  closed t h a t  exception because 

BellSouth r o l l e d  out e lect ron ic  ordering f o r  the ADSL loop. 

They d i d n ' t  do any t e s t i n g  on how t h a t  works i n  the Georgia 

tes t ,  but  I j u s t  t h ink  i t ' s  important t o  note tha t  t h e i r  

i n i t i a l  analysis o f  a r e t a i l  process t h a t  was e lect ron ic  versus 

a wholesale process t h a t  was manual concluded tha t  t ha t  was 

discriminatory. And KPMG i n  F lor ida has opened a number o f  

exceptions on manual problems, everything from problems w i th  

the LCSC t o  volume responses. S l ide 10 t a l k s  about the 

d i f f e r e n t  exceptions t h a t  are cur ren t ly  open i n  t h i s  t e s t  t ha t  

have t o  do w i th  the inherent d i f f i c u l t i e s  and the inherent 

discr iminat ion when there are  manual processes versus 

e lect ron ic .  

CHAIRMAN JABER: How d i d  Georgia address Exception 

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 

73 

108? 
MS. BOONE: Wel l ,  as I mentioned, the exception was 

closed on the basis o f  the presentation o f  documentation from 

Bel 1 South tha t  e l  ectroni  c ordering f o r  t h a t  1 oop type was 

avai lable. That was it. It was based on documentation and 

nothing else. So they d i d  not - -  ac tua l l y  i t ' s  k ind o f  a long 

story,  but the Georgia tes t ,  the scope d i d  not include 

e lect ron ic  ordering o f  DSL because a t  the t i m e  they wrote the 

scope there wasn't any electronic ordering. So bas ica l l y  they 

were looking a t  j u s t  the process evaluation. 

You know, t h a t  i s  by f a r  our largest  ordering problem 

i s  the manual versus mechanized, but  I also have a s l i d e  i n  

here, S l ide 11 tha t  d e t a i l s  what we experienced l a s t  summer 

when we moved i n t o  the LENS viewing (phonetic) system f o r  the 

two types tha t  we could order e lec t ron ica l l y ,  and tha t  i s  l i n e  

sharing and ADSL. You know, there was no t e s t  environment a t  

t h a t  time so we were submitting l i v e  orders. What we found was 

a series o f  defects, some o f  which were known t o  BellSouth. 

That we couldn ' t  supplement orders, f o r  example, i n  a cer ta in  

status. That was a known defect. And there were other defects 

tha t  BellSouth wasn't aware of which leads us t o  question what 

k ind o f  t es t i ng  had been done on l i n e  sharing and ADSL orders 
p r i o r  t o  saying i t  was ready f o r  CLEC ordering. 

One th ing  we are concerned about i s  tha t  we have not 

seen exceptions from KPMG tha t  revealed t h i s .  This went on fo r  
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a period of  the en t i re  summer l a s t  year. T r i a l  and error .  

Sending i n changes, Bel 1 South maki ng changes w i th  business 

ru les and other things. We f i l e d  i n  t h i s  docket a huge s e t  o f  

E -ma i l s  and a b i g  chart chronic l ing the problems t h a t  we have 

had w i th  LENS. And I believe a t  t ha t  time KPMG was supposedly 

submitting orders f o r  l i n e  sharing and ADSL through a l l  the 

interfaces and we d i d  not see these come up. So t h a t  sort o f  

raises the question t o  us, you know, because i n  t h a t  sense the 

tes t  d id  not  r e f l e c t  the commercial experience t h a t  we had. 

That 's a l l  I have unless you have some questions. 

Thank you. 

CHAIRMAN JABER: Thank you, Ms. Boone. Who i s  next 

on your panel? 

MR. BRADBURY: Jay Bradbury, AT&T. Our por t ion  has 

two parts.  

re l iance on manual processing and t h a t  impact on the industry. 

Bernadette Seigler w i l l  fo l low me w i th  the impact on AT&T. You 

should have a 13-page set o f  comments from me. There are a few 

charts i n  there t h a t  I w i l l  r e fe r  t o  b r i e f l y .  My 

presentation - -  both o f  the fo lks  i n  f ron t  me have touched on 

some o f  t h i s ,  so I w i l l  t r y  t o  present only new information. 

I'm going t o  t a l k  f i r s t  about BellSouth's continued 

CHAIRMAN JABER: You know, Mr. Bradbury, I was 

looking f o r  your comments e a r l i e r .  Maybe the Commissioners do 

have copies, but T don' t .  Do you have an extra one? 

MR. BRADBURY: We w i l l  make sure t h a t  you get one. 
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CHAIRMAN JABER: Wait, I take i t  back. Tha t  would be 
the cover page t h a t  has your symbol clearly marked on the 
right-hand side. 

MR. BRADBURY: Okay. The overall percentage o f  ALEC 

LSRs t h a t  actually result i n  the creation o f  a fu l ly  mechanized 
servi ce order by Bel 1 South hasn I t changed s i  gni f i cant1 y si nce 
March o f  2000. I t  was 55 percent then, i t  i s  57 percent now. 
I've got w h a t  I call  pie charts a t  Pages 4 t o  6 t h a t  depict 
t h a t  information i n  more detail. 

BellSouth will tel l  you, well, that 's not quite fair 
because there is  CLEC contribution t o  t h a t ,  and that ' s  true. 
So the other information t h a t  we will show you later will take 
t h a t  out .  The percentage o f  ALEC el ectroni cal l y  submitted 
orders has a1 so not changed. The November results are typical, 
and I've got a chart we will show you. In November, the 
combination o f  BellSouth's designed f a l l o u t  where they have 
made the conscious decision t o  have an order submitted 
electronically but  not processed electronically, and Bel lSouth 

system errors where the system is designed t o  process i t ,  but  

f a i l s  t o  do so was 19 percent for non-LNP orders and about 38 

percent for LNP orders. 
In to t a l  today one-third o f  a l l  ALEC orders s t i l l  

receive manual processing a t  the LCSC whether we submit them 
manually or electronically. The flowthrough task  force really 
has not had any impact on this this year, and is unlikely t o  do 
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so i n  the  future.  I ' v e  got what I c a l l  snake charts on Pages 7 

t o  10  tha t  depict t h i s .  On Page 7, you w i l l  see a chart.  This 

i s  the non-LNP data. And, again, a l l  o f  t h i s  data i s  d i r e c t l y  

from Bel 1South's reports. You can see - - and i f  I s ta r t ,  you 

know, beginning o f  the year and look a t  the end o f  the year, 

there has been no improvement i n  any o f  the three methods by 

whi ch you m i  ght measure Bel 1 South ' s performance. 

On the bottom actual percentage o f  service orders, 

which i s  the rea l  customer impact, i t ' s  what the customer sees 

regardless o f  who i s  responsible. I n  the middle you see the 

l i n e  f o r  achieved flowthrough. This i s  a measurement tha t  

takes out the CLEC's er rors .  It does not penalize BellSouth 

for the CLEC's errors. Then on the top  i s  a measure tha t  

BellSouth produces t h a t  they now c a l l  flowthrough. They used 

t o  c a l l  i t  CLEC er ror  excluded. The b i g  th ing  i t  does i s  i t  

takes out Bel 1 South s uni 1 ateral  design deci s i  ons not t o  a1 1 ow 

things t o  flowthrough. There was no improvement t h i s  year. 

Page 8. The primary reason there was no improvement, 

there was no improvement i n  the two components tha t  BellSouth 

i s  t o t a l l y  responsible f o r ,  t h e i r  design decisions and t h e i r  

operation o f  the system. The next two pages simply show you 

the same data f o r  the LNP type orders. You have got a much 

broader spread because Bel 1 South s design deci s i  ons here cause 

a much la rger  percentage o f  LNP orders t o  f a l l  out f o r  manual 

processi ng. 
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COMMISSIONER PALECKI: On the charts on Pages 7 and 

3 ,  what happened i n  July? 

