
I 

June 223,2004 

Susan S. Masterton 
Attorney 

Mrs. Blanca S. Bay& Director 
Division of the Commission Clerk and 
Administrative Services 
Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

RE: Docket No. 00012lB-TP 

Law/External Affairs 
FLTLHOOlO3 
1313 Blair Stone Rd. 
Tallahassee, FL- 32301 
Voice 850 599 1560 
Fax 850 878 0777 
susan.rnasterton@maiI.sprint.com 

Dear Mrs. Bay& 

Enclosed is an original and 15 copies of Sprint’s June 2004 Root Cause Analysis 
(RCA) report as required by Order Number PSC-03-0176-CO-TP in Docket 
000121B-TP. This order required that any failure in three consecutive months to 
meet any performance for a given level of disaggregation shall require a RCA by 
Sprint, which shall then be published on a monthly basis. This report is for results 
for the period of February 2004 through April 2004 as published in the March, 
April and May reports. 

A copy of this letter is enclosed. Please stamp it to indicate that the original was filed 
and return the copy to me. Copies have been served to the parties shown on the 
attached Certificate of Service. 

Sincerely, 

Susan S. Masterton 

Enclosures 



CERTIFICATE OF SERVICE 

I HEREBY CERTIFY that a true and correct copy of the foregoing has been 
furniskd by U.S. mail to  all known parties of record this Mth day of June, 2004. 

** 

Felicia Banks 
Florida Public Service Commission 
2540 Shumard Oak Blvd 
Tallahassee, FL 32394-0850 

AT&T (GA) 
Virginia C. TateLisa A. Riley 
1200 Peachtree St., NE 
Suite 8100 
Atlanta, GA 30309 

Florida Cable Telecommunications ASSOC., Inc. 
Michael A. Gross 
246 E. 6th Avenue, Suite 100 
Tallahassee, FL 32303 

AT&T Communications of the Southern States, Inc. 
Tracy Hatch 
101 North Monroe Street, Suite 700 
Tallahassee, FL 32301-1549 

Pennington Law Firm 
Peter Dunbarmaren Camechis 
F.O. Box 10095 
Tallahassee, PL 32301 

Time Warner Telecom of Florida, LOP. 
Ms. Carolyn Marek 
Time Warner Telecom 
233 Bramerton Court 
Franklin, TN 37069-4002 

Susan S. Masterton 
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June 2004 Root Cause Analysis Report (reflects April 2004 data published May 20) 
Florida Public Service Commission 

Background E there is non-compliance at the aggregate level in t h e e  consecutive months for a given level of disaggregation, Sprint shall provide a report 
of root cause analysis on a monthly basis. Sprint's root cause analysis shall include a plan for correcthe action wifh key activities and 
anticipated completion dates for implementation. I 

IMeasure 2: Average FOC Notice Interval 
Submeasure 2.01.02: All Electronic - Business POTS 

Description of Issue 

Sprint is experiencing an increase in CLEC project 
orders which require more manual intervention. Sprint is 
alsa experiencing a shift in the types of sentices ordered 
fiom CLEC customers. CLECs are ordering less Resale 
and more UNE-P and CLEC to CLEC conversion 
orders. Resale orders can be completed systematically; 
however, UNE-P and CLEC to CLEC conversion orders 
must be completed manually. 

Project Definition: Sexvice requests that exceed the line 
size and/or level of complexity that would allow for the 
use of standard ordering and provisioning processes. 
Generally, due dates for projects are negotiated, 
coordination of service installatiodchanges is required 
and automated urovisioninrr may not be uractical. 

Start Projected 
, Date Improvemen1 
4Q 2003 3 4  2004 

I 

Estimated 
Impact 

orders 
30-40% O f  

End 
Date 

Improvement Plan 

Several initiatives have been implemented to balance the workload 
in the service centers. These include streamlining current processes 
and resource management, 

A new Resource Management Tool was completely implemented 
in January 2004. Sprint is analyzing historical data to deterne 
scheduling needs and constraints. Once this process is completed, 
Sprint will make changes to improve cycle time as appropriatel 

I 
5 

Sprint added service center representatives to augment its staftf to 
process CLEC orders. The new group of representatives shoqd be 
filly operational w i h  six months. 

