


DOT 21 C9T 11109 ERVIN VREN P11

ERVIN, VARN, JACOBS & ERVIN

ATTORNEYS AT LAW
508 SOUTH GADSDEN STREET
POST OFFICE DRAWER 1170 (32302)
TALLAHASSEE, FLORIDA 33301

TELEPHONE: (860) 224-0135 « TELECOPIER: {860) 2220184

L2 ARl 222 A X ARl AR Xt PRI 22 gl YRl il Ii gty Iyl laryy)

COEFT; Re Docket Bo. 97-1314-TP (and Dockat No. 57-1267-TX): Ploape
he advigsed that for Eprint Netropolitan Networks, Ioc,, the
telgphong pumher is (407) 206-0010: the fax nymbex is {407)

75- P cecords to reflect the new
apmbers. Thaoks - jot &g know if you peed anvthing furtbey,

L 222 L4 1R AL 1R A1l L I Nl II I 22 I IRy R I ISR Y I YT Y]

Urgent: Reply Requested: _  For Your lnformation: X

stettodddasddadotedtonddadedoddodadiddavadddovdoteedaodaddeodaROdOR R

TOTAL NUmnSER OF PAGES: 1 {Including Cover)
FAX PHONE: _413-7118 OPERATOR:

rtdndbdsbadridteobidsaviosdaresRbcttddddastRbtdandbRhdsdendd it rbnobbne

THE PAGES COMPRISING THIS FACSIMILE TRABSMISS ION CONTALIN CONFIDERTIAL INFORMATION FRON
THE LAMW FIAM OF ERVIN, VARN, JACOBS & IRVIN. THIS CONFIDENTIAL LMFORMATION IS
INTENDED SOLELY POR USE 5Y TME IMDIVIDUAL OR ENTITY NAMED AS THE WECIPIENT HEREOF.
IF YOU ARE WOT THE INTENOUED ARECIPIENT, BE ANARE THAT ANY DISCIOBURE, COFYING,
DISTRIBUTION, OR UAE OF THE CONTENTS OF THIS TRANEMNIOSION I3 STRICTLY PROMIBITED.
iF TOU HAVE RECRIVED TNIS TRARSMIBSION IN ERROA, PLEASE NOTIPY US BY TELEVPHOSE
DEDIATELY 50 WE MAY ARRANGE 70 EETRIZVE THIZ TRARENISSION AT RO COST TO YOU.

(2R3 4213231 ARR 2233222 i 2 R 222X 2RI 22222212 TRRT 2 I T,

VERTFICATION: PACSIMILE COMPLETZ BY

AL AN AR T L AL ER ARl l ARl iRl NI Y Y I Y Y R I3



0CT 20 "97 19:50R1 ERVIN VARt m11

ERVIN, VARN, JACODS & ERVIN

ATTORNEYS AT LAW
305 SOUTH GADSDEN STREET
POST OFFICE DRAWER 1170 (32502)
TALLAHASSEE, FLOKIDA 3330}

TELEPHONE: (850) 234-9135 « TELECOPIER. (830} 222-8164

T0: Records and Rer “ting DATE: Octobar 20, 1937

(X222 2223113 22 1201123 a1l YT N2l a2l 2 adllliYi i rIa Iy ey

COMRMENT s = = t = =TE): ¥
bo adviged that the official addxess for Bprint NMetropo)itap
Netyorks, Inc, is 15} South Hall Lang, Syjite 300, Majtland,
XL . 32751, PRiease agend your recoxds to reflect the pew
address. Thanks - lot wo know if you noed guvthing furtbor,

BRGNS O NG SO RO NSO A R RSOOSR ¢ AR Rt OO RSO RN R e r Rt R et RO RO ROROROENNd

Urgent: Reply Rsquested) Por Your Information: X

CROP OGP RSN R YRR SR Ad R PR RGN R Rl Ol R Rdeddod i ed Ve R R dd o RandOb bR

TOTAL NWMBER OF PAGES: 1 (Including Cover)

FAX PHOME: _413-7118 OPERATOR:
I I I O T L L T T f IR PR R L P e TR T e T L T Y XYY

THE PAGES CORPRISING TRIS PACSINILE TRARSNISSION CONTAIN CONTIDERTIAL INFORMATION FRON
THE LAM FiEm OF ERVIN, VAN, JACOSS & ERVIN. THIS CONFIDENTIAL INFORMATION IB
INTENDED BOLELY POR USE §Y THME IBDIVIDUAL OR ENTITY RAMED AS THE RECIPIENT MERECE
IF YOU ARE MOT THE INTENDED ERCIPIENT, BE AMARE THAT ANY DISCLOSURE, OOPYINC,
DISTRISUTION, OR USE OF THE CONTENTS OF THIS TRANSMISSICE IS5 STRICTLY PROMIBITED.
IF YOU HAVE EECEIVED THIS TRANGRISSICN IN EXROR, PLEASE ®OTIFY US BI TELEPRONE
IMMEDIATELY 80 WE MAY ARBANGE TO RETRIEVE THIS TRANSNISSION AT NO COST TO YOU.

shdesas o dodt bbb ad bt o adt bRt bR R rdedOdabbbanddORbRtdOnaaRbaY

VERIFICATION: PACSIMILE COMPLETE BY

CRGANCROOETAS A ed O RAGeddad R ddbbovivt o bdddotao e PR tRddO RN O OdaARO RS






10

11

12

13

14

15

16

17

18

B ¥ B8 B

A I have a Master of Business Administration degreec from Georgia State University

in Atlanta, Georgia and a Bachelor of Business Administration degree from Tuxa~
Christian University in Fort Worth, Texas. I have been emp..yed by Spnint for
over gix years and .ve been in my current position since February, 1997. I began
my telecommunications career in 1983 when [ joined AT&T Long Lines
progressing through various sales and sales management positions. In 1989, I
joined Sprint's Long Distance Division as Group Manager, Market Management
and Customer Support in Sprint's Intermediaries Marketing Group. In this
capacity, I was responsible for optimizing revenue growth from products and
promotions targeting association member benefit programs, sales agenis and
regellers. [ owned and operated a consumer marketing franchise in 1991 and
1992 before accepting the General Manager position for Sprint's Florida unit of
United Telephone Long Distance (“UTLD"). In this role, I directed marketing and
sales, operational support and customer service for this long distance resale
operation. In Sprint's Local Telecommunications Division, in 1993, I was charged
with establishing the Sales and Technica! Support organization for Carrier and
Enhanced Service Markets. My team interfaced with interexchange carriers,
wireless companies and competitive access providers. After leading the business
plan development for Sprint Metropolitan Networks, Inc. (“SMNTI"), I became
General Manager in 1895. In this capacity [ directed the business deployment
effort for SMNI including the establishment of ita network infrastructure,
marketing and product plans, sales channels and all aspecta of operational and
customer support. I continued to serve as General Manager for SMNI when it
becams fully operational. I accepted my current poaition of Director- Lacal
Market Development in February 1997.
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. WHAT ARE YOUR PRESENT RESPONSIBILITIES?

My present responsibilities include representation of Sprint in interconnection
negotiations with BellSouth Telecommunications, Inc. ("BellSouth®). In addition,
1 am responsible for coordinating Sprint's entry into the local markets within
BellSouth's states. 1 also interface with BellSouth's account team supporting
Sprint by communicating service and operstional issues and requirements,

including escalation of service and/or support issues as necessary.

. PLEASE EXPLAIN THE RELATIONSHIP THAT HAS HISTORICALLY

EXISTED BETWEEN SPRINT COMMUNICATIONS COMPANY LIMITED
PARTNERSHIP AND SPRINT METROPOLITAN NETWORKS, INC., AND THE
CURRENT LEGAL STATUS OF SPRINT METROPOLITAN NETWORKS, INC.

(“SMNI").

Sprint Communications Company Limited Part aership is a Delaware Limited
Partnership. Sprint Metropolitan Networks Inc. was initially establhished as a
subsidiary of Florida Telephone Corporation. Fiorida Tclephone Corporation is ¢

wholly owned subsidiary of Sprint Carporation.