MR. BRADBURY: I n  June, July,  and August o f  l a s t  

year, BellSouth went through a series o f  changes t o  the 

methodology they used t o  report  the data. 

data f o r  June, July, and August t o  be accurate. However, I 

have reported i t  as they reported i t  i n  t h e i r  revised f i l i n g s  

t o  the FCC. 

I don’ t  consider the 

Again, the flowthrough task force manager for 
BellSouth has indicated on two occasions recent ly  t ha t  the 

CLECs can simply expect t o  see more o f  the same as we grow our 
market share and use port ions o f  Bel 1South software tha t  

apparently have not been tested or subjected t o  high usage i n  

the past. What happens? A l l  o f  t h i s  s t u f f  goes t o  the LCSC. 

The load on the LCSC remains high and most o f  t ha t  load i s  from 

the f a l l o u t  from elect ron ic  ordering. I n  fac t ,  69 percent o f  

the load a t  the LCSC i s  f a l l o u t  from elect ron ic  ordering, and 

BellSouth i s  responsible for 82 percent of t h a t  69 percent. 

What happens? We get longer in te rva ls .  We now have 

an order t h a t  we submitted e lec t ron ica l l y ,  i t  has arr ived a t  

the LCSC. It i s  now ca l led  a p a r t i a l l y  mechanized order. 

Whereas on a f u l l y  mechanized order I w i l l  get a FOC or  a 

re jec t i on  on average w i t h i n  15 minutes, on a p a r t i a l l y  

mechanized order t h a t  average i s  18 actual clock hours. 

BellSouth now reports t h a t  i n  business hours, and they take 
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2xception w i th  how I ar r i ve  a t  the current average. But I w i l l  

t e l l  you they have the data for the actual ,  but they have never 

resented i t  since they stopped repor t ing i t  last year. And a t  

that po in t  I w i l l  t e l l  the res t  o f  the presentation over t o  

3ernadette Sei g l  e r  . 
MS. SIEGLER: Hello. My name i s  Bernadette Seigler, 

md I haven't spoken t o  you before, so j u s t  t o  give you a b r i e f  

i i s t o r y ,  I am responsible f o r  operating support systems w i th  

1T&T, making sure t h a t  we can order and interconnect w i th  

3ellSouth. And so I am very involved i n  preordering, ordering. 

I also par t i c ipa te  i n  change control and some user groups. 

Some o f  the addit ional issues t h a t  AT&T has been 

impacted by w i th  these manual processes, they d e f i n i t e l y  impact 

and increase our operating expenses i n  conducting work w i th  

3ellSouth. For example, i n  October and November o f  l a s t  year, 

Me received i nval i d cl ari f i c a t i  ons , we had 619 customer 1 i nes 

that were negatively impacted because there was a wrong ent ry  

i n  a tab le  a t  BellSouth tha t  caused these orders t o  f a l l  out, 

and i t  delayed our a b i l i t y  t o  b r i ng  the customer t o  AT&T. 

When these orders get t o  the LCSC, they have the 

opportunity t o  introduce errors t o  the orders. They manually 

type the orders in,  but they do not always match what we sent 

on our order. So creat ing customer problems, they don ' t  get 

the features they requested o r  they don ' t  work r i g h t ,  and can 

even end o f  delaying the service t o  the customer. 

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 

79 

BellSouth provides manual c l a r i f i c a t i o n  - - excuse me, 

incomplete manual c la r i f i ca t i ons ,  and we c a l l  it se r ia l  

c l a r i f i c a t i o n s  whereby you get an order c l a r i f i e d ,  on ly  one 

er ro r  i s  mentioned. You correct  tha t ,  send i t  back t o  

BellSouth, and then you get another e r ro r .  And tha t  e r r o r  

existed on the previous version o f  the  order. And so i t  i s  a 

se r ia l  c l a r i f i c a t i o n .  I believe BellSouth has even used tha t  

term i n  our l a s t  v i s i t  t o  the LCSC t o  describe tha t  experience. 

It j u s t  absolutely increases the operating costs and delays the 

customer's desire t o  get t o  AT&T. 

AT&T has experienced the challenge tha t  Kyle 

Kopytchak t a l  ked about w i th  Network Telephone about the ADSL, 

the USOC appearing on customer records. We have par t i c ipa ted  

i n  the UNE-P user group forum, and have brought tha t  issue up 

there. We have got - - a process was provided t o  us, a number 

t o  c a l l  a t  BellSouth, the DSL services group. We are supposed 

t o  c a l l  them t o  f i n d  out who the DSL provider i s  t o  tha t  

customer, even though the customer t e l l s  us he doesn't have 

DSL. When we go through t h i s  process, the people tha t  answer 

the phone there a t  BellSouth, they don ' t  have any o f  the 

answers t o  the questions tha t  we were t o l d  they would have. 

And so t h i s  i s  something tha t  i s  cur ren t ly  open and we are 

wai t ing addi t ional  explanation from BellSouth as t o  how do we 

handle the circumstance when the USOC i s  on the account, but 

the customer says they don ' t  have it. 
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Bel lSouth has provided some too l s  tha t  are supposed 

t o  help improve the ordering process, but when they are 

del ivered i n  a poor manner when i t  i s  defective code, we don ' t  

get the benef i t  o f  what tha t  too l  was supposed t o  b r i ng  i n  the 

beginning. Migration by TN and name. It was implemented, but 

there were problems. The r e j e c t  r a t e  was about 30 percent. 

You know, BellSouth stated up f r o n t  t h a t  t ha t  was going t o  

cause problems and it wasn't going t o  work. 64 percent t o  99 

percent were going t o  run i n t o  problems and i t  did. I'm j u s t  

looking t o  make sure I don' t  repeat other issues. 

CHAIRMAN JABER: Ms. Seigler, there are s i tuat ions I 

would hope i n  a t rue  competitive market where you are migrating 

a customer from Covad, Flor ida D i g i t a l  Network, whoever t o  

AT&T. What do you do in the s i t ua t i on  where there might be 

pending service orders there and also when a customer account 

shows something on it tha t  the customer says they don ' t  have? 

MS. SIEGLER: That 's a r e a l l y  good question and I 

don' t  have a d i r e c t  answer f o r  t ha t .  There i s  another person 

a t  AT&T t h a t  has respons ib i l i t y  f o r  t ha t  in teract ion,  so I'm 
sorry, t h a t ' s  outside o f  my scope. 

CHAIRMAN JABER: Well, the ALECs co l l ec t i ve l y ,  i f  you 

w i l l  a f t e r  lunch t e l l  me how you address those sor ts  o f  

concerns w i th  each other i n  migrating customers. Because i t  

occurs t o  me t h a t  we are not j u s t  changing the customer from 

BellSouth t o  your company, but you a re  also changing the 

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 

81 

customer from ALEC-to-ALEC, so I would l i k e  t o  know how those 

processes work. 

MS. SIEGLER: Okay. BellSouth had had a problem wi th  

the Dudek ca lcu lator  (phonetic), and as I had stated tha t  code 

was f i n a l l y  del ivered on February 9th, but  there are s t i l l  some 

issues w i th  tha t .  UNE-P was affected, but there are some 

issues re la ted  t o  resale orders, so tha t  issue s t i l l  ex is ts .  

And, i n  general, BellSouth has system outages and 

they are reported. I n  January, f o r  example, there were nine 

system outages i n  LENS, TAG had four, ED1 had two, and CSOTs 

had f i ve ,  the  d i f f e ren t  systems tha t  we use t o  i n te rac t  w i th  

Bel lSouth. And stabi  1 i t y  and dependabi 1 i t y  are c r i t i c a l  

factors  f o r  us t o  be successful, and these challenges are j u s t  

addi t ional  obstacles for us t o  overcome. 

Do you have any other questions? 

CHAIRMAN JABER: Thank you. 

