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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

DOCKET 960786-TL

SPRINT COMMUNICATIONS COMPANY LIMITED PARTNERSHIP
SPRINT METROPOLITAN NETWORKS, INC.,
DIRECT TESTIMONY OF MELISSA L. CLOSZ

JULY 17, 1997

. PLEASE STATE YOUR NAME AND ADDRESS.

Florida 32751.

Director- Local Market Development.

. ON WHOSE BEHALF ARE YOU TESTIFYING?

(“Sprint”) and Sprint Metropolitan Networks, Inc (“SMNTI”).

. BY WHOM ARE YOU EMPLOYED AND IN WHAT CAPACITY?

DOCUMEHT 11

W7243 J

. I am testifying on behaif of Sprint Communications Company Limited Partnership

. My name is Melissa L. Closz. My business address is 151 Southall Lane, Maitland,

. I am employed by Sprint Communications Company Limited Partnership (“Sprint”) as

.
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Q. PLEASE EXPLAIN THE RELATIONSHIP BETWEEN SPRINT

COMMUNICATIONS COMPANY LIMITED PARTNERSHIP AND SPRINT

METROPOLITAN NETWORKS, INC.

. Sprint Communications Company Limited Partnership is a Delaware Limited

Partnership. The partners are subsidiaries of Sprint Corporation. Sprint Metropolitan

Networks is a subsidiary of Sprint Corporation.

. PLEASE DESCRIBE YOUR EDUCATIONAL BACKGROUND AND WORK

EXPERIENCE.

. T have a Master of Business Administration degree from Georgia State University in

Atlanta, Georgia and a Bachelor of Business Administration degree from Texas
Christian University in Fort Worth, Texas. I have been employed by Sprint for over
six years and have been in my current position since February, 1997. Previous
positions within the Local Telecommunications Division of Sprint include General
Manager of Sprint Metropolitan Networks, Carrier Markets Manager of Sales and
Technical Support and General Manager of United Telephone Long Distance- Florida.
Within Sprint’s Long Distance Division, I served as Group Manager- Market
Management and Customer Support for the Intermediaries Marketing Group. Prior to

joining Sprint, I was employed by AT&T for five years in various sales and sales
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management positions within their long distance division. I also owned and operated a

consumer marketing business for two years.

Q. WHAT ARE YOUR PRESENT RESPONSIBILITIES?

A. My present responsibilities include representation of Sprint and SMNI in
interconnection negotiations with BellSouth Telecommunications, Inc. (“BellSouth”).
In addition, I am responsible for coordinating Sprint’s entry into the local markets
within BellSouth’s states. I also interface with BellSouth’s account team supporting

Sprint to communicate SMNI’s service and operational issues and requirements.

Q. WHAT IS THE PURPOSE OF YOUR TESTIMONY?

A. The purpose of my testimony is to address issues relevant to the Commission’s review
of BellSouth Telecommunications, Inc.’s entry into interLATA services pursuant to

Section 271 of the Telecommunications Act of 1996 and Docket 960736-TL.

Q. WHAT IS THE IMPORTANCE OF THIS DOCKET TO SPRINT AND SMNI?

Sprint is a certificated interexchange carrier providing long distance

telecommunications services within Florida. Sprint and SMNI are both certificated as

Alternative Local Exchange Companies (ALECs) in Florida. Sprint has also finalized
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its interconnection agreement with BellSouth in Florida. That agreement is currently
pending Commission approval. SMNI’s agreement with BellSouth is also on file with
the FPSC. Moreover, Sprint is in the process of finalizing negotiations in all other
states in which BellSouth operates as an Incumbent Local Exchange Company (ILEC).
In addition, SMNI has been operating as an ALEC in BellSouth franchise territory in
Orlando, Florida, since March, 1996. Accordingly, Sprint has first hand experience

with issues relevant to this docket.

Q. DOES YOUR TESTIMONY ALSO ADDRESS ISSUES GERMANE TO THE

COMMISSION’S ASSESSMENT OF BELLSOUTH’S STATEMENT OF
GENERALLY AVAILABLE TERMS AND CONDITIONS (“SGAT”) UNDER

SECTION 252 (f) OF THE ACT?

. Yes. The portions of my testimony which discuss interconnection implementation

concerns and operational readiness affect a new entrant’s ability to offer competitive
services. Therefore, a discussion of BellSouth’s checklist compliance under Section
271 of the Act also apply to an examination of the SGAT under Section 252(f) since
new entrants would be able to obtain interconnection services through the SCAT. 1
am not an attorney and I am not here to offer legal analysis, but it seems clear from an
operational standpoint that the same standards, the interconnection requirements
found in Section 251 and the requirements of cost-based rates in Section 252(d), apply

to both the 271 checklist analysis and the 252(f) analysis.
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Q. WHAT ISSUES WOULD YOU LIKE TO ADDRESS?

A. I would like to address Issues 3 and 3(a) as identified by the Commission in its
“Tentative Issues List.” Specifically, I will address three aspects of Issue 3 and 3(a).
They are Operational Support Systems (“OSS”), BellSouth’s proposed performance
measurements, and performance issues relevant to SMNI’s experience as an ALEC in

Florida.

Q. WHAT IS THE FIRST ISSUE YOU’'D LIKE TO ADDRESS?

A. T will address issue 3 which has been stated as follows:

“Has BellSouth provided nondiscriminatory access to network elements in accordance

with the requirements of sections 251 ( ¢ }3) and 252 (d) (1) of the

Telecommunications Act of 1996, pursuant to 271 ( ¢ ) (2) (B) (ii) and applicable rules

promuigated by the FCC?”

Q. WHAT SPECIFIC ASPECTS OF ISSUE 3 WILL YOU ADDRESS FIRST?

A. T would like to address the area of Operational Support Systems.

Q. ARE OPERATIONAL SUPPORT SYSTEMS RELEVANT IN THIS DOCKET?
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A. Yes. The competitive checklist in Section 271(c) of the Act includes

nondiscriminatory access to network elements. OSSs have been defined as a network
element by the FCC in its First Report and Order in CC Docket No. 96-98 (issued
August 8, 1996). More specifically, BellSouth has an obligation to provide new
entrants nondiscriminatory access to the systems utilized for the various OSS

functions, Pre-Order, Ordering & Provisioning, Maintenance, Usage and Billing.

. PLEASE DESCRIBE THE OSS FUNCTIONS.

. “Pre-Order” can be described as preparatory work necessary to submit an accurate and

complete order. Pre-Order includes things like address verification, services &
features availability, telephone number assignment, dispatch scheduling, establishment
of due date, and customer service records. This information is obtained from the

ILEC.

“Ordering/Provisioning” is the function of actually submitting the necessary
information to the ILEC so that service can be installed. The order includes among
other things the information from the Pre-Order function. It also includes feedback
from the ILEC to the ALEC regarding confirmation of order receipt, order

completion, etc.
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“Maintenance” is the function utilized by the ALEC to report and monitor problems
with services provided by the ILEC. It includes generation of trouble reports,

troubleshooting, status updates, reporting, etc.

“Usage” is the function where the ILEC sends to the ALEC the information necessary
for the ALEC to bill its end users. An example of this is the call detail records created

when a ALEC end user makes a telephone call.

“Billing” is the function whereby the ILEC submits information to the ALEC for the
services the ILEC has provided to the ALEC, i.e., the wholesale invoice for services

resold by the ALEC.

The most critical functions as determined by the impact to the end user include Pre-
Order, Ordering & Provisioning, Maintenance and Usage.  It’s imperative that these

functions provide nondiscriminatory access as described previously.

. WHAT IS MEANT BY NONDISCRIMINATORY ACCESS?

. Nondiscriminatory access in this regard means the OSS interfaces must provide )

equivaience to the ILEC for information availability, (2) equivalence of information

accuracy, and (3) equivalence of information timeliness.
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Q. WHY IS NONDISCRIMINATORY ACCESS NECESSARY?

A. Nondiscrimination, sometimes referred to as parity, is a prevalent theme throughout

the Act and the FCC’s First Report and Order. It is the standard that has been set to
ensure an environment is created that is conducive to competition. A lesser standard
would certainly hinder competition. Since the Act seeks to create an environment
where effective competition can take place, it is clear that anything less than

nondiscriminatory access to OSSs is unacceptable in accomplishing our goal.