Sprint established a group of dedicated employees to handle 
complex orders. 

1 

the electronic/mand mix lsubmeasue. The request is in the level 
of effort stage; future updates will include the projected 
improvement dates and estimated impacts. analyst corrects the error, the analyst 

r i g i d  date and time are not impacted) the 

C - June 2004 RCA Report tinal.doc Page 1 of 11 



Projected 
Improvement 

4 4  2004 

Description of Issue 

Sprint’s ordering system processes the manual re- 
queuing of the order as an electronic order when it 
should be an electronic/manual mix order. For instance, 
if an order is received by Sprint’s ordering center in 
error and the analyst corrects the error, the analyst 
resubmits (origmal date and time are not impacted) the 
order so that the system can systematically complete a 
firm order c o ~ ~ & ~ ~ ~ ~ t i o n  notice to the customer. 

Start 
Date 

2 4  2004 

Estimated 
Impact 

TBD 

I 

[Measure 2: Average FOC Notice b&al 

End Improvement Plan 
Date 
TBD A system enhancement request was submitted to appropriately 

include any order manually enteredkto the queue by an analyst in 
the electronic/manual mix submeasure. The request is in the level 
of effort stage; future updates will include the projected 
improvement dates and estimated impacts. 

Submeasure 2.03.01: E1ectronidMmu.d Mix - Residential POTS 
Description of h u e  1 Start I Projected IEstimated 

,SpMt is experiencing an increase in CLEC project 
Date Improvement Impact 

44 2003 34 ZOO4 
I orders 
30-40% of 

End 
Date 

orders which require more manual intervention. Sprint is 
also experiencing a shift in the types of services ordered 
fkom CLEC customers. CLECs are ordering less Resale 
and more UNE-P and CLEC to CLEC conversion 
orders. Resale orders can be completed systematically; 
however, UNE-P and CLEC to CLEC conversion orders 
must be completed manually. 

Project Defkition: Service requests that exceed the line 
size andor level of complexity that would allow for the 
use of standard ordering and provisioning processes. 
Generally, due dates for projects are negotiated, 

Improvement Plan 

Several initiatives have been implemented to balance the workload 
in the service centers. These include streamlining ament processes 
and resource managemeqt. 

A new Resource Management Tool was completely implemented 
in Jmuq 2004. Sprint ii analyzing historical data to d e t e h e  
scheduling needs and constraints. Once this process is completed, 
Sprint will make changes to improve cycle time as appropriate. 

: j  

Sprint added service center representatives to augment its staffto 
process CLEC orders. The fiew group of representatives should be 
m y  operational by the end of third quarter 2004. i 

Sprint established a goup of dedicated employees to handle t 
complex orders. 

! 

(Measure 2: Average BOC Notice Interval 1 Submeasure 2.03.02: Ehctronic/Mmual Mix - Business POTS 

CLEC to CLEC conversion 

FPSC - June 2004 RCA Report finaledoc 

30-40% of 
orders 

Improvement Plan 

Several initiatives have been implemented to balance the workload 
in the service centers. These include streamlining c m n t  processes 
land resource management 

A new Resource Management Tool was completely implemented 
in January 2004. Sprint is analyzing historical data to determine 

5 process is, completed, 
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must be completed manually. 

Project Definition: Service requests that exceed the line 
size and/or level of complexity that would allow for the 
use of standard ordering and provisioning processes. 
Generally, due dates for projects are negbtiated, 
coordination of service instalIations/changes is required 
and automated provisioning may not be practical. 

Sprint added service center representatives to augment its s'laff to 
process CLEC orders The new group of representatives should be 
fizlly operational by the eyd of third quarter 2004. 

Sprint established a gaud of dedicated employees to h d l e  
,,complex orders. 

r 5*, 

Sprint will make changes $0 improve cycle time as appropriate. 