MS. LICHTENBERG: Let me t i e  t h i s  up by t a l k i n g  a b i t  

about the customer experience. And, Madam Chairman, I w i l l  t r y  

t o  answer your CLEC-to-CLEC migration question, as wel l  e 

CHAIRMAN JABER: Thank you. 

MS. LICHTENBERG: M C I  sends a l l  i t s  orders v ia  

e lec t ron ic  data interchange. That 's what we c a l l  ED1 . We 

don ' t  send orders manually, we do not use LENS because tha t  

would requi re our sales reps t o  have mul t ip le  terminals on 

t h e i r  desk. Type over here, type over here,. and get confused 
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i n  between. So, we use the TAG system t o  t r y  t o  do address 

V a l  i da t ion ,  and we don ' t  use LENS unless we are going back i n  

t o  t ry  t o  f igure  out what happened w i th  one o f  our 

c l  a r i  f i  cations. 

BellSouth uses the term c l a r i f i c a t i o n  t o  mean what 

other ILECs c a l l  re jec ts .  I send an order and BellSouth says 

no, t h a t  one i s  no good, you can ' t  have it. Try again l a t e r .  

We see t h a t  a s ign i f i can t  number o f  what we have said - -  of 

orders t h a t  we have sent manually - - I 'm sorry, sent 

e lec t ron ica l l y  f a l l  t o  manual i n  the loca l  service center and 

we receive what we c a l l  i n v a l i d  c la r i f i ca t i ons .  That i s ,  even 

though BellSouth has f ina l ly  agreed t o  do migrate by telephone 

number and house number, we get a c l a r i f i c a t i o n  back because we 

spel led Sherrie wi th  an I - E  instead o f  a Y. I t ' s  not  something 

they are supposed t o  e d i t  on. O r  because the  community name i s  

missing. 

Gett ing t h a t  c l a r i f i c a t i o n  back requires t h a t  I redo and resend 

the order. O f  course, i f  i t  f a l l s  t o  manual again, these 

untrained reps w i l l  probably re jec t  i t  one more time. 

It i s  not something they are supposed t o  e d i t  on. 

We had been sending every week a l i s t  o f  these 

incor rec t  c l  a r i  f i c a t i  ons t o  our account team, but we then 

discovered tha t  they weren't  ge t t ing  t o  the LCSC, so we 
couldn ' t  help the LCSC do t h e i r  training. Me are now sending 

them d i r e c t l y  t o  the operations assistant vice-president i n  

At lanta and she i s  pu t t i ng  addit ional representatives on t o  t r y  
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t o  correct  a problem tha t  we have seen since we launched i n  

Seorgia i n  May. 

I'm af ra id ,  though, t h a t  she said she wasn't h i r i ng  

addit ional s t a f f ,  so I do apologize t o  my ALEC colleagues. 

They w i l l  be focussing on me, and your i n v a l i d  c l a r i f i c a t i o n s  

may go up. The po in t  here i s  t ha t  the orders f a l l  t o  manual, 

and manual processes are very d i f f i c u l t .  Because i n  the 

BellSouth world, my ED1 transmission turns i n t o  two separate 

service orders i n  the BellSouth system. A problem we expect t o  

see f i xed  i n  the Apr i l  t ime frame. And one o f  them apparently 

may be correct  and the other may not be. And you have 

representatives who have no idea what ED1 i s  attemptlng t o  make 

correct  orders tha t  w i l l  r esu l t  i n  the customer migrating. 

But what happens i s  e i ther  the migration doesn't 

happen because we get i n  an endless loop, o r  the customer does 

migrate, bu t  one order doesn't catch up wi th  the other and 

there are problems, o r  the wrong features are put  on the order. 

Important features l i k e  blocking o f  c a l l s  t o  900 and 976 

numbers. 

When there i s  a pending order past migration, the 

s i t ua t i on  I was talk ing o f  before, a CLEC i s  only aware tha t  we 

have received a service order completion. But t ha t  i s  only a 

completion o f  the physical migration, i t  i s  not the completion 

o f  the change t o  tha t  CSR. When a CLEC migrates t o  another 

CLEC, i f  we are talk-ing about UNE-P or about resale, then 
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BellSouth is  i n  the middle and BellSouth is responsible for 
updating the CSR on both sides of the equation. 

I f  I ,  f o r  instance, have a customer t h a t  I am t a k i n g  

from Z-Tel , when I pul l  the customer service record and get the 
information and send i t  i n ,  i f  there i s  an order t h a t  BellSouth 
has not completed f o r  Z-Tel , my order will reject B u t  I need 
t o  go t o  BellSouth t o  resolve t h a t  issue. If  a customer i s  

leaving me and going t o  another ALEC, and I am not informed by 

BellSouth v i a  a line loss report t h a t  the customer has lef t  me, 
then 1 generate addi t iona l  problems because I don ' t  know the 
customer i sn ' t mi ne anymore 

These are problems tha t  other ILECs have worked 
through and worked through w i t h  the ALEC community. And worked 
through I must say much faster than we have seen here. The 
continuing manual f a l lou t  i sn ' t  improving. And there may be 
some reasons indeed why orders ought t o  f a l l  out for manual 

processing, bu t  the LCSC needs t o  be trained not  t o  reject back 
to  me orders t h a t  I sent correctly i n  the f i r s t  place. 

One more issue t h a t  we are seeing, we know t h a t  there 
is manual f a l l o u t ,  and early i n  our launch we asked BellSouth 
t o  work through t o  take a random sample o f  100 orders t h a t  we 
had sent i n  and t o  tel l  us why d i d  they f a l l  t o  manual. We 

learned a great deal from t h a t  sample both i n  terms of system 
flaws on the BellSouth side and on errors we were making. 

Since this problem has not gotten better, we have asked our 
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account team again t o  give us 100 random orders, or  even 50 i f  

100 were too much work, tha t  f e l l  t o  manual and t o  explain why. 

Last week on our account team conference c a l l  they absolutely 

refused. I don' t  know why. But only when I can i d e n t i f y  what 

i s  causing these orders t o  f a l l  t o  manual can I attempt t o  f i x  

the problems. 

CHAIRMAN JABER: Mr . Monroe 

MR. MONROE: Thank you. Kevin Monroe again w i th  

F lor ida D i g i t a l  Network. BellSouth i s  going t o  t e l l  you t h a t  

they have made interfaces avai lable or t h a t  they w i l l  soon be 

making new ordering interfaces avai lable t o  us. The issue tha t  

I have i s  not so much the order interfaces tha t  they do or do 

not have, but more importantly the lack  o f  communication, the 

lack o f  updates and lack o f  correct  databases on the BellSouth 

side. We have issues tha t  range anywhere from freezes tha t  are 

put on accounts t o  the ADSL USOCs being on accounts. We have 

got - -  excuse me. 

CHAIRMAN JABER: You know, t h i s  may be a good 

opportunity ac tua l l y  t o  go ahead and break. 

MR. MONROE: Okay. Just a quick follow-up. 

CHAIRMAN JABER: Sure. F in ish  your thought. 1 was 

j u s t  t r y i n g  t o  give you an opportunity t o  get some water and 

give us an opportunity fo r  a break. 

MR. MONROE: Okay. That 's what I was worried about. 

That 's f i n e  i f  you are ready t o  break. 
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CHAIRMAN JABER: I th ink  we are. Commissioners, how 

about we come back a t  1 2 2 0 .  We are going t o  count t h i s  as the 

lunch break, you a l l .  Thank you. 

(Lunch recess. 1 

CHAIRMAN JABER: Le t ' s  go ahead and get started. Mr. 

Yonroe, where we l e f t  o f f  you were coughing. Are you ready t o  

get started? 