. PLEASE SUMMARIZE SPRINT’S PERSPECTIVE ON BELLSOUTH’S INTERIM

OPERATIONAL SUPPORT SYSTEMS AS REPRESENTED BY BELLSOUTH.

. Fundamentally, Sprint believes that nondiscriminatory access to operational support

systems encompasses more than publishing descriptions of the functionality that the
systems are intended to provide. It is achieved when the systems interfaces are
functioning in a real world operating environment such that the resulting experience
for the end user ALEC customer is at parity with what BellSouth provides its own
customers. This is the only true test of whether the nondiscriminatory access test with

respect to operational support systems has been met.

. DO THE BELLSOUTH OSS INTERFACES MEET THE STANDARD OF

NONDISCRIMINATORY ACCESS?
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A. No. Although BellSouth is developing interfaces for each of the OSS functions, the

two primary concerns are; (1) the interfaces BellSouth has introduced to date are not
fully deployed and tested; and (2) the proposed OSS interfaces are only interim

solutions.

. PLEASE EXPAND ON YOUR FIRST CONCERN.

. BellSouth has recently introduced several interim interfaces for use by the ALEC

community. These interfaces still support only certain products, features and service
order parameters. Many enhancements to accommodate these gaps in functionality are
planned by BellSouth. But until these interfaces are fully developed, deployed and
tested in a real world operating environment, their ability to provide parity to what
BellSouth experiences in providing service to its own customers will not be known. In
its 3/21/97 Order rejecting BellSouth’s SGAT (Docket No. 7253-U), for example, the
Georgia Public Service Commission found that “[n]Jondiscriminatory access to [OSS]
is an integral part of providing access to unbundled network elements, as well as
making services available for resale”, and that “[t]he record shows that BellSouth has
not yet demonstrated that it is able to fulfill these important aspects of the Statement’s

provisions on a nondiscriminatory basis that places CLECs at parity with BellSouth.”

Q. PLEASE PROVIDE A FEW EXAMPLES.
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A. Intestimony in other states, BellSouth has asserted that “each interface is now fully
operational.” While Sprint does not dispute BellSouth’s assertion that the interfaces
discussed in its testimony are operational, it is important to point out that there are

numerous gaps in functionality that are still being addressed.

For example, electronic access to Customer Service Record (CSR) information,
according to BellSouth, has just become available. When ALECs have the opportunity
to use this capability, it is Sprint’s understanding that ALECs will have the ability to
print one screen of information at a time compared to BellSouth’s own retail operation,
where multiple pages can be printed on command. LENS will also only enable ALECs
to view the first 50 pages of the customer’s record. A phone call to the Local Carrier
Service Center (LCSC) is required to obtain the additional pages in the record. These
small differences in functionality have a significant negative impact to an ALEC’s sales
or service representative’s productivity, particularly when dealing with large, multi-line
business customers. There is also a corresponding impact as far as being able to
provide an ALEC customer with the same experience that BellSouth provides its own

customers.
Moreover, until electronic access to CSRs is tested in a “live” operating environment

and experience is gained serving customers with this new functionality, its ability to

provide parity in the customer experience is unknown.

10
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BellSouth has also stated in testimony in another state that, “There is a limited need for
pre-ordering information for orders involving existing customers who already have
telephone numbers and installed services and who just want to switch service
providers.” Sprint’s experience as an ALEC in Florida and in other states, both as a
resale and facilities-based provider, has without exception demonstrated that real time,
interactive access to CSR information in absolutely critical to providing accurate
service pricing information and other service enhancement recommendations. It is well
known within telecommunications sales and service organizations that many customers
don’t know exactly what services and features they have, or may believe they have
something that they don’t. ALECs must be able to view and access this information in
parity with BellSouth in order to provide parity with respect to the customer’s service

experience.

As another example, BellSouth has further stated that unbundled network elements
such as loops, ports, and interim number portability can be ordered via LENS.
However, Sprint has been told by BellSouth that this capability is the functional
equivalent of submitting these orders via facsimile, and that actual on-line ordering
capability for unbundled network elements will not be introduced until some point in
the future. Sprint’s current experience in ordering unbundled network elements from
BellSouth in Florida, which I will discuss in more detail later, demonstrates that
exchange of information which is dependent upon human intervention is subject to

error and ultimately results in a diminished level of service to the ALEC customers.

11
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Sprint believes that this is a good example of where a system’s availability clearly does

not equate to “fully operational.”

From a practical standpoint, ALECs ordering unbundled network elements via
BellSouth’s EXACT system will have to interface separately with BellSouth’s LENS
system to place certain service or feature orders or, for example, get CSR information.
The EXACT interface was actually designed to support interexchange carrier access
orders, not unbundled network elements. Since true electronic ordering functionality
has not yet been introduced for LENS, the multi-system interface required in order to
provide end user customers with service is both operationally and functionally
burdensome for ALECs, and most certainly does not provide a parity experience for

ALEC customers.

A few final examples with respect to LENS include the inability for an ALEC to submit
change orders when an error has been identified or when the customer changes his
order. ALECs must cancel and re-issue these orders with the probable result of an
extended due date for the customer. The functionality to issue a “change” order is still

under development.

In addition, if a customer has already converted to an ALEC’s service and wishes to
add or remove features, LENS will not currently support this “change” order. A paper

Local Service Request (“LSR”) submitted via facsimile to the LCSC is required.

12
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Q. PLEASE DISCUSS SPRINT’S CONCERNS REGARDING THE TROUBLE

ANALYSIS AND FACILITIES INTERFACE (“TAFT).

. Trouble Analysis and Facilities Interface (TAFI) is currently limited to resale

services only that can be related to a telephone number. It does not support circuits.
While BellSouth has stated that TAFI can also be used to submit troubles associated
with unbundled network elements such as unbundled ports or interim number
portability, once again Sprint has been advised that this functionality is the equivalent
of sending a facsimile transmission since human intervention will be required to
retrieve the information and re-enter such troubles into the appropriate BellSouth
system. Clearly, this does not equate to “access” to BellSouth’s underlying OSS and
most definitively is not “access to the information and functions in BellSouth’s
operational support systems in substantially the same time and manner as BellSouth

has access for its retail customers,” as BellSouth claims.

. WHAT HAS SMNI EXPERIENCED IN UTILIZING BELLSOUTH’S

OPERATIONAL SUPPORT SYSTEMS?

. SMNI, a facilities-based operation in Florida, is provisioning service to customers

utilizing unbundled network elements obtained from BellSouth. Since SMNI has its

own central office switch and a limited fiber optic backbone network, it must order

13
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numerous service types from BellSouth including local loops, local number portability,

directory listings, interoffice trunks and local interconnection trunks.

SMNI currently utilizes EXACT to electronically transmit local loop orders to
BellSouth. This has resulted in improved accuracy in the actual orders submitted

compared to the previous process which was transmission via facsimile.

In order to fully provision service to SMNI end users, however, SMNI must place
separate service orders with BellSouth for local number portability (if the customer is
keeping his BellSouth number) and for the customer’s directory listing. These are

currently being processed via facsimile.

Since there is no way to electronically coordinate the receipt of these orders by
BellSouth, and there is no way for the SMNI service representative to know which
BellSouth representative will receive the EXACT order processed, a telephone follow-
up is required by the SMNI service representative to insure that the orders are

properly coordinated.

SMNI is aware that LENS is available for transmission of the directory listing order,
but has been reluctant to insert another interface into what can only be described as an
inherently immature and cumbersome order process., Moreover, electronic
transmission would not eliminate the burden of coordinating the orders since EXACT

and LENS do not interface with each other.

14
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Further, SMNI is receiving CSR information currently via facsimile request and
receipt. Sprint learned only recently that electronic access to CSRs had been
introduced by BellSouth and is hopeful that it can take advantage of this capability in

Florida given that it represents an opportunity for improvement over the fully manual

_process currently utilized.

. WHAT IMPACT HAS THE CURRENT OPERATIONAL SUPPORT SYSTEM

ENVIRONMENT HAD ON SMNI'S ABILITY TO PROVIDE QUALITY

SERVICE TO ITS CUSTOMERS?