Sprint Metropolitan Networks was subsequently merged into Spruat
Communications Company Limited Partnership. By letter dated September 30,
1987, SMNI and Sprint requested that the Florida Public Service Commission
(“I'PSC") approve the transfer of SMNTI's Alternative Local Exchange Company
(*"ALEC") certificate No. 4390 to Sprint. The Cornmisaion issued Order No. PSC-
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97-1422-FOF-TX dated November 13, 1997 approving the transfer of the SMNI
certificate to Sprint Communications Company Limited Partnership, and
cancelling that certificate. In addition, the legal entity of Sprint Metropolitan
Networks, Inc. wr- dissolved pursuant to Articles of Dissolution filed with the
Florida Secretary of State on October 24, 1997. Accordingly, the business entity
that we have previously referred to as *“SMNI" is now functioning as part of Sprint

Communications Company, Limited Partnership.

For purposes of clarity, however, and consistency with the Complaint filed with
the FPSC on October 10, 1997, I will refer to the businesa entity that is the focus

of this complaint as “SMNI" throughout my testimony.

. WHAT IS THE STATUS OF SMNI'S INTERCONNECTION AGREEMENT

WITH BELLSOUTH?

The provisions of Sprint Communications Company Limited Partnership's
interconnection agreement with BellSouth apply to SMNI's purchases and
interconnection with BellSouth. However, in the spirit of preventing disruption of
SMNI and BeliSouth ALEC business support processes, Sprint and BellSouth
agreed in late September 1997 that operations would continue to be governecd ay
the SMNT interco nnection agreement until such time as a tranaition plan could be
identified and implemented. Accordingly, t.» results reported in Sprint’s
tegtimony in this docket will reference the operational performance commitments
and performance standards contained in the SMNI interconnection agreemont.
The transition to operational governance under the Sprint Comuwunications
Company Limited Partnership agreement is currently targeted for February,
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1998.

. WHAT IS THE PURPOSE OF YOUR TESTIMONY?

The purpose of my testimony is to address the Issues identified in the Complaint
of Sprint Communications Company Limited Partnership d/b/a Sprint and Sprint
Metropolitan Networks, Inc., Against BellSouth Telecommunications, Ine., Docket
971314-TP. My testimmony will describe the nature of the Issues and provide
background information regarding Sprint's efforts to resolve them. ! will also
describe how the ongoing problems described in the complaint impact Sprint and
its ALEC masrket expansion plans.

. PLEASE DESCRIBE SMNI AND ITS BUSINESS FOCUS.

SMNI was certificated by the FPSC as an ALEC in January, 1996. As previously
referenced, SMNI's ALEC certificate was transferred to Sprint Communications
Company Limited Partnership. SMNI is a facilities-based local service provider
focused primarily on buginess customers in the Metropolitan Orlando area. SMNI
has a limited fiber optic back-bone network with direct fiber connections to a
number of commercial buildings and its own central office switch located in
downtown Orlando. In order to provide service to those customers in properties
not directly served by SMNI's network, SMNI begun ordering and provisioning
unbundled loops from BellSouth in May 1996. SMNI algo relics on BeliSouth for
the lease of other unbundled network elements including interim number

portability, directory listings, CCS7 aignaling and interoffice and interconnection
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trunks.

. WHAT TYPE OF PROBLEMS HAS SMNI EXPERIENCED WHEN

ATTEMPTING TO ACQUIRE SERVICE FROM BELLSOUTH?

SMNI has experienced delays in the service order and provisioning processes that
have resultad in extended installation intervals and missed customer due dates.
BellSouth has also caused numerous service interruptions due to pre-mature
service disconnections and inappropriste de-activation of number portability
routing instructions and other call completion tranalations. These problems have
damaged SMNT's reputation as a local exchange service provider and weakened ita
credibility in the marketplace. Moreover, these problems have significantly
increased SMNI's operational and acquisition costs, impairing ita ability Lo enter

the local exchange market in Florida on 8 broader acale.

. PLEASE DESCRIBE BELLSOUTH'S PERFORMANCE RELATIVE TO THESE

PROBLEMS.

BeliSouth is in breach of its interconnection agreement, in violation of cited
provisions of the Telecommunications Act of 1996, and has failed to honor certain
of its commitments to SMNI. SMNI has rehed upon BellSouth’s representation
that it would comply with the terms and conditions of the Interconnection
Agreement, the Telecommunications Act of 1996 and the rules thereunder as
promulgated by the Federal Communications Commission (“FCC"), and the

commitments made by BellSouth to SMNI. Commission involvement is required
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to order relief as will be necessary to provide SMNI with a reasonable opportunity

to compete for local exchange service business in Florida.

. WHICH PROVISIONS OF THE TELECOMMUNICATIONS ACT OF 1996 HAS

BELLSOUTH VIOLATED?

Sections 251 and 252 of the Telecommunications Act o 1996 contain specific
provisions providing requirements of Incumbent Local Exchange Companies
(*ILECS") in the provision of interconnection to competing local providers.
Specifically, Section 252 (c) (2) (C) provides that [LECs have the duty to provide,
for the facilities and equipment of any requesting telecommunications carrier,
interconnection with the local exchange carrier's network thut is at least equal in
quality to that provided by the local exchange carrier to itself or to any
subsidiary, affiliate, or any other party to which the carrier provides
interconnection. Although I am not an attorney and | am not expressing legal
opinions or analysis through my testimony, it seems clear from an operational
standpoint that the problems experienced by SMNI do not meet the standards for

interconnaction portrayed in Sections 251 and 252 of the Act.

Specific Interconnection Agreement breaches will be discussed within the context

of the issues discussion presented by Sprint witness Warner,

. PLEASE PROVIDE A BRIEF REVIEW OF SMNI'S ESTABLISHMENT OF

INTERCONNECTION WITH BELLSOUTH AND ITS INITIAL EXPERIENCES
IN ATTEMPTING TO OBTAIN SERVICE.
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A. SMNI and BellSouth signed a stipulation and agreement to establish rates, terms

and conditions for local interconnection on January 29, 1996. In order to
facilitate implementation of the exchange of traffic betwe 'n SMNI and BellSouth,
SMNTI and BellSouth signed an operational letter on April 18, 1996, attached as

MLC-1 to this testimony.

Test orders for unbundled loops were first placed with BellSouth in May 1996. In
July 1996, SMNI began actively marketing its competitive local telephone service

to business customers.

SMNI began experiencing provisioning problems with BellSouth in August 1996.
These problems included: (1) BellSouth failure to acknowledge receipt of faxed
orders; (2) BellSouth failure to notify SMNI of errors on orders; (3) BellSouth
failure to provide Firm Order Confirmation (*FOC*) within 48 hours of order
receipt; (4) BellSouth lines inaccurately identified at customer locations; (5)
BeliSouth refusal to dispatch technicians during cutovers until problems occurred,;
{6) customers taken out of service in error when cutovers were postponed, and (7)
multiple provisioning problems resuh‘.ing‘in lengthy installation intervals,

sometimes in the 30-60 day range.

SMNI personnel began attempting to resolve these problems with their
operational counterparts at BallScuth in September 1886, When the problems
continuad into Octoper, these unresolved issues were escalated to the BellSouth

account team assigned to provide support to SMNI. SMNI submutted an “lesues

List®, MLC-2 to this testimony, to the BellSouth order center and account team
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describing ordering and installation problems encountered.

In November 1996, SMNI personnel met again with the BellSouth account team
to express concern and ask for resolution of the ongoing issues. The BellSouth
account team responded with a plan to resolve operational issues and to have all
pending orders corapleted by December 31, 1996. During December, however, the
operational problems continued and were escalated by SMNI again to the

BellSouth account team.

By January 1997, a considerable order backlog had accumulated. BellSouth, ance
again, committed to resolve the backlog problem by January 31,1997. In additon,
BellSouth transitionaed its support for SMNI to the account team that works with

Sprint’s long distance operations in an effort to further improve service.