MR. MONROE: Yes. Madam Chairman, thank you fo r  

allowing me the opportunity t o  f i n d  my speaking voice there. 

d i l l  be b r i e f .  The point  1 was trying t o  make or wanted t o  

nake before the break there was t h a t  regardless or 
i rregardless, I guess, o f  the changes tha t  BellSouth makes i n  

the i r  order ing interfaces w i th  the ALECs, o r  already 

implemented changes tha t  they may have made, the po in t  s t i l l  

remains t h a t  unless they continue t o  focus or put more focus on 

the i r  i n te rna l  processes and f i x i n g  those, then we are s t i l l  

going t o  have customers - - customers 1 i ke George Gonzalez here 

vJho has had an ADSL USOC on h i s  BTN which prevents us from 

migrating t h a t  pa r t i cu l  a r  telephone number over t o  our account, 

over t o  the  F lor ida D i g i t a l  side. Mr. Gonzalez from Home 

Finders says ac tua l l y  t r i e d  t o  move h i s  service over t o  us back 

i n  the November time frame, and t o  t h i s  date there i s  s t i l l  no 

movement on ge t t ing  the ADSL USOC o r  ADSL taken o f f  o f  h i s  BTN, 

so we are unable t o  migrate him a t  t h i s  par t i cu la r  po int .  

I 

I n  addi t ion t o  tha t ,  moving the ADSL USOC o f f  o f  
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(phonetic) 422818T, l i k e  Texas, where they have gone 

3ttempting t o  resolve the issue w i th  BellSouth by ca 

W e c t l y  t o  the r e t a i l  side o f  the house, which i s  a 

that they mentioned e a r l i e r  t ha t  the customer should 

w a i l  . The USOC was not removed from the customer's 
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customers BTNs and customers actual service, we also have 

issues where customers are being c l a r i f i e d  i n  e r ro r  based on 
having the ADSL USOC on there. And what I mean by the ADSL 

JSOC, i t  i s  a d i g i t a l  subscriber l i n e  tha t  bas ica l l y  says tha t  

t h i s  par t i cu la r  customer has a d ig i t a l  subscriber l i n e  on t h e i r  

oar t i cu la r  main telephone number, which i s  t h e i r  BTN, o r  on a 

fax number, or  on a number o f  d i f f e r e n t  telephone numbers tha t  

they have on t h e i r  actual account. 

And in attempting t o  get t h a t  removed i t  i s  very 

l i f f i c u l t  i n  deal ing w i th  BellSouth. This par t i cu la r  customer 

ias ac tua l l y  f i l e d  a complaint w i th  the PSC against BellSouth 

to ac tua l l y  have t h i s  removed. And tha t  i s  CATS Number 

as f a r  as 

l i n g  

process 

do, t o  no 

account. 

In  addi t ion t o  tha t ,  again, I mentioned tha t  they d i d  ac tua l l y  

f i l e  w i th  the  s ta te  a complaint t o  have i t  removed, and as o f  

the 8 th  o f  January tha t  s t i l l  had not been removed from the 

zustomer ' s account. 

COMMISSIONER DEASON: Mr. Monroe, why i s  i t  there t o  

begi n with? 

MR. MONROE: To be honest w i th  you, I ' m  not  cer ta in  

i n  t h i s  par t i cu la r  instance, because the customer states tha t  
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they have never ac tua l l y  had DSL service on tha t  account. 

COMMISSIONER DEASON: Was the customer b i  7 1 ed f o r  the 

service? 

MR. MONROE: No, the customer was not b i l l e d  f o r  it. 

Vow, how it ac tua l l y  got put on there, again, anybody's guess 

i s  as good as mine. But i n  t r y i n g  t o  get i t  removed through 

the d i f f e r e n t  departments o f  Bel lSouth and the d i f f e r e n t  hoops 

that  they have t o  jump through, i t  has j u s t  been r id icu lous f o r  

the customer t o  say the leas t .  And t o  the po in t  where the 

customer has decided not t o  even migrate t h a t  telephone number 

over t o  F lor ida D ig i ta l  Network. They f e l t  t ha t  they were not 

ge t t ing  anywhere i n  contacting BellSouth, so they j u s t  decided 

t o  go ahead and keep i t  there. 

I n  addi t ion t o  migrating ADSL type services which we 

spoke about, and I won't belabor tha t  po int ,  customers also 

have what are ca l led  loca l  freezes t h a t  are on t h e i r  accounts, 

as we l l .  Local freezes works i n  much the same way as a P I C  

freeze or  a freeze t o  change your long distance service over. 

I t ' s  a freeze tha t  p roh ib i t s  anyone from converting loca l  

service over. And, again, we have numerous examples o f  

customers tha t  have attempted t o  por t  t h e i r  service over t o  

F lor ida D ig i ta l  Network only t o  f i n d  tha t  we are being 

c l a r i f i e d  or our orders are being rejected because there i s  a 

loca l  freeze standing on the actual account w i th  BellSouth. 

And, aga-in, the process tha t  we have gone through 

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 

89 

v i th  the customer, the end user was - - conferenced them up w i th  

the r e t a i l  side a t  BellSouth i n  attempts t o  get tha t  loca l  

freeze removed o f f  o f  there. The customer i s  given an actual 

i rder number t o  remove tha t  loca l  freeze o f f  o f  there. We, i n  

turn, go back t o  the LCSC, our ordering department w i th in  Be l l ,  

j i ve  them the service order number tha t  removes tha t  so tha t  

they can see tha t  the customer has done what BellSouth has 

-equested them do, and again i t  i s  t o  no ava i l .  The freeze i s  

;till remaining on the account i n  many s i tuat ions.  

COMMISSIONER DEASON: Let me ask a question. Are yo 

ind icat ing tha t  there are freezes being placed without the 

:ustomer's request, or i s  your concern tha t  there i s  a 

1 

legi t imate freeze i n  place and i t  w i l l  not  be removed promptly 

it the customer's request? 

MR. MONROE: I t  i s  ac tua l l y  both, Commissioner. In 
some instances there i s  a leg i t imate request t o  freeze the 

iccount so tha t  no one can ac tua l l y  move i t  over except the end 

iser  w i th  an LOA from whatever company he i s  por t ing  over t o .  

9nd then i n  other instances the customer or consumer i s  not a t  

511 aware tha t  there i s  a freeze on the actual account. I n  

?-ither instance, w i th  the  proper LOA and proper documentation 

any ALEC should be afforded the opportunity t o  move tha t  

customer over i f  tha t  customer i s  requesting tha t  they switch 

t o  tha t  par t i cu la r  ALEC. Again, the LOA process should provide 

for t ha t  so tha t  there i s  not any type o f  c l a r i f i c a t i o n  against 
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the account o r  any type o f  delay i n  moving tha t  account over t o  

the requesting ALEC. Thank you. 

MS. CONQUEST: Okay. I am Mary Conquest w i th  ITC 
DeltaCom. My market i s  r e a l l y  business predominately, smal l  t o  

medium-sized business. I would l i k e  t o  begin by answering your 

question about the CLEC-to-CLEC experience, i f  you don ' t  mind. 

In our scenario, BellSouth i n  t h e i r  b i l l i n g  system they have a 

reposi tory  o f  a l l  o f  our CSRs, bu t  I 'm  not  authorized t o  see my 

f r iend Covad's, o r  Network Telephone, o r  any o f  the other 

CLEC's CSRs. 

For tha t  reason t y p i c a l l y  when I assume a customer, I 

choose t o  re tu rn  them back t o  BellSouth. Simply it makes the 

experience more streamlined and safer f o r  my customer. 

l o t s  o f  concerns about d i rec to ry  l i s t i n g s .  

business customers omitted from the d i rectory ,  and I need t o  

insure that doesn't have. So one o f  my safety nets i n  doing 

t h a t  i s  sending the customer back t o  BellSouth and then I use 

my usual standard process f o r  migrating them i n t o  me. 

t h a t  I do assume some f inanc ia l  respons ib i l i t y .  

pay a month's minimum service and compensate the charges for 
doing tha t .  But ye t  i t  gives me a safer, bet te r  customer 

service, so I am w i l l i n g  t o  do tha t .  