. SMNI has found it necessary to add personnel whose sole responsibility is to hand

walk customers through the pre-order, ordering and provisioning processes. Beyond
the higher operating costs and cumbersome administrative environment, the result to

customers has been lengthy service installation intervals and an extended sales process.

. PLEASE EXPAND ON THE CONCERN RELATIVE TO INTERIM

INTERFACES.

. Earlier in this testimony, it was noted that the interfaces introduced by BellSouth for

use by ALECs are only interim solutions. This is consistent with Sprint’s observations

in other regions where incumbent local exchange companies (ILECs) have developed,

15



in most cases, a Graphical User Interface (GUI) in front of their legacy or retail

systems, or relied upon other standard transmission methodologies such as EDL.

There are numerous shortcomings in these interfaces. As examples, they don’t

conform to industry standards and they don’t provide flow-through to the ALECs’
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own operational support systems.

Q. PLEASE DESCRIBE WHY CONFORMANCE OF OPERATIONAL SUPPORT

SYSTEMS TO INDUSTRY STANDARDS IN CRITICAL.

A. The lack of industry standard operational support systems interfaces means that
ALECs have to use different interfaces for each RBOC or independent telephone
company market served. Since every GUI system is unique, significant development,

administration and training expenses will be incurred by every ALEC that chooses to

operate in more than one ILEC market.

ALECs will be significantly disadvantaged in a competitive local market from both a
time and cost perspective if forced to develop numerous system interfaces and provide

training and administrative support for multiple systems and processes.

Q. WHAT IS MEANT BY “FLOW-THROUGH” BETWEEN BELLSOUTH AND

ALEC OSS?

16
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A. Flow-through means the ALEC’s electronic OSS will interact or interoperate with

BellSouth’s electronic OSS. This is sometimes referred to as a “machine-to-machine”

interface since it excludes manual or “human-to-machine” interaction.

. WHY IS FLOW-THROUGH TO ALEC SYSTEMS IMPORTANT?

. Without full system flow-through, ALEC orders will have to be re-keyed by either the

BellSouth representatives or the ALEC. This manual intervention creates significant
opportunity for errors. These errors can have a significant negative impact on a
ALEC'’s ability to provide quality service and creates an impediment to the

development of local competition.

. WHAT IS YOUR UNDERSTANDING OF BELLSOUTH’S PLANS FOR THE

DEVELOPMENT OF PERMANENT OPERATIONAL SUPPORT SYSTEM

INTERFACES?

A. BellSouth, like many other ILECs, has proposed “customized” electronic
interfaces that reside in front of the many systems the ILEC uses itself. These
interfaces will conform to industry standards whenever possible and provide full
systems flow-through, or “electronic bonding.” As of this date, these interfaces have
not been designed, tested or released to the ALEC community. Further, until the

systems have been operational in a real world environment and functioning to support

17
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ALEC customers, it cannot be determined whether they are adequate to meet the

nondiscriminatory access standard.

. WHAT IS THE SECOND ISSUE YOU’D LIKE TO ADDRESS?

. The second issue is the Commission’s Issue 3(a), which states:

“Has BellSouth developed performance standards and measurements? If so, are they

being met?”

. WHAT IS SPRINT’S UNDERSTANDING OF THE STATUS OF THE

ESTABLISHMENT OF PERFORMANCE MEASUREMENT STANDARDS AND

EVALUATION OF THEIR ACHIEVEMENT?

. It is Sprint’s understanding that negotiation of performance measures between

BellSouth and AT&T were just recently concluded. Sprint’s recently filed
interconnection agreement with BellSouth in Florida states that the parties shall
mutually agree on specific quality measurements within 45 days of the Agreement’s
approval. Sprint further understands that the systems modifications necessary to
actually capture performance element measures and produce reports are currently

being developed.

18
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Sprint’s experience with its facilities-based ALEC operation operating in Orlando,
Florida, provides a current example of the status of the implementation of performance

measurements.

Sprint’s ALEC operation has been serving customers utilizing unbundled network
elements in Florida since July 1996. SMNI orders placed with BellSouth for unbundled
network elements would include, as examples, local loops, focal number portability,

directory listing information, interoffice trunks and interconnection trunks.

As of this date, SMNI has not been provided any information relative to BellSouth’s
performance in support of the pre-order, ordering, provisioning or maintenance of

services purchased from BellSouth.

Sprint has requested that performance measurement information be provided relative
to BellSouth’s support of the Orlando facilities-based operation. BellSouth has
indicated that the supporting processes to produce the measurements are still being
developed and committed to reporting back to Sprint as to which performance
elements could currently be captured and reported. Sprint is currently awaiting

BellSouth’s response to our inquiry.

Sprint appreciates BellSouth’s commitment to performance standards but contends
that the act of publishing an agreed upon list of performance measurements is

fundamentally different from demonstrating that the stated performance targets can be

19
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met. Putting the performance measurements, as mutually agreed, in writing is a good
first step. Actually meeting the agreed upon performance targets on a consistent basis
is the only true indicator of whether BellSouth is fulfilling its obligation to provide
resale services and unbundled network elements in parity with what it provides to itself

and others,

In the Georgia Commission’s recent Order rejecting BellSouth’s Statement of
Generally Available Terms and Conditions (p.30), they state that “BellSouth can
improve the Statement by specifying the standards to which it can commit in providing
interconnection and unbundled access to network elements.” The Commission further
suggests that “BellSouth may submit its internal standards for comparative purposes,”
and that these standards “need not be a part of the Statement, but will be relevant in

documenting that CLECs are treated on a nondiscriminatory basis.”

Sprint agrees with the Georgia Commission’s conclusion that the comparison of
BellSouth’s performance in supporting ALECs to its internal standards is relevant to
an evaluation of its ability to treat ALECs on a nondiscriminatory basis. Sprint further
believes that comparison of BellSouth’s performance in supporting itself and its
affiliates to its performance in support of ALECs and the ALEC industry provides the
most complete evaluation of nondiscriminatory treatment. Moreover, Sprint sees this
documentation as an essential, fact-based evaluation tool critical to parity

considerations.

20
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The key point is that until these performance measurements are captured, reported and
evaluated based on actual performance in serving ALEC customers, a factual
determination of whether BellSouth is treating ALECs on a nondiscriminatory basis

can not take place.

. PLEASE DISCUSS THE THIRD ASPECT OF THE ISSUES IDENTIFIED IN

THIS PROCEEDING THAT YOU’D LIKE TO ADDRESS, WHICH IS
BELLSOUTH’S PERFORMANCE IN PROVIDING UNBUNDLED NETWORK

ELEMENTS TO SMNIL.

. As previously noted, SMNI operates as a facilities-based local service provider,

focused primarily on the Metropolitan Orlando area. SMNI has experienced ongoing
problems when attempting to acquire service from BellSouth. Those problems can be
categorized as poor communications, ineffective processes, lack of performance and

maintenance problems.

. HAS SPRINT COMMUNICATED ITS CONCERNS ABOUT BELLSOUTH’S

PERFORMANCE IN SUPPORTING SMNI TO BELLSOUTH?

. Yes. While there has been a continuing dialogue with BellSouth regarding

performance issues since prior to the first service order being placed, formal written

21
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correspondence has been underway between the companies since February 6, 1997,

This correspondence is attached to this testimony as Exhibit MLC-A

. HAS THERE BEEN ANY IMPROVEMENT SINCE THIS WRITTEN

CORRESPONDENCE, AS SHOWN IN EXHIBIT MLC-A, BETWEEN SPRINT

AND BELLSOUTH.?

. While individual customer incidents are continuing to be addressed, the underlying

process deficiencies leading to the problems have not been corrected, and service-

affecting incidents continue to occur.

. WHAT KIND OF PROBLEMS IS SMNI CURRENTLY EXPERIENCING?

. Problems are occurring in virtually all phases of the customer activation process. For

example, BellSouth regularly misses its commitment to notify SMNI if there is a
problem of some kind with an order within 48 hours of its receipt. These delays
frequently cause installations to be postponed meaning that SMNI misses the due date
commitment to its customer. In fact, if the order problem is discovered close to the
scheduled cutover date and orders to disconnect BellSouth’s service have been entered
into BellSouth’s systems, BellSouth has in numerous instances been unable to cancel

the disconnect orders and customers have been taken out of service in error. Cutovers

22




10

11

12

13

i4

15

16

17

18

19

20

21

22

have also intermittently been incomplete due to BellSouth provisioning, equipment or
network capacity issues. SMNI’s wholesale bill has also been problematic. Rate
elements have been repeatedly mis-applied and SMNI has had to request adjustments
every month. Incorrect provisioning of circuit orders has also caused post-cutover

problems such as diminished data transmission capability.