Start 
Date 

44 2003 

Projected 
fmprovernent 

3Q 2004 

1 

/Measure 2: Average FOC Notice Interval 

End 
Date 

Submeasure 2.03.101: ElectronicManual Mix = UNE 
Description of Issue 

Sprint is experiencing an increase in CLEC project 
orders which require more manual intervention. Sprint i s  
also experiencing a shift in the types of sewices ordered 
from CLEC customers. CLECs are ordering less Resale 
and more UNE-P and CLEC to CLEC conversion 
orders. Resde orders can be completed systematically; 
however, UNE-P and CLEC to CLEC conversion orders 
must be completed manually. 

Project Definition: Service requests that exceed the line 
size and/or level of complexity that would allow for the 
use of standard ordering and provisioning processes. 
Generally, due dates for projects are negotiated, 
coordination of service instdllationdchanges is required 
land automated provisioning may not be practical. 

Improvement Plan 

Several initiatives have been implemented to balance the workload 
in the service centers. These include streamlining current processes 
and resource management 

A new Resource Management Tool was completely implemented 
in January 2004. Sprint is analyzing historical data to determine 
scheduling needs and constraints. Once this process is completed, 
Sprint will make changes to improve cycle time as appropriate, 
Sprint added service center representatives to augment its staff to 
.process CLEC orders. The new group of representatives should be 
M y  operational by the end of third quarter 2004. 

Sprint established a group of dedicated employees to handle 
complex orders. 

Improvement Plan 

Several initiatives have been implemented to balance the workload 
in the service centers. These include s t r e e g  current processes 
and resource management. 

A new Resource Managedent Tool was completely implemented 
in Januaq 2004. Sprint is analyzing historical data to determine 
scheduling needs and constraints. Once this process is completed, 
Sprint wil l  make changes to improve cycle time as appropriate. 

Sprint added service ceaty representatives to augment its staff to 
process &EC o r d m  new group of representatives shod& 

Estimated 
Impact 

30-40%of 
orders 

Description of Issue Start 
Date 

IMeasure 2: Average FOC Notice Interval 

SpMt is experiencing an increase in CLEC project 
orders which require more manuaI intervention. Sprint is 
also experiencing a shift in the types of services ordered 
from CLEC customers. CLECs are ordering less Resale 
and ,more W - P  and CLEC to CLEC conversion 
orders. Resale orders can be completed systematically; 
lhowever, UNE-P and CLEC to CLEC conversion orders 
Irn& be completed manually. 

I 

Project Definition: Service requests that exceed the line 
M o r  level of complexity that 

4 4  2003 

n Designed 
Projected 

Improvement 
34 2004 



I .  

1 :  

Generally, due dates for projects are negotiated, 
coordination of service hstallatiodchanges is required 
and automated provisioning may not be practical. 

i 

Sprint established a group of dedicated employees to handle 
complex orders, 

_ I  

Description of Issue 

IMeasure 2: Average FOC Notice Interval %*I I 
Start Projected Estimated End Improvement Plan 
Date Improvement Impact Date 

1 Sprint is experiencing an increase in CLEC project 2Q 2004 44 2004 
orders which requiremore manual interven6on. Sprint is 
idso experiencing a shift in the types of services ordered 
Born CLEC Customers. CLECs are ordering less Resale 
and more UNE-P and CLEC to CLEC conversion 
orders. Resale orders can be completed systematically; 
hqwever, UNE-P and CLEC to CLEC conversion orders 
dust be completed manually. 

I I 

30-40% of 
orders 

Several initiatives have been implemented to balance the workload 
in the semice centers. These include streamlining current processes 
and resource management. 

Project Defiition: Service requests that exceed the line 
size andor level of complexity that would allow for the 
use of standard ordering and provisioning processes. 
Generally, due dates for projects are negotiated, 
coordination of service installationdclxmges is required 
and automated provisioning may not be practical. 

Description of Issue , I Start ' 

Date . 