When problems continued in February 1997, further escalation was wade to the
BellSouth account team leader. BellSouth responded that the source of the
immediate problem had been identified and resolved and reiterated its

commitment to improvement.

SMNI! and BellSouth entered into an interconnection agreemaent on March 13,
1997, effective retroactively to January 1, 1987. This sgreement was approved by

the Commission on September 23, 1997.

Q. WHAT IS THE FIRST ISSUE THAT YOU WOULD LIKE TO ADDRESS?
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A I will addreas Issue 1, which has been stated as follows:

Has BellSouth provided Fum Order Confirmation in » timely and accurate
manner as agreed to by BellSouth and SMNI? If not, what relief, if any, is

appropriate.

. HAS BELLSOUTH FAILED TO PROVIDE FIRM ORDER CONFIRMATION IN

A TIMELY AND ACCURATE MANNER AS AGREED TO BELLSOUTH AND

SMNT?

Yes. BellSouth has not provided Fum Order Confirmation (FOC) in a timely and
accurate manner as agreed to by BellSouth and SMNI.

. PLEASE DEFINE FIRM ORDER CONFIRMATION (FOC).

Firm Order Confirrmation (FOC) is 2 notification provided by BellSouth o a
customer, in this case, SMNI, that confirms that the customer’s order has been

received and indicates whether it can meet the deaired due data for service.

. HAS BELLSOUTH AGREED T PROVIDE FOCS TO SMNI WITHIN 48

HOURS OF RECEIPT?

Yes. SMNT's Interconnection Agreement with BellSouth states in Section V.E.6,
*BellSouth will establigh (emphasia added) and adhere to competitive intarvals for

the delivery of FOCs." Through discussions with BellSouth's account team in late

10
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1996, BellSouth committed t) providing FOCs to SMNI within 48 hours of an

order’s receipt,

SMNI has docw nted BellSouth's performance with respect to the FQC 48-hour
return commitment as shown in MLC-3 to this testimony. Although BellSouth's
performance has improved with time, it has still failed to meet this commitment
every month. Despite nominal arder quantities as receatly as December 1997,
when only eleven arders were processed, BellSouth failed to pruvide FOCs within
48 hours 36% of the time. Sprint witness Graham will discuss these results in
detail.

. WHAT HAS BEEN THE IMPACT OF BELLSOUTH'S FAILURE TO PROVIDE

TIMELY FOCS TO SPRINT AND ITS CUSTOMERS?

... Sprint's operating costs have been significantly increased due to BellSouth's

failure to return timely FOCs because ita personnel have expended significant
time repeatadly calling BellSouth to check order status. Sprint has further lost
credibility with its customers because it has been unable to confirm to its
customers whether or not their desired installation dates can been met. The
result has been that Sprint’s reputation for service comparable to BellSouth is
severely damaged. Such damage has causeq SMNI to halt further mai ket
expansion plans until BellSouth demonstrates it can provide wholesale service
that enables SMNI to provide quality service to ita customers. Moreover,
customers have been inconvenienced because they have had to wait to coordinate
arrangements connected with service installation until they have received

11
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confirmation of due dates from Sprint.

. HAS SPRINT COMMUNICATED TO BELLSOUT™ ITS CONCERNS ABOUT

BELLSOUTH'S FAILURE TO PROVIDE TIMELY FOCS?

Yes. On multiple occasions, either by telephone, in face-to-face meetings, or in

writing, Sprint has communicated its concerns regarding this matter to BellSouth.

On January 23, 1997, an executive level meeting was held between BellSouth and
Sprint st which concerns about BellSouth’s performance in meeting the 48-hour
FOC commitment were addressed. BellSouth expressed its intent 10 meet the 48-

hour commitment and indicated that it would be measuring progress toward this

goal.

On Apri! 18, 1997, I sent a letter, Attachment MLC-4, to the leader of the Sprint
account team, Ms. Carcl Jarman, Assistant Vice President-Bell South, expressing
concern regarding BellSouth's failure to meet the 48-houwr FOC commitment Ms.
Jarman‘s response, Exhibit MLC-5, dated April 25, 1997, indicated that BellSouth
was adding resources to meet the 48-hour commitment. She further suggested
that SMNI's transition to the use of EXACE, an electronic interface offered by
BellSouth for transmission of Access Service Huquests ("ASRs” , would reduce
some of the processng dalays experienced by SMNI. Notwithstanding SMNI's
subsequent transition to EXACT, however, SMNI continued to experience missed
due dates.

12
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On May 1, 19987, Mr. George Head, Sprint's Vice President-Local Market
Integration, wrote to BellSouth's Mr. Joe Baker, Vice President- Interconnection
Sales, to express his concerns regarding Ms. Jarman's lecter, as shown n Exhibit
MLC-6. Mr. "ead noted that Sprint “does not consider 48 hour turn around to
be an acceptable performance level. In a manual environment, Sprint believes
that 24 hours is readily achievable. When automated processes are implemented,
a 4 hour turnaround is expected and achievablo. Absent this level of performance,
BellSouth will be unable to meet its obligation to serve CLECs with the same

speed and quality with which it serves its end user customers.”

BellSouth responded in &8 May 5, 1997 letter from Mr. Joe Baker to Sprint's
Gearge Head, shown as MI.C-7. Mr. Baker discussed several actions being raken
by BeliSouth to improve its service to SMNI and confirmed BeilSouth's

commitment to meeting the 48-hour interval for FOC return.

On June 24, 1997, at Sprint's request, Sprin: and BellSouth met at BellSouth's
offices in Birmingham, Alabama to discuss current process imp¢ovement
procedures being implemented by BellSouth to meet its obligations to provide
timely FOCs to SMNI. [ personally participated in these discussions with
BellSouth at the June 24 meeting in Biriningl.am, Alabama. 'ellSouth once

again reiterated its commitment to meeting the 48-hour FOC ommitment.

Q. IS BELLSOUTH MEETING ITS 48-HOUR FOC COMMITMENT?

13
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A No. As stated previously, BellSouth continues to miss its commitment.

Q. WHAT RELIEF DOES SPRINT BELIEVE IS APPROPRIATE?

A. Sprint believes that Commission order of several measures is appropriate. First,
Sprint requests that the Commission order BellSouth to honor its commitment to
provide FOCs in a timely and accurate manner, through whatever resource
additions, process improvements, or other actions BellSouth deeins necessary,
pursuant to its commitment to SMNI to issue FOCs within 48 hours of order

receipt.

Sprint further requests that the Commission open a generic docket to establish
performance measurements and service quality standards governing the
provisioning of wholesale services. Sprint believes that this is necessary so that
ALECs can provide their customers with service that is equal in quality to the
service consumers have coma to expect from local telephone companies. Sprint
submits that timely return of FOCs will be an important component of such

performance measurements.

Q. HAS BELLSOUTH FAILED TO IDENTIFY PROVISIONING PROBLEMS IN A
TIMELY MANNER TO ENABLE SMNI TO MEET CUSTOMER DUE DATES
AT PARITY WITH THE SERVICE PROVIDED BY BELLSOUTH TO ITS
RETAIL CUSTOMERS?

14
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A Yes. BellSouth has repestedly failed to notify SMNI in a timely manner of

facilities issues which prevent SMNI from meeting its customer's desired due
date. Such failure to provide timely notification prevents SMNI from advising its
customer of a due date change until after the customer has scheduled other

vendors or work activities around the original due date.

In addition to these late facilities problem notificatinns, BellSouth has also been
reluctant to provision SMNI orders where certain network equipment
configurations exist with BellSouth’s network. These aituations include customers
whose BellSouth services are provisioned utilizing 8 Digital Access Crosa-Connect
mapped Integrated Subscriber Line Concentrator (*DACS mapped Integrated
SLC*"}), orders for non-designed sub-loops and orders that must cross-connect at

SMNTI's collocation in BallSouth’s Magnolia central office.

. WHAT IMPACT DO THESE PROBLEMS HAVE ON SPRINT AND ITS

CUSTOMERS?