. PLEASE PROVIDE A FEW EXAMPLES.

. An ordering problem occurred recently when BellSouth issued its internal orders for

one local loop incorrectly twice resulting in an eighteen day installation interval and an

executive complaint from the customer.

Several orders were also delayed when a week after correct orders were issued by

SMNI, BellSouth notified SMNI that there was a facilities shortage.

Within the past week, customers have been taken out of service in error because
BellSouth was unable to stop disconnect orders that had been issued on a cutover that

had been delayed.
In another instance, a customer that moved was without service for a day and had only

two of fourteen lines operational for another day primarily because BellSouth failed to

identify a facilities shortage problem until the Friday before the scheduled Monday
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cutover. Sprint executive escalations were required to secure commitments to

complete the service installation at the end of the second day.

Finally, a BeliSouth error in processing SMNI orders for an interoffice trunking
reconfiguration project created an “all circuits busy” condition for callers trying to
reach SMNI customers on a recent Monday morning. Over twenty trouble tickets

were received and the error took nearly three hours to correct.

Q. ARE THERE ANY OTHER EXAMPLES THAT WOULD ILLUSTRATE YOUR

CONCERN?

A. Yes. A particularly troublesome series of service interruptions has occurred since May
19, 1997 related to SMNI customers receiving calls through the BellSouth network.
On three separate occasions, translations errors made by BellSouth interrupted local
number portability functionality, such that SMNI customers could receive calls directly
to their Sprint numbers, but calls being call-forwarded through the BellSouth network

could not be completed.

Q. HAS THE PROBLEM BEEN CORRECTED?

A. The translations errors have been corrected, but the underlying permanent process

correction is still being addressed. BellSouth has advised Sprint that a system
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modification is required to prevent inadvertent manual intervention with respect to
SMNTI’s translations tables. While we understand that BellSouth is working diligently
to prevent future errors, this is just one of many examples that could be shared
demonstrating that the fundamental processes to effectively support the provisioning
of unbundled network elements are in a highly developmental state and are currently
incapable of producing consistently acceptable performance levels. These examples
further illustrate the total dependence of even a facilities-based ALEC such as SMNI
on the integrity and accuracy of BellSouth’s processes and systems in providing

quality service to its customers.

. WHAT HAVE BEEN THE CONSEQUENCES OF THESE PROBLEMS?

. SMNI has suffered loss of revenue, loss of customers, a damaged reputation and

increased operating expenses.

. IN YOUR OPINION, DOES BELLSOUTH MEET THE COMPETITIVE

CHECKLIST?

. No.

. DOES THIS CONCLUDE YOUR TESTIMONY?
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A. Yes, it does.
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Dumenghnm, Alsbwnin 35244

February 6, 1997

Ms. Meclissa Closz

(ieneral Manager

Sprint Metropolitan Networks, Inc.
Box 162922 M/C 4380

Altamonte Springs, FL 32716-2922

Dear Melissa:

Thank you for your follow up call concerning the progress that BellSouth has made
regarding your repair issues. The source of the immediate problem has heen identified,
correcled, and communicated to all arcas of aur company that arc affected. Additionally,
we are laking steps to ensure that our cmployees understand the repair processes and
service provisioning flows thar are applicable for Sprint Metropolitan Networks.

BcllSouth is currently in the process of adding resources to our account team, opcrations
center and support stall in order 1o more effectively serve you. Cur account team will
confinuc to act as your advocate within I3¢/lSouth to ensure that your needs arc met. [f
there are additional issucs that I need 1o address for you, plcase don’t hesitate to let me
know,

Sincerely,

Chns.
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April 18. 1997

Ms. Carol Jarman
Director

BellSouth Inrerconnection
Sujie 440

Two Chase Corporate Drive
Birmingham, Alabama 35244

Dear Carol:

While we werc optimistic after our January 23 meeting with BellSouth's Account Team
serving Sprint that service order and instatlation processes would improve, Sprint
Metropolitan Netwarks (SMNI) continues 1o experience delays with the majonty of its
orders placed with BellSouth. I am writing to request your assistance in quickly
addressing several issucs associated with these delays which have resulted in missed
SMNI service insullation commitments on mulriple occasioas.

First, BeliSouth confinues to miss it commitment to SMNI to return Customer Service
Record (CSR) requests and Firm Order Confirmations (FOCs) within 48 hours of receipt.
It is the exception when a CSR or FOC is returned in 48 hours. Usually, a follow-up cal
must be placed by SMNI 1o inquire as to status and to escalate the request for CSR or
FOC rctumn.  As an cxample, during the week of March 30, numerous orders were
delayed or rescheduled because SMNJ was unable to acquire vital information in order to
properly provision service to its customers.

A second source of concern is that SMINT has been infarmed by the Birmingham LCSC
that there are only three mdividuals 1 their office thar are able to properly accept and
process SMINT orders. At ane point, of the three, twa were out of the office, leaving only
one person 1o handle the entire work load, Even when specific orders were cscalated, the
responses by BellSoyth included, “1 have found your ASRs and will have Nancy process
them when she retums on Monday.” This was an cscalation on Thursday, 4/3 for an
order due 4/10. (Nancy was rerurning on 4/7.) Another regponse provided 1o SMNT was,
“[ have ten of your (SMNI) orders on my desk. Which one do you want first?”

|
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Carol, the clear impression of the SMNI team is that the LCSC is significanily under-
resourced 1o effectively handle SMNI arders. In addition, poor workforce scheduling has
frequently made a bad situation worse.

To illustrate, by special arrangement with BellSouth, SMNIT recently submined ASRs on
4/3 for 143 lines for a larpe business customer with an FOC return comtnitment of 4/10.
Correct FOCs were not been received until 4/16.

In another recent example, SMNI submitted ASRs on 3/17 with 2 4/11 due date. Sprint
had also sold this customer a PBX, and the customer requested that the service cut-over
and PBX installation be handled concurrcatly. BellSouth was unable 1o locate the 3/17-
dared ASR, was subsequently slow in responding, failing to retumn the FOC until 4/9, and
on 4/10 determined that BeliSouth would not be able to convert service on the requested
due date. BellSouth requested an additional week 1 properly pravision and prepare for
the conversion. Nexxdless ta say, the entire cutover had to be postponed and the customer
was furious.

Finally, three SMNI customer orders are currently delayed because of BellSouth’s
inabijlity to properly provision an SMNI service order when the BellSouth setvice is
provisioned utilizing a “DACS-mapped integrated SLC.” For one of these customers.
tests were performed while parmering with BellSouth 1o engipeer service reusing the
“DACS-mapped mtegrated SLC” facility. The tests were successful, SMNI special-
ordered channe! cards for its central office in order to provision the services and orders
were subsequently submitted 1o BeliSouth, BellSouth then informed SMNI that they
were unable to process the arders and the conversions would be delayed uatil new
facilitics could be provisioned or untit BellSouth could determine “how and if”* they
would provision this type of service ixjuest. The ASR for one of the three customers
referenced was firs? submitied to BellSouth in September, 1996, and has been repeatedly
scheduled, re-scheduled, and delayed

Carol, I am asking for your assistance in addressing the above issues and would
appreciate your response as 10 the nature and time-frames of the proposed fesolutions.

Please contacl me if you need additional detail. 1look forward to your rezponse.

Sincerely.

Melissg L. Closz %7'

ce: Joe Baker- BellSouth
George Head- Spnm
Richard Warner- Sprint
Bill Bolt- BellSouth
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BellSouth Intercannactiaa Sevvices Fax 205 958-56R8
Suite 440 206 388-1700
Twro Chase Corporste Drive

Birmingham, Alabamyg J5244

April 25, 1997

Ms. Melissa Closz

Director Local Market Development
Sprint Metcopolitan Networks, Inc.
154 Southhall Lane Suite 4008
Maitland, FL 32751

Dear Melissa:

Carol B Jarmaq
Seles Aswistant Vico President
Sprint Account Team

Thank you for your letter dated April 18. You expressed several concems and | will address

each of them.