I have 

I don' t  want my 

I n  doing 

I do have t o  

There was some dialogue a t  one time i n  the change 

control group about whether i t  would be appropriate f o r  us t o  

exchange records w i th  one another, and we were never able t o  
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resolve tha t .  There are issues among us about protect ing our 

customer base and what we are marketing and those kinds o f  

issues, so I ' m  not sure tha t  i f  I saw a CSR from my f r iends on 

the other end o f  the tab le  tha t  I would even be able t o  read i t  

or t rans la te  i t  i n  the manner I need t o .  So f o r  t ha t  reason I 

choose t o  send them back t o  BellSouth and then assume them. 

CHAIRMAN JABER: Wa i t .  You can ' t  read them and 

process them because o f  a technical d i f ference, a 

system-to-system difference, o r  - - 
MS. CONQUEST: I don ' t  know what i s  on t h e i r  back end 

systems. As long as I 'm  p ick ing them up from BellSouth and 

they are a resale customer and I have a standard format f o r  

tha t  record, then I am bet te r  able t o  serve the customer. 

BellSouth has t h e i r  documentation about what the data f i e l d s  

are, what the  USOC stand fo r ,  those kinds o f  things. Were a 

CLEC t o  come t o  me, l e t ' s  t u rn  i t  around and say my f r iends 

came t o  me and asked f o r  a CSR. They would not see anything a t  

a l l  f a m i l i a r  t o  them. I have no FIDs, I have nothing tha t  

flows t o  the  provis ioning systems. Instead o f  USOCs, 1 have 

four numerics tha t  f low t o  my b i l l i n g  system. They would have 

t o  understand a l l  o f  those components o f  data and i t  i s  j u s t  

too complex t o  exchange a l l  o f  t ha t  w i th  one another. So since 

i n  the resale arena tha t  data already ex is ts  i n  a standard 

format, i t ' s  j u s t  a business decision t h a t  we choose t o  send 

them back t o  Be l l  and then assume them. 
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CHAIRMAN JABER: Recognizing tha t  there may be delay 

i n  tha t  process. 

MS. CONQUEST: Right. Exactly. And, o f  course, you 

know, we go back t o  i n  the ordering scenario there are a l o t  o f  

issues t h a t  can r e a l l y  occur, and you have t o  be very careful 

So you do t r y  t o  do what i s  very best f o r  your customer because 

one o f  the biggest challenges we have i s  not only establ ishing 

a foo tp r in t ,  but i t  i s  establ i shing our c red ib i l  i t y  because we 

are not known. We haven't been around fo r  a l l  o f  these 

hundreds o f  years. So i f  we can, you know, show t o  our 

customers, demonstrate our good f a i t h ,  then we do have a chance 

o f  keeping t h a t  customer and doing good service f o r  t ha t  

customer . 
COMMISSIONER DEASON: Do you see any i rony  i n  that? 

I mean, you are here complaining about the BellSouth system, 

but you're saying I t ' s  the best system out there. 

MS. CONQUEST: Well, no, I'm say ng i t ' s  not  the 

best; I ' m  saying i t ' s  - -  what I am geared t o  you, as I go t o  

other ILECs - - 
COMMISSIONER DEASON: Well, you j u s t  sa id  t h a t  the 

system i s  i n  place, you are more - - even though you have t o  pay 

a month's service charge t o  do tha t ,  it i s  worth i t  t o  you 

because you have more confidence tha t  i t  i s  going t o  be 

successful. 

MS. CONQUEST: No, I can parse it. There i s  a l i t t l e  
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d i f f e r e n t  r u l e  there. And I probably misstated tha t .  I can 

b r ing  i t  i n  e lec t ron i ca l l y  and work w i th  i t  i s  what I ' m  saying. 

I can apply business ru les  tha t  I cur ren t ly  have developed and 

support and I don' t  have those business ru les and those records 

ava i  7 ab1 e t o  do tha t  w i th  other car r ie rs  ' records. 

CHAIRMAN JABER: So what you are saying i s  

recognizing tha t  the BellSouth system may have f a u l t s  - -  
MS. CONQUEST: Correct. 

CHAIRMAN JABER: - - t h a t  i s  s t i l l  be t te r  as a process 

than competitor-to-competitor switching? 

MS. CONQUEST: Given today's environment , yes. I f  we 

were t o  ever grow up t o  be, I think,  l i k e  more o f  an access 

arena and we were consistent i n  how we tagged our data, and we 

were consistent i n  our record format,  then I t h ink  i t  would be 
a doable th ing  f o r  us t o  exchange w i th  one another. But given 

today's standards o r  lack o f  standards, i t  makes i t  very 

d i  f f i  cul t . 
CHAIRMAN JABER: Well, what are we going t o  do 

l i k e  seven years from now when more and more companies become 

fac i l i t ies -based,  or the dependency on the BellSouth system i s  

weaned away? What i s  i t  we do as a s ta te  t o  help you 

fac i  1 i t a t e  the migration from competitor- to-competitor? 

MS. CONQUEST: I th ink  we adopt a standard set o f  

operating or ordering procedures l i k e  we have done i n  the 

access arena and t h a t  we tag those c l e a r l y  w i th  the data tag 
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md we exchange tha t  information based on those f ie lded data 

tags. And then a t  t h a t  po in t  1 th ink  we have something tha t  i s  

3ppl es - t o -  apples. 

CHAIRMAN JABER: That concludes the ALEC panel on 

i rde r i  ng. 

MS. CONQUEST: No, w a i t ,  I have one more thing. 

Sorry, I have one more t h i n g  t o  t a l k  t o  you about. 

to the second sheet o f  your handout on the ordering issues, I 

vanted t o  - -  and I w i l l  do t h i s  very b r i e f l y .  I apologize for 
taking so much time. We have had, I guess, a chronic problem 

r i t h  hunting a t  ITC DeltaCom. 

locumented and we have been working on f o r  l i k e  11 months. 

I f  you t u r n  

It i s  something t h a t  has been 

We continue t o  see tha t  i s  one o f  our highest re jec ts  

in  our ordering scenario, and I was k ind o f  interested when we 

vere t a l  k ing  about your mother i n  the hunting pending order 
de bas i ca l l y  continue t o  have changes i n  t h i s  arena. Most o f  

i u r  programming and support changes have been as a r e s u l t  o f  

things t h a t  have been done t o  hunting. I n  fac t ,  I w i l l  note 

the second b u l l e t  there, i f  you look  BellSouth has recent ly 

2xpedited a feature because negatively impacting the CLECs end 

isers and the b i l l .  This i s  something t h a t  has been going on. 

de pointed out issues w i t h  hunting as ea r l y  as March i n  the 

UNE-P user group, and we are j u s t  now ge t t i ng  some resolut ion 

t o  t h i s .  

It i s  so bad t h a t  we have ac tua l l y  been c a l l i n g  our 
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service manager and g i v ing  them l i s t s  o f  orders tha t  had 

hunting f o r  them t o  manually walk them i n t o  the LCSC t o  have 

changes made. So we are j u s t  concerned tha t  there a re  things 

about hunting tha t  we don ' t  seem t o  f i n d  c l e a r l y  documented 

tha t  are d i f f i c u l t  f o r  us t o  work with. And we look forward t o  

i n  these changes and improving tha t  BellSouth pu t t i ng  

re1 a t i  onshi p. 

We also 

see things on the 

tha t  were not on 

are v ict ims on the CSRs i n  tha t  we frequently 

CSR t h a t  have e i the r  been omitted or added 

ur  o r i g ina l  orders. And as a r e s u l t  o f  the 

workshop i n  Louisiana, we had entered i n t o  a work-around 

agreement where each week on Wednesday we sent a l i s t  o f  CSRs 

tha t  had Bel ?South er ro rs  over and they ac tua l l y  corrected 

those for us. Again, we need those CSRs corrected i n  order t o  

do business w i th  our customers accurately. We were t o l d  w i th  

the new account team structure t h a t  t h a t  process was no longer 

va l id ,  t h a t  we would have t o  c a l l  those corrections i n  t o  the 

center, we would no longer be able t o  send them on a l i s t  and 

we could only call i n  f i v e  a t  a time. Extremely resource 

intensive.  We have since escalated t h a t  and BellSouth has 

agreed t o  continue tak ing our l i s t s ,  but  we have approximately 

30 percent o f  our l i s t  on CSR corrections or hunting issues. 