When the due date has been established and must subsequently be changed,
significant duplication of work effort is required by SMNI personnel to change
orders, to reschedule installation personne! and often, to re-negotiate the entire
instaliation with the customer. These change: also create significant end user
customer dissatisfaction since time-consuming coordination of service cut-over
personnel, such as telaphone equipment vendors, is often requirud. Morsover,

these incidents cause Sprint to appear inept and unresponaive to its customers.
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In those situstions where BellSouth has expressed reluctance to provision certain
types of orders, significant frustration results for the sales personnel trying to
satiasfy customer expectations and the implementation personnel attempting to
facilitate the ~rvice installation. Costs are increased due to the additional
resources required to negotiate completion of the orders. The end result is
inevitably an extended installation interval. This damages the customer's
perception of Sprint’s service before it is even installed and tarnishes Sprint's
credibility by raising doubt as to Sprint’s ability to manage the service installation

process.

. HAS SPRINT COMMUNICATED ITS CONCERNS REGARDING LATE

NOTIFICATION OF FACILITIES ISSUES TO PELLSOUTH?

Yes. On multiple occasions, through individual conversations, conference calls as

well as in writing, Sprint has communicated its concerns to BellSouth.

My April 18, 1997 letter to BellSouth's Ms. Carol Jarman, ML.C4 raises
provisioning problem concerns, as does my May 19, 1997 letter, MLLC-8. Facilities
issues were also discussed at the June 24, 1997 executive meeting 1n Birmingham
referanced earlier. Facilities issues are continually raised as significant in
discussions with BellSouth account team mermbers. Despite having received
executive level attention within both Sprint and BellSouth, the problems
referenced earlier eithar continue to occur or loom as future obstacles since
suitahle solutions have not yet been implemented. While SMNI apprecistes the

technical issues that must be dealt with when ALEC services are provisioned,

16
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SMNI believes that facilites issues can be Wdentified and resolved expeditiously in
the BellSouth retail environment. BellSouth owns, controls and has full access to
the information that would ensble such issues to be identified and resolved.

SMNI is at the mercy of BellSouth to provide timely notification of facilities issues
in order to meet customer due dates and provide the service installation in parity
with what would be expected of BellSouth. Moreover, these problems are
illustrative of BellSouth's lack of adequate processes as are necessary to
successfully provide ALECs unbundled network elements.

. WHAT RELIEF DOES SPRINT BELIEVE IS APPROPRIATE?

Sprint requests that the Commisgion order BellSouth to notify SMNI, wathin 48
hours of order receipt, of facilities limitations and/or provisioning problems in
connection with SMNI service requests. Such notification will enable SMNI, in
the vast majority of situations, to makae installation commitments to its customers

..aat it can be confident it can honor.

Sprint further requests that the Commission order BellSouth to establish an
expedite procedure and an escalation procedure for loop order processing, such
that clearly defined contact points and time frames are identified to insure lzop

order processing commitments are met as required by the Inlerconnection

Agreement.

. HAS BELLSOUTH DISCONNECTED CUSTOMERS SEEKING TO MIGRATE

TO SMNI SERVICE PRIOR TO THE DESIGNATED CUT OVER DATE? IF SO,

17
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WHAT RELIEF IF ANY, IS APPROPRIATE?

Yes. SMNI customers have been subjected to untimely d. ~onnections associated
with the service conversion process. On numerous occagions, BellSouth has been
unable to stop service disconnection orders from being processed when the
cutover to SMNI service has been delayed. In this scenario, BaellSouth issues
internal orders to disconnect the customer's BellSouth service immediately prior
to the activation and turn-up of the local loop(s) used to provimon the "new"
service provided by SMNI. When a cutover us delayed, BellSouth must cancel the
disconnect order and reissue a new disconnect order with a revised due date. On
numerous occasions, BellSouth has failed to cancel a disconnect order and reissue
a new disconnect order. The result is that the customer’s service is disconnected

prior to the acheduled SMNT service cutover.

WHAT IS THE IMPACT TO SPRINT AND ITS CUSTOMERS WHIN
SERVICES ARE INAPPROPRIATELY DISCONNECTED?

The affectad customer is loft without telephone service until it can be re-activated
by BellSouth. For the business customers that SMNI seeks to serve, this is
extremely disruptive and can have a tremendously negative impact on the
customer’s business operations, reputation and revenue. For Sprint, operating
costs are increased when resources must be diverted to facilitate service re-
establishment and to re-build customer confidence in Sprint‘s ability to deliver
quality service. These service outages damage SMNI's reputation and impeds its
ability to establish and expand its competitive local service offerings in central

18
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Florida. They sct as a deterrent to switching to an ALEC and damage SMNI's

credibility with respect to managing the service conversion process.

. IS LATE NOTTFICATION BY SPRINT TO BELLSOUTH OF THE NEED TO

RESCHEDULE A CUTOVER THE CAUSE OF THESE INAPPROPRIATE
SERVICE INTERRUPTIONS?

No. Service conversions may be rescheduled at any time and for any reason.
Most notably, the customer may request that the service installation date be
changed based on business needs right up to the time of the scheduled conversion.
It is ludicrous to suggest that the response to a customer's request to reachedule
a sarvice conversion would be, “we can try, but you may be disconnected if we
can't stop the orders.® The real problem is that BellSouth has not modified its
systems and processes to allow service disconnection orders to be rescheduled in a
timely fashion. Moreover, the involvement of multiple internal departments
within BellSouth in the service conversion anc the heavy reliance upon manual
proceases has resultad in failure to properly re-issue orders due to human error.
The facts of the SMNI service disconnection incidents will show that the majorit -
of the delays were nacessary because BellSouth discovered it cowta not meet its
Committed Due Date {CDD) just prior to the installation date due to engineering
or facilities problema. Sprint witness Graham w.ll be discussing these service

disconnection incidents in more detail.

Q. WHAT RELIEF DOE SPRINT BELIEVE IS APPROPRIATE?
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A. Sprint believes that the Commisaion should order BellSouth to immediately

modify its methods, procedures and systems for handling customer migrations t.
an ALEC, such as SMN], so that customers will not suffer an inappropriate
disconnection, service interruption or cutage. BellSouth must be required to
establish a process that will enable service disconnection orders to be stopped,
regardless of the timing or reason for the request.

. HAS BELLSOUTH CAUSED SERVICE INTERRUPTIONS TO SMNI

CUSTOMERS DUE TO CALL ROUTING ERRORS, TRANSLATIONS
PROBLEMS OR FAILURE TO PROPERLY IMPLEMENT INTERIM NUMBER
PORTABILITY? IF SO, WHAT RELIEF, [F ANY, [S APPROPRIATE?

Yes. SMNI has experienced service interruptions on numerous occasions resulting
from BellSouth call routing errors, translations problems and failure to properly
provision and implement number portability. These incidents have prevented

calls from being completed to SMNI customers.

When call routing, translations or interim number portability instructions within
BellSouth’s network are entered incorrectly, modified in error or deleted in error,
BellSouth's network systems do not kmow how to process the calls. Lacking such
direction, network recordings are played for the callar such as, “This number is no
longer in service,” or “This number cannot be completed as dialed.” Accordingly,
those individuals trying to call SMNI customers were not able to reach them, but

instead, heard these recorded messages.
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Q. WHAT IS THE IMPACT TO SPRINT AND ITS CUSTOMERS OF THESE

SERVICE INTERRUPTIONS?

These incidents have been both embarrassing and financially damaging to Sprint
customers. Callers that heard "This number is no longer 1n service® when placing
their calls may have assumed that the Sprint customer had gone out of husiness.
Though the assumption is not true, it may have resulted in a damaged reputation
for the business and/or lost business opportunity if the prospect or customer
didn‘t call back. For Sprint customers that rely upon the phone for order
processing, such as catering companies or restaurants, businesa was lost because
customers could not reach the Sprint customer to make a reservation or place an

order.

. HAS SPRINT COMMUNICATED ITS CONCERNS ABOUT THESE NETWORK

INTERRUPTIONS TO BELLSOUTH?