The first issue in your lefter was BellSouth’s failure to meet the 48 hour cammitment on Firm
Order Confirmations (FOC). The primary reason fof this has been a lack of resources. We
have bean working diligently to increase our personnel. Next week we will add 14 service
representatives to our Birmingham office to handle Unbundled Network Element service
requests. In approximately 2 weeks, 18 addiliona! service representatives will complete
their basic training. This represents an increase of more than 300 percent and will enable
the LCSC to process your service requests in a more timely manner and meet our 48 hour

FOC commitment.

4

We recently implemented new software to improve the automated delivery of Customer
Service Records. In addition, a Project Manager has been charged with reviewing the

proceas, documenting pracedures and assigning responsibilities. There will also be an
additional management person to supervise the clerical staff.

As you are aware, the account team 1s working diligently to transition SMNI to EXACT,
which is a mechanized service ardering interface. We have scheduled a visit to your
QOrlando offices on May 7-9 to help facilitate that {ransition and will bring scveral subject
matier experts to give hands on training to your personnel. This will also ¢ontribute to a

more timely flow of information.
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Your additional concerns also relate to a lack of resaurces. Onca again, the increase in
personnel should alleviate this problem. We are sorry that the responses you received
when inquiring about your orders were not In keeping with your expectations or BellSouth's
desire to provide you the best possible service. As set forth above, BellSouth is taking the
necessary steps to make sure this does not happen again.

I am not in a position to give you a definite answer regarding "DACS-mapped integrated
SLC.” BeliSouth deas not have any Methods and Procedures (M&P's) in place for a DACS
cutover., A change in company policy has to be made before we can provision these orders.
However, this has been escalated and we will provide you with a status on this issue next
week,

| sincerely apclogize for any inconvenience we hava caused your company. The account
team is aculely aware of the importance of prompt response times for service and
provisioning in today's local enviconment. Toward that end, we will continue champion your
needs within BellSouth.

Canol_

cc:.  George Head - Sprint
Joe Baker - BellSouth
Richard Warner - Sprint
Bill Bolt - BellSouth
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=== Sprint

George V. Head

Vice Presidant

Local Market Integration
7301 College Bivd
Overland Park KS 66210
KSOPKV(0203

Phone: 913-534-6102
Fax: 913-534-6304

May 1, 1897

BellSouth Telecommunications, Inc.
Mr. Joseph M, Baker

Vice President - Sales
Intarconnection Services

675 West Peachtree Street, N. E.
Suite 4423

Atlanta, Gecrgia 30375

Dear Mr. Baker:

| am in receipt of Carol Jarman's letter to Melissa Closz dated April 27, 1987. 1
appreciate BeliSouth meeting its Friday commitment with a response to the
service difficulties we continue to experience. Carol and | also spoke briefly on
Friday afternoon.

We agrea with Caral's conclusion that BellSouth has not adequately staffed its
LCSC. It has been our experience with other suppliers, however, that meraly
adding people, by itsalf, will not solve the service problem. Sprint recommends
that a joint quality team be establishad that has the charter to mutually map the
end-to-end process and identify opportunities for cycle time reduction and
accuracy impravement. The team should also gain agreement on
rneasurament meatrics and metric calculation formulas and data sources.

Sprint alsa requests that, if not already in place, that BellSouth dedicate
resources in its LCSC specifically to Sprint's account service nesds. Sprint
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commils to provide timely foracasts to assist in appropriately sizing the group
dedicated to Spant's account.

Wae are hopeful that BellSouth's EXACT systemn will provide an acceptable
interim interface for tha local loop portion of SMN! service orders. The team that
meets In Orlando next month should attempt to quantify the number and type of
orders that may be processed through the EXACT autemated interface.

With respect ta BellSouth's 48 hour FOC commitment, it should be noted that
Sprint does not consider 48 hour turn around to be an acceptable performance
level. In a manual environment, Spiint believes that 24 hours is readily
achigvable. Whan automated processes are implemented, a 4 hour
tumaround is expected and achievable. Absent this level of performance,
BeliSouth will be unable to meet its obligation to serve CLECs with the same
speed and quality with which it serves its end user customars.

In our view, BellSouth has made no progress against its commitments made on
January 23rd in Orlando. BellSouth's lack of performance has been harmiul fo
Sprint's relationship with its customers, caused financial harm to Sprint and its
customers, and is an impeadiment to the development of compstition in Central
Florida. As such, Sprint must regreftably insist that BellSouth fix its provisioning
process, with demonstrated results, prior to 6-1-97. It not, Sprint will be forced
to seek other remedies to achieve the service quality Sprint and ils customers
daserve and are legally entitled ta receive.

" George V. Head
GVH:tit

oy John Cascio
Melissa Ciasz
Ellen D'Amato
Carol Jarman (BS)
Rich Morris
Bob Runke
Gary Owens
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@ BELLSOUTH

BallSouth interconnestinn Scrvices
Twq Chaze Carparate Oriva, Suita 440
Burmingham. Alsbama 35744

May 2, 1997

Melissa Closz

Director Local Market Developmeni
Sprint .

151 Scouthhall Lane, Suite 400B
Maitland, FL 32751

Dear Melissa,

{ would like to provide a status on an Issug identified in your lefter of April 18 regarding
DACS mapped Integrated SLC. This issue has been escalated and appropriate
resources assigned lo study the Issue. This is a non-standard procedure that

involves manually provisioning circuits without a service order.

We do not want to use this method until we are convinced that we understand all of the
impacts to your end user customer, We will continue to look at this issue to rasclve
these concems and will update you as soan as possible.

(1l
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Mr. George ¥, Head

Viee Prezsldenr

Lacal Market Inlegention
Sprint

7304 Callege Boylovard
Ovetland Park, K5 58210

Dear George:

This lefler 13 in roply 1= your correspondonce of May |, 1993. 1 hope you did not misundersand Catol Jarman's
explanaden of whet is being done o salialy Sprint Metrs's business requiremaats. BellSauth is sommined ©
yervinn Sprinl Mciro in the best mannar peasensbly pogsible. | will, howsver, sddreas the (gsueg raized in arder o
prevent any misundersianding conconing BellSouih’s commimmeny o providing Sprint Mesa and Sprint NIS widh
sSppfopriaia service levelg,

As you know, BallSauth hes sizendy taken mubstantial atcps o ensure that Sprint NIS receives an apprapnals level
of servicd. Sprint NIS's interface with BallSouth is through a dedicated 2ccount m. Morcover, 3 portion af this
tenm L& assignad o work with both Speint NIS xad Sprint Metro @ fasilitals their working velationships with
BellSouth as they enisr local markcts in the Southaast, Furihor, & project mansger and 2 newly sppointed cudtamer
Support mansger have boes added W e LOSC 5 provide sddilional suppart in pracesslog arders and addpessing
sorvice notds. We arc in 1he procass of eatablishing an implemsalabon kewm of subject maxer expeans to {acilitae
eur CLEC custamer's smiY up opemtion. As s0on as (his tam is {n place and praperly mained, we will set up s
sarics of maatingr with Sprint 1 review end-1o-ead processes and to look for segaeing Improvements.

These mankgan had SprinCs ascount team arm in dnily eantet with thair colintenans al Sprint NTS, Sprint Mctto,
znd the LCSC, BellSouth sceount mansgement fat Sprint Mot was gansidoned 1a the $print Account Team in
Januery in order to provida dedicatad suppont that is saperienced in danling with Sprint and itz requireonents.

Au Carol polared out in her leacr 1a Mufina Closz, additianal service represcntarivet 1 iisndle servies requas for
uADbUndled natwork clomens wers added 16 the LCSC the week of Apsil 21, and myare reprosentatives will comples
training snd jnin the LCSC SIAIT tive weck of May 12. Though Sprint NIS hax currently issund pe arders for service,
I believe, assuming BellSourh is provided reasonsble farecasiu lrom Spring NIS in 2 trely fashian, tha LCSC and
the Sprint dedicatcd account team will be abis ro previde Sprint NIS with the propey level of ervice ance Sprint
MI8 begins 1o ploce ordars.