Do you have any questions? 

CHAIRMAN JABER: I am j u s t  r e a l l y  fascinated wi th  

what you j u s t  said about migrating the customer t o  BellSouth 
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when you are t rans fer r ing  from ALEC-to-ALEC. You are ac tua l l y  

creat ing an opportunity for the customer t o  have a conversation 

wi th  BellSouth i n  tha t  process, a ren ' t  you? 

MS. CONQUEST: Yes, we are. 
COMMISSIONER PALECKI: Is the  consistency tha t  you 

mentioned something tha t  you bel ieve t h i s  Commission should 

s t r i v e  fo r?  Should we put ru les i n  place t o  - -  you mentioned 

i n  answer t o  an e a r l i e r  question t h a t  you would l i k e  t o  see 

consi s tent  business processes, consistent data tags, i s  t ha t  

something tha t  we should s t r i v e  f o r  through t h i s  Commission? 

MS. CONQUEST: I n  my opinion i t  i s .  It i s  something 

the indust ry  needs t o  s t r i v e  fo r .  

smal l  companies 1 i ke mine can he1 p contro l  business expenses 

and maximize our product iv i ty .  Otherwise, I mean, i t ' s  very 

d i  f f i  cul t . 

I t ' s  one method by which 

CHAIRMAN JABER: But why would you not s t a r t  an ALEC 

col laborat ive? You know, on the le f t -hand you're saying i t  i s  

bad t o  create opportuni t ies fo r  the customer t o  t a l k  t o  

Bel 1 South because o f  whatever a1 1 eged mi schief  might happen i n 

tha t  conversation, why would the ALECs not band together and 

f i n d  a process t h a t  allows you f r e e l y  t o  migrate customers 

amongst each other? 

MS. CONQUEST: Well, I t h i n k  most important i s  i n  the 

past there has been a very, very small number o f  CLEC-to-CLEC 

migrations. As a r u l e  i f  the customer becomes disgrunt led they 
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have a tendency t o  go back t o  the o l d  f a i t h f u l  f oo tp r in t  t ha t  

they are f a m i l i a r  wi th.  So the volumes are small a t  t h i s  po int  

i n  t ime.  That 's not t o  say tha t  ten years from now tha t  would 

be the scenario, but I th ink  i t  i s  very important t h a t  the 

service of fer ings as we go forward I t h ink  become more 

sophisticated. One o f  the biggest marketing too l s  tha t  you 

have as an ALEC i s  packaging your services. I t1 s how you 

market t o  your customers. And so d i f f e r e n t  packaging and 

d i f f e r e n t  p r i c i n g  arenas tha t  are going on w i th  one set o f  

services i n  one CLEC and another set i n  another, as you go 

forward they do become very complex t o  understand. And the 

customer frequently i s  real ly j u s t  interested i n  what you can 

do f o r  the bottom l i n e ,  p a r t i c u l a r l y  i n  the economy. 

CHAIRMAN JABER: I would imagine though the customer 

would even get more f rust ra ted i f  a l l  he knows i s  he i s  

switching from Covad t o  ITC, we have got t o  a t  some po in t  deal 

wi th BellSouth. That would j u s t  create more confusion f o r  the 

customer, I: would imagine. 

MS. CONQUEST: We discuss t h a t  n our t r a n s i t i o n  w i th  

the customer and we t ry  t o  explain t o  our customers why we are 
doing t h a t  and the f a c t  t ha t  we compensate them f o r  t h i s  change 

and t h a t  i t  i s  a transparent th ing.  And we t e l l  them up f ron t ,  

you know, the time frame t ha t  we w i l l  be doing t h a t  i s  a short 

time frame. 

do w i th  our systems. You know, i n  the access side of the house 

It gives us a chance t o  do the things we need t o  
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there i s  a forum ca l led  the ordering and b i l l i n g  forum, or the 

OBF. I th ink  tha t  has probably brought a great deal o f  

consistency t o  the tab le.  A t  leas t  t ha t  seems t o  be a good 

exchange o f  how t o  do things. And I th ink  as we mature we w i l l  

probably f i n d  ourselves having i f  not an ALEC OBF, an OBF o f  

some type t h a t  w i l l  help us grow t o  t h i s  consistency. 

MS . LICHTENBERG: Commi ssioner Pa l  ecki , i f I could 

respond t o  tha t .  This i s  a problem pr imar i l y  t h a t  we see i n  

the world o f  t rue  f a c i l i t i e s  i n  the world o f  loop. As I said 

before, w i t h  UNE-P and wi th  resale it i s  less o f  an issue 

because the  customer s t i l l  resides on the BellSouth switch. I 

th ink  your suggestion i s  very well  taken. And i n  other 

markets, such as the Verizon markets, CLECs have worked 

together t o  create a CLEC-to-CLEC migration process and have 

also worked w i th  the loca l  company t o  put t ha t  process i n t o  

e f fec t  because cer ta in  th ings do have t o  take place, f o r  

instance, i n  terms o f  the loca l  number p o r t a b i l i t y  when you use 

a loop. 

It would be very he lp fu l ,  I think,  i f  t h i s  Commission 

could help the CLECs t o  put together a forum amongst ourselves 

where, as we have done i n  New York, we have contacts t o  get 

CSRs from each other and we put them together, not  necessarily 

e lec t ron ica l l y ,  because a number o f  CLECs do not  do e lect ron ic  

'business, bu t  we are able i n  New York and we are working on i t  

now i n  the  SBC region t o  create a format tha t  allows us t o  
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share information w i th  each other. We have been so 

concentrated on t r y i n g  t o  get the customer t o  us i n  the f i r s t  

place tha t  we do need t o  s t a r t  growing up and moving towards 

tha t  sor t  o f  a co l laborat ive world. 

COMMISSIONER PALECKI : Thank you. 

MR. MONROE: Just a quick followup, i f  I may. 

Representing the fac i l i t i es -based CLECs, one o f  the  reasons 

tha t  we do not ac tua l l y  have t o  migrate the customer back t o  

Bel l  as some do i s  because one o f  the th ings tha t  we do when 

you are por t ing  a customer, a fac i l i t i es -based customer from 

one fac i l i t i es -based CLEC t o  another, one o f  th ings tha t  we t ry  

t o  do i s  reuse the f a c i l i t i e s  tha t  are out there. 

The problem we have i n  doing so, the Bel 1 technician 

when he goes out there t y p i c a l l y  goes out there and sees tha t  

those par t i cu la r  c i r c u i t  I D S  and f a c i l i t i e s  are already being 

used out there, so they j u s t  complete t h e i r  ordering and don ' t  

do anything w i th  ac tua l l y  por t ing  the customer over t o  our 
service. So the way we get around doing tha t  as opposed t o  

migrating the customer back t o  BellSouth, what we t y p i c a l l y  do 

i s  go ahead and order brand new loops out there. So i f  the 

customer has we w i l l  say f i v e  telephone number out there and 

f i v e  c i r c u i t  I D S  t h a t  are associated w i th  those, o r  f i v e  loops, 

l e t ' s  say, we ac tua l l y  go ahead and order f i v e  addi t ional  loops 

so t h a t  we can ac tua l l y  put the customer - -  s t a r t  the  customer 

out brand new on our service, on our c i r c u i t  I D  so tha t  we 

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 

don ' t have 

between Be 

100 

t o  worry about passing the customer back and forth 
lSouth out there. Thank you. 

CHAIRMAN JABER: Who i s  doing the BellSouth panel? 