. Yes. Sprint expressed concern about the nature of these outages and the

potential for their reoccurance at the time of the incidents, in telephone
conversatio ns subsequent to the incidents, in face-to-face meetings with BellSouth

and in writing.

. PLEASE DESCRIBE THE COMMUNICATIONS THAT HAVE TAKEN PLACE

REGARDING THILS PROBLEM AND SPRINT'S PERSPECTIVE ON THE
SOLUTIONS THAT HAVE BEEN PRESENTED.
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A In a letter dated June 18, 1997 from Mr. George Head, Sprint Vice President-

Local Market Integration, to BellSouth's Mr. Joe Baker, Vice President-Sales,
MLC-9. Mr. Head expressed “serious concern regarding recent service problems
in Orlando, F. ida" and asked BellSouth to identify what “irreversable corrective
action” would be taken to prevent further reoccurrences. He notad three separate
incidents in which SMNI customers were itnpacted dated May 19, May 30 and
June 5. Mr. Head noted, “These errors by BellSouth have resulted in service
deficiencies that have damaged Sprint's relationships with its end user customer
and are impeding Sprint's ability to establish itself as a local service competitor in
Central Florida * He asked far a review and analysis of the situation at an

executive meeting acheduled for June 24, 1997 at BellSouth's Birmingham offices.

At the June 24, 1997 meeting, BellSouth reviewed the outage and presented
several actions that were being discussed and/or taken to prevent further
occurrences. Meeting hand-outs prepared by BellSouth are shown as MLC-10 to
this testimony and included such things as additional employee training and
isolating CLEC translations groups within a range of translations identifiers. The
*permanent” solution was identified as a “software patch providing password
protect capability against removal of Switch Facility Group.® This would ensure
that “human error” would not result in recuw ring incidents. To Sprint's
knowledge, this "software patch® has not been implementad, leaving SMNI and

other CLEC customess vulnerable to future outages caused by human error.

This vulnerability was most vividly demonstratad when local number portal.lity
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instructions were once again taken out BellSouth's systems in error in the late
afternoon of June 24, shortly after the conclusion of the executive rneeting. Every
customer served off of BellSouth's Magnolia 1AESS awitch with number

portability was impacted by this outage.

At Sprint’s request, BellSouth's Mr. Joe Baker issued a letter on July 1, 1997 to
Sprint that could be used by SMNI sales personnel to present to affected
customers, if needed, confirming that BellSouth was responsible for the latest
sarvice interruption. See MLC-11, attached to this testimony. Ms, Carol Jarman
of BellSouth followed up with a letter on July 8, 1997, MLC-12 to further explain
the June 24" incident and to provided guidelines that BellSouth had implemented
to prevent “future removal of SFGs 1n errar.* Ms. Jarman's letter notes, ".our
staff is currently working with Lucent Technaologie - to provide & perman+nt
solution which will prevent SFG removal without complex translations
involvement and we will status you on that as soon as possibie.® Once again, to
Sprint's kmowledge, the permanent solution that was to be provided by Lucent

Technologies has not been implemented.

While Sprint appreciates BellSouth's willingness to take responaibility for the
service outages and to take interim steps toward eliminating such outages in the
future, it is of littla comfart to SMNI customers who have just endured another
outage. These outages represent the substantial risk that exsts for SMNI and
other facilities-based CLECs utilizing interim number portability snce there has
been no permanent solution wunplemented to prevent these outages from
recurring. Until such a permanent solution is implemented, the risk of sorvien

2
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interruption will continue to be much greater for CLEC customers than the risk

of service interruption to BellSouth customers.

. WHAT RELIEF DOES SPRINT BELIEVE IS APPROPRIATE?

Sprint believes that the Cormmission should order BellSouth to implement a
permanent salution that will prevent software instructions for SMNI call routing

from baing removed or revised in error.

The Commission should also order BellSouth to develop procedures to implement,
maintain and restore local number portability such that SMNI customer services
will not be inappropriately interrupted. This will enable SMNI! to have confidence
that its customers’ service is not at risk of interruption due to human error or

unauthorized changms.

Sprint believes that these actions are required by the Interconnection Agreemsnt
which states, Section IV.E.1, "At p minimum, the service quality of leased network
elements should match that of BellSouth's own elements and conform to all

Bellcore and SMNI requirements applicable to the type of service being provided.*

. HAS BELLSOUTH PROVIDED INSTALLATIO:!! INTERVALS FOR SFRVICE

ESTABLISHED VIA UNBUNDLED LOOPS IN ACCORDANCE WITH THE
INTERCONNECT'ION AGREEMENT WITH SMNI? IF NOT, WHAT RELIEF,

I ANY, [S APPROPRIATE?
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No. BellSouth has not provided installation intervals (or service established via

unbundied loops in sccordance wmith the Interconneclion Agreement.

. WHAT DOES THE INTERCONNECTION AGREEMENT SAY ABOUT

INSTALLATIL. .4 INTERVALS?

Section IVD.1 states:

“Installation intervals for service via unbundied loops will be handled in the same
timeframe as BellSouth provides services to its own customers, as measured from
date of customer order to date of customer delivery. BellSouth will make best
efforts to install unbundled loops and other network elements by the Customer
Desired Due Date (CDDD")."

. HAS BELLSOUTH INSTALLED SMNT SERVICES IN THE SAME TIMEFRAME

AS IT INSTALLS SERVICES FOR ITS OWN CUSTOMERS?

Although SMNI has not been provided ar-my data by BellSouth w indicate the
installation intervals it experiences when providing services to it8 own cus'omers,
we do not believe that installation intervais are being provided "in the same
timeframe as BellSouth provides services to its o»n customers.” SMNI's
experiences in procesaing unbundled loop orders with BellSouth have shown that
there are multiple occasions when due dates are missed due to BellSnuth reasons.
This is caused SMNI to lack confidence in BellSouth’'s ability to congistently meet
iﬁ commitments. Missed due datss damage SMNI's credibility with customers as
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a quality service provider. In order to create an environment where SMNI can
sustain its reputation and have reasonable level of confidence that it can meet
customer commitments, SMNI sales representatives routinely quote 3045 day
installation intervals when meeting with prospective customers. Moreover,
because of hte lack ~ confidence in BellSouth's ability to install services within
the intervals that BellSouth quotes as standards for unbundled loops, SMNI sales
and service representatives routinaly issue orders with intervals well in excess of
the quoted standard, such that the chance of meeting the due date will be
increased. Acoordingly, unbundled loop ordera are rarely issued with BellSouth's
‘target” provisioning intervals.

. EVEN WITH THESE EXTENDED INTERVALS, DOES BELLSOUTH

CONSISTENTLY MEET ORDER DUE DATES?

No. Fourteen of tha 60 service installations that occurred in October through
December 1997, or 23.3%, were not accomplished on the scheduled due date due
to BellSouth-controlled reasons. Sprint witness Graham will discuss this in more

detail.

. WHAT RELIEF DOES SPRINT BELIEVE IS APPROPRIATE?

Sprint believes that the Commission should institute an investigation into
BellSouth's retail operations to determine BellSouth‘s current provisioning
intervals for BellSouth retail customers and require BellSouth to demounstrate

that services are provisioned for SMNI at perity with services BellSouth provides
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to its own end users. Sprint believes that this is required to monitor BellSouth's
compliance with the terms of the Interconnection Agreement with states, Section

IV.D.1:

“Installation intervals for service established via unbundled loops will be handled
in the same timeframe as BellSouth provides as services to its own customers, as
measured from date of customer order to date of customer delivery. BellSouth
will make best efforts to install unbundled loops and other network elements by
the Customer Desired Due Date (*CDDD").

Sprint further requests that the Commission order BellSouth to file periodic
reports concerning its current provisioning intervals to its end users as compared

to its actual performance in providing services to ALECs.

The Commisaion should further order BellSouth to immediately devote adequate
resources to the operation of its Local Carrier Service Center to insure that orders
received from SMNI can be prncessed on a timely baais, with the same degree of
reliability and within the identical time f;'ame as BellSouth provides service to its

own end users.