BallSouth has axked Sprint NIS far forecasts of the number uf eepsgisd orders since December 1996, We
sppreciste thal forecasting can de difficul, but © date the informarion BellScuth hat received is too geocral to be
usefi! for plannlag end siffing purposes. In order io ha of valua, BellSouth wiii nead apacifi= forecast information
by month, state, munbentype of lines (0.5, ravidance, bususs, Tunks, BSS X/MultiSary, eec ), LNEz and
numba/type of service orders {new, dilconnodt, move, mcord only. chunge, sic.).
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1t was mentiaasad in yout leftar thal SpeinI doph not considar tha 48 hour FOC cammitmont accepiablo, hawever, the
4% hour FOC commitment is rucogrized w the sanderd by Sprint Molro in Ms. Closx's April 1R istter. BellSouth
{nienda © fulfill i commivmeat 1o Sprnt Matro iR this rogard. Whils the 4§ hour FOC commitment Is of issue
Dafween Sprint NI8 and Bellicuth iw current contrect segolisdons, this dlzagresinent does nat support the
abpervation thei s 48 hour FOC cammilment an the pagt of BsliSouth it sershow impropor or ineppropriacs.

LasOy, BaliSouth will provide hands-ca training 1o Spriny Meos on the EXACT rysiem an May 8. Thig syswem
should @yinimize muaual intervention end streamime oaler flows. Al you know, the account tam snd BeliSauth's
subject master sxpors have worked exwrsively with Sprma NIS to a2t focth fully Uhs optlons for sleerronic inlorfases
and 10 dotsrmina the bast applicatiens for Sprint NIS's usc. '

George, BollSouth valuss Sprint as & lang lohm cosomer, and il (8 our desite 1o Mmaintain » refstionship with Sprint
thai ix hased upan munssl respect, avat and cammitment. [ can assare you BallSsuth i« cammitad 1w do what if can
10 promois b pinilive and productive business relmionship with Sprint.

Sincerehy,

o

Capy: Elicn D' Amats
3 Carel Jarman
Qary Owens
Bak Runke
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May 1%, 1997

Ms. Carol Jarman

Director- Sprint Account Team
BellSouth Interconnection Sexvices
Suite 440

Two Chase Corporate Dnve
Birmungham, AL 35244

Deay Cargl:

Thank you for your May 2 letter following up on the status of the “DACS-mapped
ntegrated SLC™ provisioning issuc which has delayed the installation of several Spnnt
Mcrropolitan Networks (SMINI) customer orders. My response is for the purpose of
providing clarification as 1o what the issuc is and why its resolution is critical,

SMNI1 has placed unbundled loop service orders with BellSouth for several custamers
where the customer is currently provisioned by BellSouth utitizing a DACS-mapped
ntegrated SLC~ essentially a “pair gain™ device employed by BellSouth to maximize
facility utilization. In attempting to provision unbundled loops for SMNI, BellSouth
discovered that its systems and procedures did not support re-usc of the existing
facilities. Further, BellSouth did not have additional facilities available to tum up the
unbundied loops ordered by SMNI. BeliSouth then chose not to construct additionat
facilities io lieu of resolving the underlying systems and procedural 1¢sues in order (o tum
up the unbundled loops for SMNI. The result is that of the three service orders
referenced in my 4/1 8 leticr, two SMNI service installations were significantly delayed.
The third installation was compleied without the use of the SLC.

We have been advised by BellSouth personnel that these installations were completed for
testing purposes anly and that no additional instajlations of this type will be completed
until BellSouth's procedural issues have been resolved. Moreover, we have been told
that DACS-mapped integrated SLC provisioning configurations are widely-deployed
throughout BellSouth meaning that SMNT will likely continue 10 encouater cusiomers
whose provisioning raises the same issues.
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Sprint appreciates BellSouth’s desire 1a seek long term systems and process solutions for
provisioning these services. However, our request is that future anbundled loop orders
under this provisioning scenario be installed utilizing whatever interim procedures are
necessary 1o compleic the service order installations within mumally established
intervals. This will cnable BellSouth and Spriat to make progress oward our mutual
goal of on-time service installations.

Carol, we would appreciate BellSouth’s response to the request outlinad above by Frniday.
May 30. Thanks again for your updatc, and I look forward to your response.
Sincerely,

. .

Melissa L. Closz
Director - Local Market Development

cc:  George Head- Spnm
Richard Warner- Sprimt
Joe Baker- BellSouth
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BeliSowth ieconnpction Sevwicaz Fax 206 S40-1002 Conl K Jormata
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Tuo Lhaze Corparute Orive Spant Azcaant Team

Birminghsm, Alsbama 35244

Mey 23, 1997

Ms. Mclissa Closz

Director - Local Marker Development
Sprint Mewropolitan Networks, Inc.
151 Southhall Lane Suite 400B
Maittand, FL 32751

Dear Melissa:

Thank you far your letter dated May 19, expressing concems with regard to provisioning
unbundied loop servies viz DACS-mapped IDLC.

As g poini of ¢clarification, the State of Florida has the largest concentration of DACS
facilines in cur scrvice region. BellSouth has therefore been keenly aware of the impacts of
this service in serving our CLEC customers, and in particular, Sprint Mewo., -

RellSouth intends w0 usc a two-step procedure for meeting servics requirements where
facilities have been depleted. The first step will involve using “side door porting™ and/or
“hairpins"” a5 a procedure 1o meet your service requirements. Esseatally “side door
porting” is the same procedure as cutting over a circult from 2 DACS. We are developing
new procedures (o improve coordinatian behween the variaus network departments that are
involved in this complex procedure. We expect these new procedures to be in place by
Juns 21, 1997. We have notified our intcrnal deparonents of these changes. Prior to the
availabiliry of the new prococdurcs, we will work 10 pmccss any pew Of cxisting orders
where such provisioning is involved.

The second step occurs after we have added new fazilities where there were previously
none. BellSouth may, af its discretion, convert the customer to the new facilities, thus
requiring 3 second cutover for customers provisioned through the “side door porting”
arrangement. We would like for you and 1o be aware of this possibility aad 1o advise your

ond user customers as well.



0%/17/97 12:35 FAX 404 859 5174 SPRIN'I EXT AFF do1s

?\,—q—‘- =

"PAGE 14 Of 2°

Ms, Mchssa Closz
Page 2
May 23, 1997

We believe that this solutjon will resolve your concems on provisioning circuits through
DACS faciliues. If you have additional questions or concemns, please let me know so that
we can address them fully.

Sincerely,

ow]

cc: George Head
Richard Wamer
Joc Baker
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@ BELLSOUTH

BaliSeuth interconntction Servican  Fex 205 983.7688 Garol B, Jarmas
Suite 440 205 888-1700 Salas Assistant Vica Prasidane
Two Chase Corporate Dave Sprint acesunt Tepm

Birmingham, Alsbafis 35244

June 12, 1997

Melissa Closz

Direcior

Local Market Development
Sprint

151 Southhal] Lane #400B
Maitland, Florida 32571

Subject: Sprint Metro Outage In Orlando Magnolia JAESS
Dear Mclissa:

This {etter s to provide the details of the service outage 1o Sprint Metro in the Orlando Magnolia
| AESS office and 10 outline the steps BeflSouth has taken to guard against a recurrence.

On June 4, 1997, BellSouth Project Manager Dary] Ducote ceccived a call from Logi Doherty with
Sprint Metro. Lori requested that two telephone numbers be udded to a seevice arder providing
Remote Call Forwarding (RCF). This could not be done hecause the secvice order hud been issued
to completc on June 3. The Local Carrier Service Center (LCSC) did accept, however, a verbal
request from Sprint Metro to place an order for RCF on the two lines. A new (N) service order
(NYBFFPY?S) wus issued on Junc 8, 1997 ar 1:26 PM. This N order way issued 10 remate call
farward tclephone numbers 407-481-2376 and 404-843-4817 to 407-206-2106 and 404-206-2105
respoctively.

After the N service order was issued, the Service Representative realized that a change (C) service
order should have becn issucd instead. She then canccled the N service order and issued a C
service arder. The C service order, (CY93TSD1), was issued to provide RCF for these lines, When
the canceled N service order was received by the Recent Change Memory Assistance Group
(RCMAG), the Linc Translarion Specialist (LTS) removed the numbers from the translations as
well as the associaled Simulated Facilities Group (SFG). Removal of the SFG resulied in the
blocking of all incnming teatfic for Sprint Metro from the RCEF numbers in the Orlando Magnolia
1AESS switch.