3 4  2003 . 'Sprint is experiencing an increase in CLEC project 
orders which require more manual intervention. Sprint is 
also experiencing a shift in the types of services ordered 
from CLEC customers. CLECs are ordering less Resale 
and more UNE-P and CLEC to CLEC conversion 
'orders. Resale orders can be completed systematically; 
lhowever, UNE-P and CLEC to CLEC conversion orders 
must be completed manually. I 

Projected Estimated End 
Improvement Impact Date 
34 2004 30-40% of 

orders 

A new Resource Management Tool was completely implemented 
in January 2004. Sprint is analyzing historical data to determine 
scheduling needs and constraints. Once this process is completed, 
Sprint will make changes to improve cycle time as appropriate. 

Sprint added service center representatives to augment its staff to 
process CLEC orders. The new group of representatives should be 
fully operational within s i x  months. 

Sprint established a group of dedicated employees to handle 
complex orders. 

A new Resource Management Tool was completely implemented in 
January 2004. Sprint is analyzing historical data to determine 
scheduling needs and conssaintS. Once this process is completed, 
Sprint will d e  changes to improve cycle time as appropriate. 

1 

Project Definition: Service requests that exceed the line 
size and/or level of complexity that would allow for the 
use of standard ordering and provisionin'g processes. 
Generally, due dates for projects are negotiated, 
coordination of service installationdchanges is required 
and automated provisioning m y  not be p,ract.ical. I 

I Ihprovement Plan 

Several initiatives have been implemented to balance the workload 
in the service centers. These include sdreamlinhg current processes 
and resource management. 

Sprint established a group of dedicated employees to handla 
complex orders. 
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Date 
Description of Issue 

!? 

The lacks of “no physica1;pork” orders for CLEC results are 
inherent to the business. For example: a%o physical work” order is 
a “change of ownership” in which @print retail customer calls 
Sprint and requests a change to the person billed for service (for 
example, when one roommate transfers the bill to another 
roommate’s name). If a CLEC customer called a CLEC with the 
same request, the CLEC would handle this intermilly and would not 
submit an order to Sprint on, their customer’s behalf* 

3use analysis is ongoing. One cause that has already 
)em identified as a contributor to shorter ILEC intervals 
s “no physical work” orders. These orders yield short 
LEC intervals. 

Description of Issue 

start 
Date 

3Q 2003 
- 

Start ’ Projected Estimated 
Date Improvement Impact 

?wo orders were keyed late by the NEAC (National 2 4  2004 2 4  2004 

I 

10-20% of 

A cross-Eunctional team continues to look for opportunities of 
reducing CLEC intervals in order to achieve parify with ILEC 
intervals. 

Sprint is in the process of implementing a system change to exclude 
orders for feature only changes which pertain to access line/feature 
bundle services (no net gain of aa access line). This change is 
expected to balance the CLEC and ILEC intervals. 

2 4  2004 

Cleasure 7: Average Completed Intend 

60-70% of 

zxchange ACCW Center) anaiysts. 

i 

Zeriain facilities will not support UNE Loop service, In 
iome cases, this situation cannot be identified until a 
echnician is dispatched on the due date. Additional 
vork may be required in which case the service cannot 
,e provided on the original due date. Sprint does not 
rrovide UNE Loops for Sprint retail customers. 

1Q 2004 

days days 

2 4  2004 60-70% of 
days 

End 
Date 

Improvement Plan 

Several initiatives have been implemented to balance the workload 
in the service centers. These include streamlining current processes 
and resource management. 

A new Resource Management Tool was completely implemented 
in January 2004. Sprint is aualyzing historical data to determine 
scheduling needs and constraints. Once this process is completed, 
Sprint will make changes to improve cycle time as appropriate. 

S p h t  added service center representatives to augment its M to 
process CLEC orders. The new group of representatives should be 
fully operational within six months. 
Records are being updated to enable these facilities to be identified 
earlier in the provisioaing process so that all work can be 
completed by the otigrnal due date. 

J 

Sprint has implemented several new processes and technologies to 
enable the use of UNE Loops that are located behind remote end 
offices. The entire process should be completed by Januaty 1, 
2005. 
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j Work 
Start 
Date 

Measure 7: Average Compieted Interval 
Submeasure 7.11.01: UNE Loops Non-Designed - f i e  

Description of Issue 

Certain facilities will not support UNE Loop service. Fn 
some cases, this situation cannot be identified until a 
technician is dispatched on the due date. Additional 
work may be required in which case the service cannot 
be provided on the original due date. Sprint does not 
pro$ide UNE Loops for Sprint retail customers. 