. PLEASE SUMMARIZE YOUR TESTIMOL!Y.

BellSouth has failer to comply with the terms of its Intarconnuction Agreement.
with SMNI and has failed to honor certain other commitments to SMNI. Such
failures have negatively impacted the quality of service that SMNI is able to

r1
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provide its customers, consequently damaging SMNI's reputation and credibility
in the marketplace. The problems caused by BellSouth's failure to perform have
significantly increased SMNI's operational and acquisiti n costs, inpairing its
ability to enter the local exchange market in Florida on a broader scale.

BeliSouth has failed to provide Firm Order Confirmations (FOCe) in a timely and
accurate manner as established by the Interconnection Agreement. Sprint
requests that the Commission order BellSouth to honor its commitment to
provide FOCs within 48 hours of receipt. Sprint further requests that the
Commisaion open s generic docket to establish performance measurements and

service quality standards governing the provisioning of wholesale services.

BellSouth has failed to identify provisioning problems in a timely manner to
enable SMNI to meet customer due dates at parity with the sarvice provided by
BellSouth to its retail customers. Sprint requests that the Commission order
BeallSouth to notify SMNI within 48 hours of order receipt of facilities limitations
and/or provisioning problems in connection with SMNI service requests. Sprint
further requests that the Commiggion order BellSouth to establish an expedite
procedure and an escalation procedure for loop order processing to ensure that

Interconnection Agreement order processing commitments are met.

BellSouth has also disconnected customers seeking to migrate to SMNI service
prior to the designated cut over date. Sprint requests that the Comnussion order
BellSouth to immediately madify its methods, procedures and systems for SMNI

customer migrations such that customers will not experience inappropriate service
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interruptions. BellSouth must also be required to establish a process to enable

service disconnection orders to be stopped.

BellSouth has caused service interruptions to SMNI customers due to call routing
errors, translations problems or failure to properly implement interim number
portability. Sprint requests that the Commission order BellSouth to implement a
solution that will prevent software instructions for SMNI call routing from being
removed or revised in error. The Commission should also order BellSouth to
develop procedures to implement, maintain and restore local number portability

such that SMNI customer services will not be inappropriately intarrupted.

Q. DOES THIS CONCLUDE YOUR TESTIMONY?

A  Yes, it does.
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Docket NO. 971314-TP
Exhibit NO. MLC-1
Page lof |

- A
%’ Spf‘tﬂ[ Box 162900 M4 4180
{amante S\pringy Flos f2 12714090
Phone £)° 87 124!
Fan 407 875 1484

Meligsa L Clost
Cieneral Manager
Sprint Meiropohtorn etworks [

April 18, 1996

Mr Robart Scheye

Scnior Director

Strategy Development Core Business
BeliSouth Telecommunications

675 Peachtree Strect, N E

Allanta, Georgia 30375

Dear Mr. Scheye

Spomt Motropoltan Netwarks, Ine and BellSoulh Telecomunumicats ms have signad 2
steputation for the purpose of interconnecting the networks ol the compames and lacilnating

the tntroduction of kxal exchange competition

The intent of the stpulation 15 to provide the framework 10 aliow vur 1wo companis [0 AWve
forward in a spurut of cooperauon as we mutually determine the specelics of the operating
reyurements.

Sprit Metropolian Networks, ine has 4 targeted implementation Jate ol May 1, 1996 Qur
companies have been working (ogether to prepar - the technral requurements tor the
exchange of trafTic and upon completion ol this water, umplementation can proceed

Please sign both ofignals and rturn one tn SMNI

Thank you for your quick respornse

BellSouth Teleccommunicativas, Lac. Sprint Metrapolitan Networks, [ne,
(Authorized Signature) (Authotized Signatubé)
Nan\c:&&ﬂ' C SC HEYE Name  Mohssa o Closy
(Prunt or Type)
Title sz b Tl General Manage

Date. "(ftﬁ/‘i ot Dae 1 -16-6
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Docket NO. 971314-TP
Exhibit No. MLC-2
Page | of |

SMNTI - BellSouth Discussioa lss: =1
1072896

i Fastablish bocal or _l}-free “conference call number for coordinauon of cutovers
Today. thc conforence call number 15 lang dastance (0 ares code 205 The nuaponty of the
are Jocal OSP, Central Office and managemen: personne! Establishung a local or
"woll fres’ gumber would benefit lhe local paruapents.

2 Coordination of cutovern
Prowvide 8 lin of contacts for SMNT 1o use during cutovers. Fstablish procedures for SMNI to
dirertly contact dufferent departments iovolved in provisionung service order requesis and cubmecr
of scrvces

). Establigh a st inicnval for scrvice onders.

Sa ienailve umelines 0 be used when ordening services thatl wall cnablc Dug Datcs 1o be
astablished ai the tims the ssrvices afe ordeved  Such as; An ofder for DSO, end W cnd wall Jake
3 working days 0 install An order for US1 through the Magnolis Coloaie will luke 7 working
duys 1o insiall. An arder far 0$0 al U customet location, provisioned on a DS1 from LkMary
trough the Magnolia Colocaic will Lake § working days 1o insiall. A request 1o hotcut’ a
customer with 50 lines will take (0 working days w provinon and coordinate  TLesE dates ar
noL MEARL 10 D¢ suggesied time frames, just “off the cufl” cxamples of ncaded informaiion

4. Abdlity to test Lines prior Lo ihe cut daias.
During the "boscwt’ far Pry, Haooond & Barr om 10724 the RellSouth ACAG center began
testing of the $MNT circuits st 3:30 using the "SMAS’ potts. This test verdicd Un: NMNT
dissops and liag from SMNT CO 15 the SMAS poini(probebly in the BellSouth CO). Then tening
wgs doae from the cumomer localion 1o e SMAS poinl. This procxas took tie majority of U
time spent dyring Use entire cutover, appravimaicly | - 1&1/2 howurs. Once complaned, the
Bcd]South C0) was insiruciod (o diconnect the 1FR line and connect the DSU. Theu awsnber
poctabiliry was ensblad by tw RCMAG groug. 'l ais oaly ok About 10 minutes.
A. SMNT wendld profcr o test tbe SMNT loop (from e SMNE CO o ihe BoliSouth end
ccrural offics SMAS point) prios 1o the Qusover.
B.  Also, of the three cusiomers already cutover in Magnolia arex
Constline - duplicate faciluies instalied peior (o cutover
Kright Images - hew customes willh new facilnics installed for DSU s
Fry, llammnad - *bowcnt” of cxicting lacilites
all thres cutovers have resulied in trouble being found on the DellSouth DS circuiss
used 10 deliver e SMNI dislione.  These D50 circuits should be property tested and
acceptad by BaliSouth prios 10 the cut.
“Pre wsung” of e circalls by Be)iSouth and SMN] would spood up cuuwers and decrease
troublc roports and scrvics problems, and lower ‘dowatime’ of Ihe customers scrvice. resuliing 1n
bener productvity and cunomer scrvis duning cutovers

3. Accexs CSR. Custosner Service Record
Enablish procass 10 request and reccive (SR 1nformation 1 8 Wink!y mannes  Delivery of
informaniion could be accomrplishod utlizing fax of InterneVcloctronic mail synem  Tomporary
proccas imvolves processing request W DetiSouth COG. who )n tusn prints tecord and faxes o
uset overni ghw delivery service

6 Fechange list of contacis, (o udormanional and snformal icquesds, including phone numibcrs, Email
addresses, afler hours nuinbers, Jocal contacis (HBellSoudi). cmergencies nuinburs. cig