A trouble report was reccived ac 5:00 PM EDT from Sprint Mctro. The Electtonic Technician
(ET) at the Unbundled Network Element Center (INEC) called RCMAG to rebuild the SFG.
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The SFG was succassfully restored at approximately 6:15 PM EDT and the blocking of the
existing Sprint Metro customers was clearcd at (hat time.

Because the SFG had been removed, the original project for Mid Florida Pools had to be rebuilt
and flowed buck through the switch. This was accomplished by 7:00 PM EDT.

The following sweps are being taken to guard against a recurrence of the problem discussed above:

1. Preparc and sead a memio o NISC /RCMAG Directors by Friday, June 13th, to coniain:

A. Account of the CLEC trunk outage in the Orlando Mugaolia Central Qffice which
occurred on June 6, 1997,

B. Require mandatory coverage far all CTG clecironic technicians on Translation Bulletin
No. 97-TB-46, issued May 23, 1997 and provide positive report to sl by Junc 20,
1997. ' '

2. Re-transmit the Translation Bullefin 97-TR-46 to all NISC personnel by Friday, Junc
13th,

3. On June 11th. 1997, asecond SFG was built in the 1AESS swilch in the Orlando

Magnolia Central Office to establish a hunt group arrangement that will provide “overflow”
for CLEC trunk access.

4. Develop and dcliver a package for quick restorul of the SFG in case of {uture outage to the
RCMAG by June 20th, 1997

We trust that the above information satisfies your request regarding the outage in the Orlando
Magnolia Central Office. If you should have additional questions of concerns surrounding the
outage, please let me know,

(sl

cc: Joc Raker
Richard Warner
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George V. Head

\ Vice President

- Local Markct Integration
7301 College Blvd.
Overland Park KS 66210
KSOPKV0104
Phone: 913-534-6102
Fax: 913-534-6237

June 18, 1997

Mr. Joseph M. Baker

Vice President - Sales

BellSouth Telecommunications, Inc.
Interconnection Services

675 West Peachtree Strest, N E.
Suite 443

Atlanma, Georgia 30375

Dear Joe;

I am writing 1o again express serious concern regarding recent service problems in
Orlando, Florida, and to request BellSouth’s review and analysis of the situation in our
meeling in Birmingham on June 24th.  As you know, our teams have met many times to
discuss service related difficultics being encountered by Sprint Metropolitan Networks,
Ine. (SMNI), and yet they conlinue to occur.

During a three week period from May 19 to June 6, 1997, SMNI's customers
encountered three significant service intuiruptions refawed 10 receiving calls through the
RellSouth network. In each case, Sprint’s customers could receive cails direetly to their
Sprint numbers but calls being call-forwarded through the BellSouth network could not be
completed.

In the first occurrence, an “all circuits busy™ condition was creaied on Monday mormning,
May 19, when interoffice traffic was reversed in error by Bell South in conjunction with
trunk additions BellSouth was installing. Customers were impacted for 3 bours and over
20 rouble tickers were received.
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The second incident, on May 30, revealed a translations problem in a BellSouth local
switch whereby calls processed via the primary route were completed but the secondary
route returned “no longer in service” or “can’t be completed as dialed” messages. This
scrvice problem occurred for at least seven hours before it could be isolated and resolved
by BellSouth.

Most recently, on June 6, a simulated facilities group was removed from translations in
error by BellSouth, again resulting in calls to SMNI customers being blocked for over two
hours.

Attached for your review arc the outage reports provided to Sprint by your account team
after the first and third event. Each describes “human error” occurring in the translations
suppon team. The second event, for which Sprint did not request a written report,
occurred on May 31, 1997 and was also attributed to a translations crror.

These errors by BellSouth have resulted in service deficiencies that have damaged Sprint’s
relationships with its end user custorners and are impeding Sprint's ability to establish
itself as a Jocal service competitor in Central Florida. Even more disturbing is that these
events occurred during a timeframe within which Sprnint had requested . and BellSouth had
agreed, 1o provide measurable and specific improvements in the service it provides to
SMNIL

I look forward to seeing you and the BellSouth team on the 24th in Birmingham. I trust
thet BellSouth will have identified the irreversible corrective actjon on its transiations
process.

SinZly, ;
George V. Head

(s Melissa Closz - Sprint
Carol Jarman - Bell South
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® BELLSOUTH

BeiSov® luintonau:lon $erviens Seworanins
Daxts May 21, 1997
To Linda McGrue
Jery Johngen
From Grelchen Wikon
Telsphone Number 205 §8841878
Faz Numbe? 208 g8 7003
Bubjact Sprint Metro Net routng problams
Linda;

Per your request, following are detalls relative to the brffic averflow prablem in Odando —

The problam occurred during the previsioning of the new (T groyps The rauting in the Colonial Main ang
Tandem officy was reversad on tha twm up of the new group. The UATE was fertuled through the andem
and mast of (he overfows clgared. Wa had several conversations with Steve(Sorint Melro Net) 1w verify he
was seeing the traffic. We indicaled thal he was still saeing tome overfiows. The ACAC verified all of Sprint
tMatre Net's NNXs in the nine offices witere we eslablishad direct trunk groups. We found overfiow routing
problems in 4 offices. The ACAL oklaifted copies Of Me roUTng requests and proceeded 1o get the traffic
rerguted. one office @t a ime, 1o ihsure that we did ot cause Sprint Matrp Net any addiional problems

To Keep this same problem from repccuring 3 copy of the rouling cequest will be sent 1o the project
manager 1o be included in the package far switched access. A copy of This seme royung request will be
provided to The swilched 3csass Auperviso/ to be rpmined for the maintenance growp. Switched access will
wverily the rouling wpon tum-up of any hew IT §roup.
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Balifoyth Imacgpongchion Seveicn  Fa ZE IR-1ER Carwt B. Jurmen
Suna e -1 Saigs Agxicoanr Vies Framdane
Fum Ehaza Lorporgu Smve Sarint Acasunt Team

Birmingham. Aiadama 353aa

June 12, 1957

Mclissa Closz

Direrior

Local Market Development
Spriat

151 Sourhhall Lane #4008
Mairland, Florida 32571

Subject: Sprint Meuo Outage In Orlando Magaolia 1AESS
Daay Melissa:

This lener is to provide thz details of the service ontige to Sprint Metro in the Orlando Magaclia
1AESS office and 1o autine the steps BellSouth has taken to guard against 3 recumencs.

On June 4, 1997, BellSouth Project Manager Daryl Dueote received a call from Lor Doherty with
Sprint Metra. 1.ori raquested that two telephane aumbers be added to a service order providing
Remote Call Forwarding (RCF). This could not be done because the service order had been issued
te complete op June 3. The Local Camier Service Cenier (LCSC) did aceepl, however, 2 verbal
request from Sprint McUo to place an order for RCF an the (we lises A gew (N) service order
(NYRFFPYS) was issucd on Jane 6, 1997 at 1:26 PM. This N order was issucd (o remote call
forward telephone aumbers 4074812376 and 404-843-4817 to 407-206-2106 and 404-206-2105

respecuvely.

After the N service order was issved, the Serviee Represcntative realized that a change (C) service
order shotld have been 1ssued insiead. She thep canceled the N sarvice order and issued 3 C
service order. The C service order. (CY93TSD1), was issued o provide RCF for these Lines. When
the canceled N service order was received by the Recent Change Memory Assistance Group
(RCMAG), the Line Transtation Specialist (LTS) removed e pumbers from the translations as
well as the associatzd Simulated Facilities Group (SFG). Removal of the SFG resulted in the
blocking of al) incoming traffic for Sprint Merro from the RCF numbers in the Orlande Magnalia
1AESS swiich.

A mouble report was received ar 5:00 PM EDT from Sprint Metro. The Elecuonic Technician
(ET) at the Unbundled Network Elemant Center (UNEC) called RCMAG to rednild the SFG.

of 55-
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The SFG was successfully restored at approximately 6:15 PM EDT and the blocking of the
existiag Sprint Metto customers was claared at thas time.

Because thc SFG had been removed, the eriginal praject for Mid Florida Pools bad o be rebuile
and flowed back through the switch. This was accomplished by 7:00 PM EDT.