MR. SCOLLARD: Commissioners, what I would l i k e  t o  

propose i s  since M C I  has raised the question o f  delayed CSR 

post ing i n  both the preordering and ordering comments, I would 

l i k e  t o  address t h a t  now, although we had planned t o  do i t  i n  

the b i l l i n g  section, i f  t h a t ' s  okay. 

CHAIRMAN JABER: Go ahead and address it now. 

MR. SCOLLARD: Okay. And t h i s  i s  the case - -  there 

were a couple o f  scenarios being discussed i n  the p r i o r  

conversations, and t h i s  i s  the case where a service order has 

completed the physical steps t o  move the customer from one 

en t i t y ,  BellSouth, t o  a CLEC. And then what happens t o  tha t  

service order and information p r i o r  t o  the time tha t  it 

ac tua l l y  does post the  CSR. 

I guess the  f i r s t  comment I would l i k e  t o  make i s  the 

processes for updating the  CSRs for r e t a i l  and wholesale are 

the same. The b i l l i n g  systems, CRIS and CABS, take the 

information tha t  i s  handed t o  i t  from the ordering systems and 

then formats tha t  information onto the databases and the 

b i l l i n g  systems, and tha t  serves as the underlying information 

f o r  the CSR. 

Generally, an order tha t  has completed the physical 

processes, i t  i s  also e r ro r  f ree a t  the time, w i l l  post i n  the 
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CSR generally w i th in  one cycle, and one cycle I mean a business 

day. Monday through Friday, not including the s i x  holidays 

tha t  we have. There are a couple o f  s i tuat ions tha t  can cause 

extra t ime t o  be taken i n  posting the CSR. F i r s t  o f  a l l ,  the 

systems themselves are batch systems, and by t h a t  whatever 

service orders are ready t o  be extracted t o  go i n t o  the b i l l i n g  

system on the cu to f f  t ime on each business day, which i s  

generally i n  the evening, 5 0 0  o 'c lock,  6:OO o'clock, actua l ly  

come down i n t o  the b i  11 i n g  systems themselves. 

The f i r s t  s i t ua t i on  tha t  might cause extra t ime i s  

those databases underlying the CSR data are also ac t ive ly  

involved i n  p u l l i n g  the b i l l s  for a l l  o f  our customers, whether 

they are r e t a i l  or wholesale. So there are t ime frames 

immediately before the b i l l  period a c t i v i t y  and immediately 

a f te r ,  one day before the b i l l  period day and one day a f te r .  

And by b i l l  period, l e t ' s  say an account i s  i n  the 

19th b i l l  period, which would be tomorrow. Well, the a c t i v i t y  

t o  produce the b i l l s  t ha t  are i n  the 19th b i l l  period are 
actual ly  s t a r t i n g  today using the CSR draining o f f  the 

information, and extend through Wednesday t o  f i n i s h  up a l l  o f  

t ha t  processing. So those service orders tha t  are issued i n  

tha t  t ime frame a re  going t o  hold up wait ing on a l l  the b i l l  

period a c t i v i t i e s  t o  complete. So i t  could take as many a t  

three days based on the b i l l  period t iming on posting the CSR. 

The second th ing  i s  t ha t  the b i l l i n g  system i t s e l f  
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could detect an error on t h a t  service order for a number o f  

reasons, and there is a group w i t h i n  our organization working 
on those errors and correcting them as they happen. Generally, 
those errors happen about a percent t o  a percent and a half  o f  

a l l  the service orders we see i n  the CLEC world, and t h a t  i s  
comparable t o  w h a t  we see i n  our business customers, because 
the accounts are large and complex and there i s  a l o t  o f  

transactions going on a l l  a t  one time. So those two situations 
can add some addi t ional  time. 

If a service order comes down and i s  not  updated on 
the CSR prior t o  the accounts b i l l  period, then automatic 
adjustments are made t o  generally i n  this case the retail 
customer, or the CLEC i f  i t  i s  going CLEC-to-CLEC t o  take i n to  
consideration on the b i l l  the fact t h a t  the order i s  coming 
through and posting a day or several days later t o  make sure 
t h a t  the b i l l i n g  is actually effective on the date t h a t  the 
physical work t o  move t h a t  customer was performed. 

MCI has brought up an issue about a b i l l i n g  

completion notice which would be information back t o  the CLEC 

on the status or when t h a t  order actually is  updated t o  the 
CSR. One of the concerns BellSouth has i s  t h a t  t h a t  issue has 

not been addressed by OBF t o  make i t  more o f  a standard type o f  

process, a1 though Bel 1 South is w i  11 i ng t o  reconsider, you know, 
the BCN as part o f  the change control status t h a t  we have now. 
So t h a t  i s  just some information on the CSR posting w i t h i n  the 
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li 11 i ng systems 

COMMISSIONER DEASON: You mentioned change control 

status. What i s  tha t?  

MR. SCOLLARD: Yes. That request i s  i n  the 

zhange control  process . 
COMMISSIONER DEASON: The request t o  have b 

compl e t  i on not i ces? 

MR. SCOLLARD: Yes. 

Bel 1 South 

l l i n g  

COMMISSIONER DEASON: Okay. So you are reviewing 

that  a t  the  present time? 

MR. SCOLLARD: Yes. 

CHAIRMAN JABER: Do you want t o  p ick  up from your 
presentation and go back t o  some comments tha t  were made on 
ordering? 

MR. PATE: Yes, Commissioner. Ron Pate. I would 

l i k e  t o  add some comments, please. 

CHAIRMAN JABER: Go ahead. 

MR. PATE: I'm going t o  f i r s t  address i t  from a 

presentation approach as we were responding t o  some o f  the 

f i l e d  comments by the ALECs, and I th ink  tha t  w i l l  also deal 

wi th  some o f  t h e i r  comments today, as wel l  as I w i l l  have some 
addit ional  comments i n  response t o  other th ings tha t  they have 

brought t o  our at tent ion.  

One th ing  I d id  want t o  j u s t  share w i th  the 

Commission i s  telephone number migration. This i s  an issue 
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that M C I  as well  as AT&T had commented on i n  t h e i r  p r e f i l e d  

nater ia l  here, and I wanted t o  b r ing  j u s t  t o  your at ten t ion  

that the telephone number migration process was successful ly 

implemented on November 3rd o f  2001. And w i th  t h a t  

implementation there was a minor defect and tha t  was f i xed  on 

iovember 17th, j u s t  a couple o f  weeks l a t e r .  And t h a t  defect 

impacted we estimated about 30 percent o f  transactions. 

This i s  a request where WorldCom was one o f  the main 

i n i t i a t o r s  behind t h i s .  They wanted t o  be able t o  migrate or  

;witch as i s  an account j u s t  based on the telephone number. 

rhey d i d n ' t  want t o  have t o  enter the address information and 

30 through an address va l idat ion.  So we processed t h i s  and 

jccommodated tha t  request and the whole effort was t o  impact, 

-educe er ro rs  as a resu l t  o f  migration. That benef i t ted 

ibviously the  end user customer and M C I  and the other ALECs and 

it impacted and benef i t ted our operations, as we l l .  

And from what we can t e l l ,  the l a s t  po in t  I have on 

th is  s l i d e  i s  there appears t o  be having an impact here, as you 

:an see about one- t h i r d  o f  decl i ne  has resul ted i n  the t o t a l  

neject  not  o f  c l a r i f i c a t i o n  rates.  Now, I understand tha t  

there are other things i n  tha t  ra te  tha t  could impact i t  

sesides TN migration, however we th ink  having t h i s  i n  place has 

lad a very pos i t i ve  impact based on these resu l ts .  So we 

vanted t o  share tha t  w i th  the Commission. 