EXHIBIT

MLC-3




BellSouth FOC Problems

April 1997
APRIL 1997
EQC PROBLEMS (OVER 48 HOURS)
{FOC = Fin Order Confirmation) 7 Aal ASRs Submetied 19
{ASR = Aocess Serwce Request) Total FOCs Reces vod Withun 48 Jows. 1
{POM = Purchass Order Numbe) Percent of FOCs Racerved Withu: 48 Hours. 5%
ASR Number of Actual
Customer TO FOC Business Days Wagrahion
CUSTOMER PON BELL Raceived From ASR To FOC Complete
[Customer A NOO1 0404197 04/90/97! 5 0511297
fCustomer B N0018001 0416197 04121154 4 7
[Cusiomes C NOG2008] 042497 042897 3 0429597
JCustomer D NOOT100A] Q0297 04110697 6 042697
Kustomer E NQO1100f 04202197 04/10v97 7 042197
[Customer F NOD1574] A7/97 041187 5 0472297
[Customer G NOD4310§ 04/147] 04/1897 5 06/25/97
{Cusiomer H N0060628] 0410657 04116/97 5 042897
YCustomer | NO0O155] 031197 040897 7 1897
ICustomer J NO10883] 040797} 04114197 6 0505097
Cusiomer k NOG5280§ O10R7! 04/1597 4 U17R?
fCustomer L NOD6462] 04716497, o/2187 4 054197
ICusomer M NOOT2004, 01787 0420847 18 04/18/97
[Cusiomer N NO07481 QU097 040097 4 41597
Kusiomer O NOO4576 0404757 DAXGST) 4 OTT
Kusome P NOOT 0401197 04/09/97 7 041497
ICusiomer Q 041149 04722197 7 297
{Cusiomer R i 04/08/97! 04/16/97 7 0472497
L

FOCNOCa2
1116798 318 PM
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BellSouth FOC Problems

May 1997
May 1997
EQC PROBLEMS (OVT.R 48 HQURS)
{FOC = Fym Order Confimabon) Total A3Rs Submibe. 16
(ASR = Access Sarvics Reguest) Total FOCs Recerved Witun 48 Hours 8
(PON = Purchase Orter Numnber) Percenl of FOCs Recerved Withn 48 Hous 50%
ASR Number of Achal
Customer T0 FOC Busmess Days Migrabon
CUSTOMER PON BELL Rresivad From ASR To FOC Compiete
[Cusiomer A NOD4337 05720097 0572387 4 26249
[Customer 8 NOO1764 050097 0501697 0740297
[Customes C NO05858 04/21/97 05006/57 12 050797
[Customes D NDO2002, 05/19/97 052337 5 06/05/97
Kusiomer E N003220{ 0502197 050897 5 0522871
[Customer F N001033) 04/ 18/97 05/06/97 13 06199
[Customer G CO0104 0520197 05/267 7 060397
H NOOOIT4A 05/00/97 0572097 8 06/1197]

FOCNOaz
1/16/98 3 18 PM
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Revised 12/16/97

BellSouth FOC Problems

June 1997
June 1957
FOC PROBLEMS (OVER 48 HOURS)
(FOC = Firm Qrder Confirmaton) Total ASKs Subrulied 15
(ASR = Access Serwce  aquest) Total FOCs Recerved Withan 48 rows 4
{PON = Purchase Order Number) Percant of FOCs Recenved Within 48 Hours 27%
ASR Number of Acual
Cusiomer T0 FOC Business Days Migradon

CUSTOMER PON BELL Received From ASR Yo FOC Complets
fCustomer A barr ds 0672497 0612697 3 080197
[Customer B N002661 0572397 060297 6 06/2087
[Customer C conirast asOf 0617537 0672797 9 07R37
[Customer D NOO575( 057309 060457 4 06/1297
fCustomer F NOO7900A 0620597 061187 5 071487
jcusiomer G iakshi 06/17/97 062397 4 07297
[Customer H NOO 064597 061187 5 071887
[Customer | siory.dso 060597 0611197 5 071547
[Customer J NOOS1 06/1197, 06/25/97 11 0611997
{Cusiomer K C009145/46{ 05/1187 06/2087 1 06/2187

FOCNOa2
1/16/98 318 PM
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BeliSouth FOC Problems

July 1997
July 1997
EQC PROBLEMS (OVER 48 HOURS)
{FOC = Fim Order Confirmabon) Tol ASPs Submtied 10
(ASR = Acoess Servce Requasi) Tolal FOCs Recerved Withn 48 Hours
{PON = Purchase Ovder Mumber) Percent of FOCs Recerved Within 48 -fours 50%
ASR Number of Actual
Customer T0 FOC Business Days Wigrakion
CUSTOMER PON BELL Raceived From ASR To FOC Complsie
[Customer A nvest bo 0673097 0702057 3 07099
[Cusiomer B nvest 6d & dsof 06057 070297 3 0772547
ICustomer C NOO4B21] 06/26/97 070197 4 0711187
Cusiomer D NOOGS6Y 06/26/97 070187 4 08049
FOCNuLag

1716/98 3 18 PM
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Revised 12/16/97

August 1997
EOC PROBLEMS (QVER 48 HOURS)
(FOC = Fym Order Confimaton)

{ASR = Access Servce Request)
{PON = Purchase Order Number}

BellSouth FOC Problems
August 1997

Tolal ASRs Submutied 13
Tolal FOCs Recarved Withan 49 Hours 7
Percant of FOCs Recerved Withan 45 Hours 4%

ASR Number of Actual

Cuslomer T0 FOC Business Days Migration

CUSTOMER PON BELL Recsived From ASR Ta FOC Compiels
A NO0B420] 08/19/97, 0872297 4 00457
[Cusiome B 002279051 0772487 080197 7 07/30097
Cusiomer C Daws Tig 0826097 08/2097 4 09/08/97
[Customer D NOO1011 08/19/97 082597 9 0’2787
[Customer E NOOBS66! 0801497, 080897 6 0811587
{Customer F orange ds! 081197 08/15/971 5 0814/97

FOCNOa2

1/16/38 3 18 PM
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EOC PROBLEMS [OVER 48 HOURS)

{(FOC = Fym Order Confernation)
(ASR = Access Sernce Regue )
{PON = Purchase Order Nurmber)

-

QOclober FOC Problems

BeliSouth FOC Problems
October 1997

Tolah ASRs Suomted 21

Tola FOCs Recesved Wathan 48 Hows 19
Percent ol FOCs Recerved Wiihe 48 Howrs 3%

ASR Nomosr of Acudl
Customer 70 FOC Business Days Migration
CUSTOMER PON BELL Racerved From ASR To FOC Compiots
Cusiomer P N47617197/C33826197 10//97 10AV87 3 10/1597
Customer Q Rolledso. v 102797 10/30/97 3 10/21/97

Page 1
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November FOC Problens

Revised 12/15/97 BellSouth FOC Problems
November 1997

EOC PROBLEMS (OVER 4§ HOURS)
(FOC = F¥m Order Confimaton) Tolad ASRs Su-bymetieq 22
(ASR = Accass Sennce Request) Total FOCs Recemnved Withan 48 Hours 18
(PON = Purchase Order Number) Percant of FOCs Receved Wihan 43 Hours 87%
ASR Number of Acual
Cusiomer TO FOC Busness Days Migration
CUSTOMER PON BELL Recasved From ASR To FOC Complote
Customer S TWC ds3 10/14797 10/25/97 11 110597
Customer M ZEQ1BE 11/6/97 11111097 6 111297
Customer T NOOT676 10/28/97 111397 14 11/2197
Customer U N851000 10/30/97 11112797 11 1172197
Revised 1272/97
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December FOC Problems

BellSouth FOC Problems
December 1897

FOC PROBY EMS {OVER 48 HOURS)
{FOC = Fm Order Confem: an) Total ALRs Submalted 11
{ASR = Access Serwce Request) Total FOCs Recerved Wi~ 48 Hours 7
(PON = Purchase Ovder Number) ) Percent of FOCs Receivad Withan 48 Hours 3 64%
ASR Nusnber of Ackual
Cuslomer TO FOC Business Days \iigration
CUSTOMER PON BELL Raceived From ASR To FOC Complohs
Customer V LKMYHLTO 111197 111497 3 124/09/97
Customer W PULAUBRITA 11119/97 11724197 3 12/09/97
Customer X HILTON.DSO? 12/3/97 12/8/97 3 12/16/97
Customer Y ORLUTHSDS0.CR 12111497 12/17/97 4 1211897
Rewvised 12/2/97
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April 18, 1997