Twenty-eight orders were keyed late by ardysts who 
created 46 1 days interval. 

2 4  2003 

2 4  2004 

Projected 
hprovement 

24 2004 

2 4  2004 

Measure 7: Average Completed Interval 
Submeasure 7.131.02: TINE Platform - No Field Work 

Description of Issue 
Improvement 

Cause analysis is ongoing. One cause that has already 
been identified as a contributor to shorter LEC intervals 
is “no physical work” orders. These orders yield short 
[LEC intervals. 

~~ ~~ 

FP$C I June 2004 RCA Report final.doc ’ 

Estimated 
Impact 

10-20% of 
days 

* 

7040% of 
days 

End 
Date 

Improvement Plan 
*b, 

Records are being updated to enable these facilities to be identified 
earlier in the provisioning process so that aJl work can be completed 
by the original due date. 

Sprint has implemented several new processes and technologies to 
enable the use of UNE h,ops thai are located behind remote end 
offices, The entire process should be completed by January 1,2005. 

Several initiatives have been implemented to balance the workload 
in the service centers. Th&e include s t r e g  current processes 
arid resource management. 

A new Resource Managebnt Tool was completeIy implemented in 
January 2004. Sprint is analyzing historical data to determine 
scheduling needs and constraints. Once this process is completed, 
Sprint will make changes to improve cycle time as appropriate. 

Sprint added 5ervice center representatives to augment its sta to 
process CLEC orders. The new group of representatives should be 
m y  operational within six months. 

I I 

Estimated 
Impact 

TBD 

End 
Date - 

Improvement Plan 

The lacks of “no physical work” orders for CLEC results are 
linherent to the business. For example: a “no physical work” order is 
a “change of ownership” in which a Sprint retail customer calls 
Sprint and requests a change to the person billed for service (for 

~ example, when one roommate transfers the bill to another 
roommate’s name). Ifa CLEC customer called a CLEC with the 
same request, the CLEC would handle this internally and would not 
submit an order to Sprint on their customer’s behalf. 

A cross-functional team continues to look for opportunities of 
reducing CLEC intervals in order to achieve parity with ILEC 
intervds. 
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Sprint is in the process of implementing a system change to exclude 
orders for feature only changes which pertain to access line/feattne 
bundle services (no net gain of an accessline). ?'his change is 
expected to balance the CLEC a n d P C  intervals. 

I 

[Measure 11: Percent of Due Dates Missed I 
Submeasure 11.101.01: UNX Loops x-DSL Provisioned 

Description of Issue ' 

Certain facilities will not support UNE Loop service. In 
some cases, this situation cannot be identified until a 
technician is dispatched on the due date. Additional 

be provided on the originat due date, Sprint does not 
provide UNE Loops for Sprint retail customers. 

One technician group is unnecessarily refenkg some 
orders back for dispatch to a different technician team 
on the due date. 

work may be required in which case the service cannot 

Heavy workload caused orders to be carried over to the 
next day. 

Certain facilities will not support UNE Loop service. In 
some cases, this situation cannot be idenfled until a 
technician is dispatched on the due date. 8 Additional 
work may be required in which case the service cannot 
be provided on the original due date. Sprint does not 
provide UNE Loops for Sprint retail customers. 

- Field Work 
Start Projected Estimated End Improvement Plan 
Date Improvement Impact Date 

2Q 2003 2 4  2004 20-30% of Records are being updated to enable these facilities to be identified 
earlier in the provisioning process so that all work can be completed 
by the origbl due date. 

Sprint has implemented several new processes and technologies to 
enable the use of UNE Loops that are located behind remote end 
offices. The enthe process should be completed by January 1,2005. 