Another item on the next s l i de  tha t  we have here 
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deals w i th  i n te rac t i ve  agent. And I d i d n ' t  hear any o f  the 

ALECs comment on t h a t  today, but i t  was i n  t h e i r  p r e f i l i n g s ,  

p a r t i c u l a r l y  WorldCom. And they were asking f o r  consideration 

t o  have t h i s  i n  place. In te rac t ive  agent i s  a preordering form 

fo r  E D I ,  which i s  what WorldCom uses f o r  t h e i r  ordering and 

BellSouth does not have i t  f o r  preordering today. Just a 

l i t t l e  b i t  o f  h i s to r i cs .  

Back i n  1998 we started working on the development o f  

t h i s  w i th  WorldCom, and i n  February 16th o f  '99 they asked us 

t o  postpone tha t  development o f  t h i s  func t iona l i t y  a t  t ha t  time 

based on t h e i r  business reasons and needs. And, o f  course, we 

so obliged. And then they reopened t h i s  request through the 

change control  process i n  September o f  2000. And the change 

control process through i t s  process and de ta i l  p r i o r i t i z e d  tha t  

as 21 o f  36 preordering and ordering change requests a t  t h a t  

po in t  i n  time. That i s  the reason why today our resources are 

not working on the development o f  that .  So i t ' s  i n  the change 

control process. And when the CLEC community as a whole gets 

i t  p r i o r i t i z e d  a t  the leve l  where i t  i s  high we w i l l  be working 

on t h i s .  That 's j u s t  why the response o r  comments t h a t  we 

haven't put  i t  i n  place today, t ha t  i s  the l o g i c  and where i t  

stands, but  it i s  in the change control process. 

I 
Next l e t  ' s t a l k  about manual processing. There has 

/been a l o t  o f  statements made about the volume o f  manual 

processing and tha t  i t s  excessive i s  essent ia l l y  the message 
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being del ivered by the  ALECs. F i r s t  o f f ,  I want t o  say t h a t  

overa l l  from Bel 1South's perspective the ALEC orders enter 

Bel lSouth's systems, they f low through a t  a very high rate,  and 

we th ink  tha t  there i s  ac tua l l y  a minimization o f  the actual 

manual hand1 i ng i nvol ved i n  today' s envi ronment . You have seen 

t h i s  issue before. 

a r b i t r a t i o n  here, and I pointed i t  out i n  one o f  the points 

here on t h i s  s l i de  t h a t  par t i cu la r  docket and what you ordered, 

and essent ia l l y  you sa id the change control  process, you need 

t o  work through t h i s  and work as a team on these e f fo r t s .  And 

t h a t ' s  where a l o t  o f  t h i s  - -  not a l o t  o f  t h i s  - -  where a l l  o f  

t h i s  resides today, through tha t  CCP process. And, o f  course, 

there i s  also the debate on the issue o f  nondiscriminatory 

access and what i s  t h a t  r i g h t  volume o f  flowthrough, what i s  

t h a t  r i g h t  volume o f  manual . 

It was dea l t  w i th  very extensively i n  

But as you look a t  the next s l i d e  we have here, I 

want t o  po in t  out where i t  i s  today. And you have heard me 

comment e a r l i e r  t h a t  91 percent o f  a l l  the loca l  service 

requests are submitted e lect ron ica l  l y  based on four th  quarter 

resu l ts .  Actual ly  i f  you remember I pointed out i n  the s l i de  

i n  December we saw our highest rate,  i t  was 93.2 percent. But 

t h a t  91 percent i s  a f a i r  way t o  look a t  i t  over a whole 

quarter. I f  you look a t  it j u s t  from what tha t  has been 

submitted e lec t ron ica l l y ,  10.9 percent o f  these LSRs i n  the 

four th  quarter f e l l  out  f o r  manual handling. Now, tha t  i s  by 
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our systems design. So the system i s  working properly. We 

were able t o  submit these, i t  has i d e n t i f i e d  these as e i ther  

complex transactions or a t ransact ion - -  f o r  example, we ta lked 

about pending service orders. Those f a l l  out f o r  review by the  

representatives i n  the loca l  ca r r i e r  service center and fu r ther  

processing. Also, 9.9 percent o f  the LSRs submitted 

e lec t ron ica l l y  d i d  incur  BellSouth OSS system errors.  That i s  

the essence o f  flowthrough. 

CHAIRMAN JABER: Mr. Pate, who approves the requests 

tha t  come i n t o  the change control process? 

MR. PATE: I ' m  not qu i te  understanding. When you say 

approves, i f  you could help me. 

CHAIRMAN JABER: Well , you were making the po in t  

e a r l i e r  and as a lead i n t o  t h i s  screen t h a t  some o f  these 

issues, i .e., t ha t  being able t o  use the  Bel 1South system 

e lec t ron ica l l y  i s  r e a l l y  more appropriate f o r  the CCP, the 

change control  process. 

MR. PATE: Yes, ma'am. 

CHAIRMAN JABER: So I guess t h a t  would be a request 

from the ALEC t o  BellSouth, r i gh t?  I s  tha t  what a CCP i s ?  

MR. PATE: Correct. And ac tua l l y  BellSouth can 

i n i t i a t e  requests themselves. So i t  could be coming from the 

ALEC community o r  Vt could be coming from BellSouth. 

CHAIRMAN JABER: Okay. Well, where does the request 

go? 
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MR. PATE: Well, there i s  several ind iv iduals  tha t  

would get involved w i th  the va l ida t ion  o f  t ha t  request. There 

i s  a whole process tha t  i s  well  documented i n  the change 

control  process. 

CHAIRMAN JABER: That i s  governed by BellSouth? 

MR. PATE: It i s  governed by BellSouth. It i s  a 

process, of course, t ha t  the CLECs par t i c ipa te  i n ,  as we1 1 

But when you say govern, the BellSouth ind iv iduals  would look 

a t  i t  from a resource o r  I P  standpoint; i t ' s  feasible, we can 

do it. We have three c r i t e r i a  t h a t  we would re jec t  one. One 

would be based on an indust ry  standard, o r  i t ' s  cost 

p roh ib i t i ve ,  o r  i t  has a technical i n f e a s i b i l i t y .  And when we 

re jec t  those we have an ob l iga t ion  t o  come back and thoroughly 

explain tha t  t o  the community, and as a whole spec i f i ca l l y  t o  

tha t  ALEC tha t  submitted it. 

CHAIRMAN JABER: Okay. So l e t ' s  say Covad says 

you, I th ink  I should be able t o  process tha t  order 

e lec t ron ica l l y .  

MR. PATE: Yes. 

CHAIRMAN JABER: And they make a forma 

through the CCP process. You have people i n  the 

t o  

request 

I P  area ha 

look a t  t ha t  request through the CCP process and determine 

whether the request i s  techn ica l l y  feasible? 

MR. PATE: Correct. 

CHAIRMAN JABER: Those are j u s t  Bel 1 South people? 
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MR. PATE: That 's correct ,  because they are looking 

a t  our systems t o  process it. So obviously i t ' s  the people 

working w i th  our systems. 

CHAIRMAN JABER: Right. And the CCP people contact 

Covad back and say we bel ieve based on our experience tha t  t ha t  

i s  not - - t h a t ' s  not a request t ha t  i s  technical l y  feasible. 

MR. PATE: That i s  correct .  

CHAIRMAN JABER: What recourse does an ALEC have 

through t h a t  CCP process? 

MR. PATE: The recourse i s  t o  - -  f i r s t  o f f ,  they can 

go i n te rna l l y .  There i s  an in te rna l  process f o r  escalat ion f o r  

review. I f  they are not sa t i s f i ed  w i t h  tha t ,  documented i n  the 

change control  process i s  a dispute reso lu t ion  process tha t  

leads a l l  the  way up t o  taking i t  before a pub l i c  service 

commission or some sor t  o f  mediation approach or a r u l i n g  

through tha t .  

CHAIRMAN JABER: So can we go back t o  the previous 

s l ide ,  then? 

MR. PATE: Certainly.  Nate, i f  you can go back t o  

the previous s l ide .  
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