The following steps are being taken to guard against a recurrence of the problem discussed above:
1. Prepare and send a memo w NISC /RCMAG Directors by Friday, June 13th, to contain:

A_ Account of the CLEC trunk outage in the Orlando Magnolia Central Office which
occurred on June 6, 1997.
B. Require mandatory caverage for all CTG clecmroaic technicians on Translation Bulletin

No. 97-TB48§, issued May 23, 1997 and provide pesitive repom to swaff by Junc 20,
1997,

3. Re-transmit the Translation Bulletin 97-TB~45 to 2ll NISC personnel by Friday, Juse
13¢h.

3. On June llth, 1997, asecond SFG was built in the [AESS swich in the Orlandoe

Magaolia Central Office to establish a hunt gvoup arrangement tBat will provide “overflow®
for CLEC trunk access.

4. Develop and deliver a package for quick restoral of the SFG in case of future outage 10 the
RCMAG by Junc 20th, 1997.

We trust thar the above informatiop satisfies your request reganding the outage in the Orjando
Magnolia Centra) Office. If you should have additional questioas or coneerns surrounding the
outage, pleasc Jet me know, '

Cont

¢c: Joe Baker
Richard Wager
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@ BELLSOUTH

Cn_illlm Telscammysications e, 404 3Z7-7140 Jossph B, fakes
Suite 423 Fon 404 E23-348 ' Vies Pragidem - Sules
6YS Wast Peachiros Svest NE. Inarconnpcton Senvicas

Alsnte, Goorgis 3015

July 1, 1997

Mr. John Casecio

Vice President

Sprint

$55 Lake Border Drive
Apopka, Florida 32703

Dear John:

On behalf of BeliSouth, 1. would like w apologize for ihe recent service interruption experienced by
Sprint and its local exchange customers. We value our relationship with Sprint as one of BeliSouth's
largest wholesale customars, snd it is s]ways our inteation to provide you with service that mests your

staadard for customer sstisfaction.

This service intemruption, which cecurred at $:21pm EDT on June 24, 1597 in BellSouth’s Magnolia
Central Offico, was csuzed by & work error in our RCMAG (Recent Change Memory Assignmment
Group), the group responsible for bandling transialion software. As you know, BellSouth has put into
place action plans to halp prevent the evor fom happaning again. These plans includs ghort term
measures such as the requirement for supervisory approval ip thase situstions. We are also wavestigating
with our vendors long term meagures that includs enhaneing the software involved. Additionslly, we
have made changes to our methods and procedures 10 reduce the likelihood of these cutages.

Agsin, BeliSouth regets eny ineanvenicoze tis service interruption cgused Sprint and its customers.
We arc committed to work coopctatively with Sprint Uroughout the nine state regian to provida the level
of service expectad by vau gnd your cusiomers.

Yours truly,

o\ ahe—

py: George Head, Vice Preaidant - National Market [ategration, Sprint
Carcl Jarman, Sales Assistagt Vics President - Sprint, BST
Krista Tillman, Vica President - Opanatians. BST
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Ms. Melissa Closz
Page 2
July 7. 1997

The following guidelines have becn implemented to prevent future removal of SFGs in
crror:

1. Small Business Specialists have been retrained on the proper guidelines to use when
jssuing future orders.

2. On June 25, 1997, all employees in our Reccnt Change Memory Administration
Group (RCMAG) were re-covered regarding the issues that encompass SFG usage for
CLEC services in 1AESS offices.

3. Effective immediately, all SFG ramovals must require written approval from a
translations supervisor. Additionally, our staff is currently working with Lucent
Technologies to provide a permanent solution which will prevent SFG removal
without complex translations involvement and we will status you on that as soon as
possible.

In addition to Lhese measures, plans are also underway 1o reserve SFG numbers 1 through 9
exclusively for the CLLEC community. We will notify you in advance of our plans to
migratc SMNI 10 a specific SFG and wall again cover our employces regarding our policy
not to discannect that range of SFGs in general and SMINI's in particular.

Let me reiterata that BellSouth regrets any inconvenicncc this scrvice interruplion caused.
Further, we are working diligently to identify and implement corrective actions that involve
not only our translations processes, but all service issues that ultimately affect Sprint and its
end users customers as well.

Sincerely,

(prth
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® BELLSOUTH

Bolt$outh ntorcannaction Secvices  Fax 205 3881688 Carol B, Jarwan

Sutte 40 205 %8-1700 Sales Asgistent Vice Presidan -
Tuvg Chase Corparew Drive ' Sprint Azcount Team
Bumingham. Alebsma 35224

July 8, 1997

Ms. Melissa Closz

Director - Local Market Development
Sprint

151 Southhall Lane Suite 400B
Maitland, FL 32751

Dear Melissa:

I would like to follow up and provide you with a more detailed description of the events
that led to the outage in the Magnolia officc on June 24. The situation originated when
Magna Computer called BellSouth’s Small Business Services Center on June 20 Lo convert
their service from SMNI back to BellSouth. A BellSouth representative in that olTice
1ssucd a disconnect {D) and new (N) order 1o initiatc that process.

Due to that disconnect order, the office equipment for Magna Computer’s telephonc
numbcr was reassigned to anather customer when a $ubsequent arder flowed through our
systems. When that arder was processed, the service for Magna Computer as well as the
entire Simulated ['acility Group (SFG) was manually deleted from the swilch in crror. This
prevented all of the cusiomers that utilized Service Provider Number Portability (SPNP) in
the Orlando Magnolia 1AESS Central Office fram receiving incoming calls-

The duratian ol the cutage was approximately 2.5 hours, and Gur time to repair after the
rouble was reported o the UNE center was approximately one hour. The SFG was
reprogramutiéd and the service re-established at 7:40 P.M.
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ﬁ%‘w IL Wayne Pesersoa Nadomal lnsegrated Sesvices
rrendenc 758] Colinge Toulovard
Overlmd Park, kS 66210
Tekephrain (913) #34-6100
Pxx (913) 5506300
Joly 9. 1997

M. Jore Drummond

President and Chief Execugve Officer
Bell South Telecommunications
§315 W_ Peathtree, Suiic 4500
Audanty, GA 30375

Dear Jere:

If you haven't already discovered it. let me be the first to 421 you that guing inw e local welephone
business in a new errilury is 0o casy task. Until I sxperienced thosc problems, I didn ¢ knaw how to
appreciate the infrastcnirs and undetlying support syatedus We egjoyed as an ILEC.

Tknow you ure familiar with our CLEC enuy inta the Orlondo market W kave boon petting our feet wet
by serving primarily business costomers through 3 combiuation of Bell South unbundled clements and
Sprint pravided local switching and manxpenrt,

Yaur accoupt and service wIms sLPPITGRY Sprint as 3 wholesale customer have bean courtcous and aied 1o
b rospoasive when wo cncounter problamd. But, thore we usually so many people invelved behind the
scenes in a telephons company it is sometimes difficult fof ah account team w unlate problems dhit affce
the customer,

Fallowing are a couple of paragiaphs taken fen a memo prepared by our Florida CLEC organizarian. The
teps Shows some frusiritions xs could bs expected from someanre having o face uNhappy cusiIners.

“The level of service pravided w Sprint by Belf Souwh has been unscceprable sad has creared bupn o our
image, markeling cffors. and giose imponandy 1o our cuswmers. This is particularly concerning in view
of Bell South’s concliftelt compelitive enty inte Sptiat's lecal divisian werritory an the Orlando market.

Qur Sprint Mcuo custamers have cxperienced sevestd groblems crused by Bell South. These problems
mefude dalayed and mirped insaBagon duc dalcs, incldents of truak omages duging custorrer conversions
and mos! racently, repeated menslations emors in Bell Suuih swilches. Thesc tan<dauon etrors have caused
fouy separate blockagues of icoming telephone cully w Sprint Memo custovaers. ™

We would like 1o enter the resideaual murkel 35 soon a5 possible, but e veluine we anricipate preacludes us
Irom doing <0 oo o lacge scale basis prior vy werking owt the Gifficulucs that aftect tie cad uscr.

T would appreciale xny help you could give V4 ia correctdng and aveiding situations that make bot out
sompanias lovk bad 1o the cwsomer. If you should have any slmilar probleins in ovr LTD repcitory. please
lot u5 know.

Very ouly yours,

limpe