ZQ 2004 2 4  2004 30-40% of Sprint is standardizing the refend process to avoid unnecessary 

orders 

e€&%% 

orders referrals. 
444%?4& 

$Etszf 

2Q 2004 24 2004 10-20% of 4-01-04 This is expected to be a temporary condition as Sprint is currently 
managing a large project order for a CLEC. This CLEC is 
transitioning their UNE-P circuits over to UNE-L. Thus, Sprint's 
centers are experiencing increased conversion orders as well as their 
current work load. 

orders 

ld Work 
Start 
Date 

2 4  2003 

Estimated 
Impact 

60-70% Of 
orders 

End Improvement Plan 
Date 

Records are being updated to enable these facilities to be identified 
earlier in the provisioning process so that all work can be comRleted 
by the original due date. 

Projected 
[mDr ovement 

Measure 17a: Percentage Troubles in 5 Days for New Orders 

2 4  2004 

Sprint has implemented several new processes and technologies to 
enable the use of rlNE Loops that are located behind remote eod 
offices. The entire process should be completed by January 1,2005. 
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___I -sprint, i v  
Description of Issue 

Description of bsue 

Troubles are being reported on some noli-dispatched 

:roubles are being reported on some nod-dispatched 
)rders. Non-dispatchable orders automaiically flow 
hrough provisioning systems and are completed with nc 
ndication of any trouble condition until g customer calls 
Tor example there may be a disconnected jumper at the 
,ite;. In these situations the CLEC will contact Sprint to 
eport a trouble. 

Start 
Date 

2Q 2003 

Start 
Date 

orders. Non-dispatchable orders automatically flow 
through provisioning system and are completed with no 
indication of any trouble condition until a customer calls 
For example there m y  be a disconnected jumper at the 
site. In these situations the CLEC wiIl contact Sprint to 
report a trouble. 

I 

44 2003 

Projected 
[m provement 

44 2004 

Estimated 
Impact 

trouble 
tickets 

43Wb€e 
&l#& 

&.i&e 
thk3tS  

_1 

7040% of 

- 
End 
Date 

Improvement Plan 

Non-dispatchable orders meeting certain criteria are being 
dispatched to ensure service is provided. Data is being accurrmlated 
to idenm actionable causes for tropbles. Corrective actions will be 
implemented as appropriate. SpM& also investigating potential 
ideas for meliorating the impact of small  CLEC volumes in cases 
where low CLEC ticket volume may decrease the effectiveness of 
the statistical parity comparisons. 

Sprint implemented a process to automate ticket submission to 
technicians via a hand held device. However, some orders were not 
getting to the Central Office technicians via the hand held device. 
ARC (Automated Routing Completion) was inadvertently closing 
some orders. The non-worked orders caused Sprint to experience an 
increase in trouble activi&. These orders were all sent via printers in 
tbe last week of April until the hand held devices could be fixed. 

Sprint is in the process of identifjling wire centers where chronic 
non-compliance exists. Once a wire center is deemed ‘chronic’, 
which includes per 100 and repeats (mostly cleared to outside plant 
or high level disposition for facilities), Sprint plans to upgrade those 
facilities. 

Sprint is also performing refkesher -training in the districts to 
improve accuracy of closing troubles related to 
defectiddeteriorated cable. t 

4 

IMeasure 19: Customer Trouble Report Rate 

FPSC - June 2004 RCA Report final.doc 

Projected 
[mp rovement 

24 2004 

Estimated 
Impact 

trouble 
tickets 

7040% Of 

Improvement Plan End 
Date 

Non-dispatchable orders meeting certain criteria: are being 
dispatched to ensure service is provided. Data was accumulated to 
identify causes for troubles and provided to the field teams for 
appropriate corrective action plans. Sprint is doing additional 
analysis to target specific problem arms. 

Sprint implemented a process to automate ticket submission to 
technicians via a hand held device. However, some orders were not 
getting to the Central Office technicians via the hand held device. 
ARC (Automated Routing Completion) was inadvertently closing 
some orders. The non-worked orders caused Sprint to experience an 
increase in trouble activity. These orders were all sent via printers in 
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1 

the last week of April until the hand held devices could. be fixed. 

Sprint is in the process of ide-g wire centers where c h n i c  
non-compliance exists. Once a wire center is deemed ‘chronic’, 
which includes per 100 and repeats (mostly cleared to outside plant 
or high level disposition for facilities>, Sprint plans to upgrade those 
facilities. 

End 
Date 

4-01-04 

sprint is also performing refresher training in the districts to 
improve accuracy of closing troubles related to 
defective/deteriorated cable. 

Improvement PIan 

Non-dispatchable orders meeting certain Criteria are being 
dispatched to ensure sewice is provided. Data was accumulated to 
identify causes for troubles and provided to the field teams for 
appropriate corrective action plans. Sprint is doing additional 
analysis to target specific problem areas. 

Sprint implemented a process to automate ticket submission to 
technicians via a hand held device. However, some orders were not 
getting to the Central Office technicians via the hand held device. 
ARC (Automated Routing Completion) was inadvertently closing 
some orders. The non-worked orders caused Sprint to experience an 
increase in trouble activity. These orders were all sent via printers in 
the last week of April until the hand held devices could be fixed. 

Sprint i s  in the process of identifying chronic wire centers. Once a 
wire center is deemed ‘chronic’, which includes per 100 and repeats 
(mostly cleared to outside plant or high level disposition for 
facilities), Sprint plans to upgrade those facilities. 

Sprint is also performing refiesher training in the districts to 
improve accuracy of closing troubles related to 
defective/deteriorated cable. 
The cable was repaired April 20,2004. 

Weasure 19: Customer Trouble Report Rate 
bbmeasure 19.11: UNE Loops Non-designed 

Description of Issue 

rroubles are being reported on some non-dispatched 
xders. Non-dispatchable orders automatically flow 
hrough provisioning systems and are completed with nc 
ndication of any trouble condition until a customer call5 
?or example there may be a disconnected jumper at the 
;&e. In these situations the CLEC will contact Sprint to 
-eport a trouble. 

I j : 

A cable outage in Kissimmee resulted in 25 tickets for 
April 2004. 

1 

Estimated 
Impact 

trouble 
tickets 

5040% of 

30-40% 
trouble 
tickets I 
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Description of Issue 

?roubles are being reported on some non-dispatched 
irders. Non-dispatchable orders automatically flow 
bough provisioning systems and are completed with no 
ndication of any trouble condition until a customer 
:ails. For example there may be a disconnected jumper 
it the site. In these situations the CLEC will contact 

4 -7 - S p . t e  

Start 
Date 
2Q 2004 

Description of Issue 

Projected 
hnprovement 

24 2004 

Start Projected Estimated ~ End Improvement Plan 

Estimated 
Impact 

trouble 
tickets 

t3etlMe 
&&&s 

30-40% of 

1 Date 
CLECs forwarded incorrect database function codes to 
Sprint, These errors caused the measure to be non- 
COmpliliIlt. 

24 2004 

L 

End 
Date 

Improvement Impact Date 
34 2004 90-95% of Sprint is implementing a process that will autoniatically reject and 

return (echo-back) the CLEC records when they contain improper 
function codes andor fail 'rpaster street address guide (MSAG) edits 
as determined by tbat county. 

record 
updates 

1 

! 
Improvement Plan 

Non-dispatchable orders srieeting c@an criteria are being 
dispatched to ensure service is provrded, Data was accumulated to 
identi@ causes for troubles and provided to the field teams €or 
appropriate corrective action plans. Sprint is doing additional 
analysis to target specific problem areas. 

Sprint implemented a process to automate ticket submission to 
technicians via a hand held device. However, some orders were not 
getting to the Central Office technicians via the hand held device. 
ARC (Automated Routing Completion) was inadvertently closing 
some. The non-worked orders caused Sprint to experience an 
increase in trouble activity. These orders were all sent via printers in 
the last week of April until the hand held devices could be fixed. 

Sprint is in the process of identifjling wire centers where chronic 
non-compliance exists. Once a wire center is deemed 'chronic', 
which includes per 100 and repeats (mostly cleared to outside plant 
or high level disposition for facilities), Sprint plans to upgrade those 
facilities. 

Sprint is also performing rkfresher training in the districts to 
improve accuracy of closing troubles related to 
defective/deteriorated cable. 
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