M. Carol Jarman

Director

BellSouth Interconnection
Suite 440

Two Chase Corporate Drive
Birmingham Alxbsma 35244

Dear Carol:

While we were optimistic after our January 23 meeting with BellSouth's Accoun: Team
serving Sprint that service order and installation processes would improve, Sprint
Metropolitan Networks (SMNT) continues to experience delays with the majonty of its
orders placed with BellSouth. [ am writing t0 request your assistance in quickly
addressing several issues associated with these delays which have resuited 1n missed
SMNI service insullation commitments on multiple occasioos

First, BellSouth continues to miss its commitment to SMNT 1o retwrn Customer Sexrvice
Record (CSR) requests and Firm Order Confirma dons (FOCs) within 48 hours of receipt
It is the exception when 8 CSR or FOC 15 returned 10 48 bours. Usually, a follow-up call
must be placed by SMNI to inquire as to status and to escalate the request for CSR or
FOC retum. As an example, during the week of March 30. numerous orders were
delayed or rescheduled because SMNI was unable to acquire viual information 1 order to
properly provision service to its customers.

A secopnd source of concern is that SMINI has been 1afonned by the Birmingham LCSC
that there are only three individuals in their office that are able to properiy accept and
process SMNI orders. At one point, of the three, two were out of the office, leaving only
one person 1o handle the entire work load. Even whern specific orders were escalated, the
responses by BellSouth included, “! have found your ASRs and will have Nancy process
them when she returns oo Monday.” This was an escalation on Thursday, 4/3 for an
order due 4/10. (Nancy was remrning on 4/7.) Another response piovided 10 SMN] was,
© *“{haveten of your (SMNT) 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 significantly under-
resourced to effectively handle SMNI orders. In additon, poor workforce scheduling has
frequently made a bad situstion worse.

To illustrate, by special »mangement with BellSouth, SMNI recently submitted ASRs on
4/3 for 143 lines for a large business customer with an FOC retom commitment of 4/10
Carrect FOCs were not been received until 4/16.

In another recent example, SMNI submitted ASRs on 3/17 with a 4/11 doe date. Sprint
had also soid this customer & PBX, and the customer requested that the service cut-over
and PBX installation be handled concurrently. BellSouth was unable to locate the 3/17-
dated ASR, was sobeequently siow in responding, failing to return the FOC until 4/9, and
on 4/10 determined that BellSouth would not be able to convert service on the requested
due date. BeliSouth requested an additional week to properly provision and prepare for
the cogversion. Needless 10 say, the entire cutover had to be postponed and the cusiomer
was furious,

Finally, three SMNI customer orders are cumrently delayed because of BellSouth's
inability to properly provision an SMNI service order when the BellSouth service is
provisioned utilizing & “DACS-mapped integrated SLC." For one of these customers,
tests were performed while partnering with BellSouth to engineer service reusimg the
“DACS-mapped integrated SLC™ facility. The tests were successful, SMNT special-
ordered channe! cards for its central office in order to provision the services and orders
were subsequently submitied to BellSouth. BellSouth then informed SMNI that they
wer= unable to process the orders and the conversions would be detayed until new
faciitties could be provisioned or until BellSouth could determine “how and if™ they
would provision this type of service request. The ASR for one of the three customers
referenced was first submitted to BellSouth in September, 1996, and has been repeated|y
scheduled, re-scheduled, and delayed.

Carol, [ am asking for your assistance 1n addressing the above i1ssues and would
appreciate your response as to the nature and time-frames of the proposed resoluuons.

Please contact me if you need additional detail. [look forward to your response.

Sincerely,

Melissa L. Closz C(bf

cc: Joe Baker- BellSouth
George Head- Sprint
Richard Wamer- Sprint
Bill Bolt- BellSouth
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April 25, 1897

Ms. Melissa Closz

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

Dear Melissa:

Thank you for your letter dated April 18. You expressed several concerns and | will address
each of them.

The first issue in your letter was BellSouth's failure to meet the 48 hour commitment on Firrm
Order Confirmations (FOC). The primary teason for this has been a lack of resources. We
have been working diligently to increase our personnel. Next week we will add 14 service
representatives to our Birmingham office to handle Unbundied Network Element service
requests. in approximately 2 weeks, 18 additional service representatives will coinplete
their basic training. This represents an increase of more than 300 percent and will enable
the LCSC * process your service requests in a more timely manner and meet our 48 hour
FOC commitment.

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
process, documenting procedures and assigning responsibilities. There will also be an
additional management person to supervise the clerical staH.

As you are aware, the account team is working ditigently to transition SMNI to EXACT,
which is a mechanized service ordening interface. We have scheduled a visit to your
Orlando offices on May 7-8 to help facilitate that transition ang will bring several subject
matter experts to give hands on training to your personnel. This will also contribute toc a
more timely flow of information.
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April 25, 1997

Your additional concems also relate to a lack of resources. Once again, the increase in
personnel should "sviate this problem. We are somry 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.

| am not in a position to give you a definite answer reganding “DACS-mapped integrated
SLC."” BellSouth does 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 apologize for any inconvenience we have caused your company. The account
team is acutely aware of the importance of prompt response times for service and
provigioning in today’s focal environment. Toward that end, we will continue champion your
needs within BellSouth.

Carall_

cc:.  George Head - Sprint
oe Baker - BellSouth
Richard Wamer - Sprint
Bill Boit - BellSouth
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=5 Sprint

George V. Head

Vice President

Local Market integration
7301 College Blvd
Overland Park KS 66210
KSQOPKV0203

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

May 1, 1997

BellSouth Telecommunications, Inc.
Mr. Joseph M. Baker

Vice President - Salas
Interconnection Services

675 Wast Peachtree Street, N. E.
Suite 4423

Atlanta, Georgia 30375

Dear Mr. Baker:

| am in receipt of Carol Jarman's letter to Melissa Closz dated Apri 27, 1997. |
appreciate BellSouth meeting its Friday commitment with a response to the
service difficulties we continue to experience. Caroi and | also spoke briefly on
Friday aftemoon.

Weu agree with Carol's conclusion that BeliSouth has not adequately staffed its
LCSC. It has been qur experience with other suppliers, however, that mereiy
adding people, by itself, will not solve the service problem. Sprint recommends
that a joint quality team be established that has the charter to mutually map the
end-to-end process and identify opportunilies for cycle time reduction and
accuracy improvemnent. The team should also gain agresment on
measurement metrics and metnc calculation formulas and data sources

Sprint also requests that, it not already in place, that BeliSouth dedicate
resources in its LCSC specifically to Spnnt's account service needs. Sprnt
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commits to provide timely forecasts to assist in appropriately sizing the: g;oup
dedicated to Sprint's account.

We are hooeful that BeliSouth's EXACT system will provide an acceptable
interim intarfac.  for the local loop portion of SMNI service orders. The team that
meets in Orlando next month should attempt to quantity the number and type of
orders that may be processed through the EXACT automated interlace.

With respect to BeilSouth's 48 hour FOC commitment, it should be noted that
Sprint does not consider 48 hour tum around to be an acceptable performance
level. In a manua! environment, Sprint believes that 24 hours is readily
achievable. When automated processes are implemented, a 4 hour
tumarnound is expected and achievable. Absent this level of performance,
BellSouth wili be unable to meet its obligation to serve CLECs with the same
speed and quality with which it serves its end user customers.

In our view, BellSouth has made no progress against its commitments made on
January 23rd in Orlando. BeliSouth's lack of performance has been hammful to
Sprint's relationship with its customers, caused financial ham to Sprint and its
customers, and is an impediment to the development of competition in Central
Florida. As such, Sprint must regreftably insist that BellSouth fix its provisioning
process, with demonstrated results, pnor to 6-1-97. lf not, Sprint will be forced
to seek other remedies to achieve the service quality Sprint and its customers
deserve and are lagally entitled to receive.

Sincgrely,

" George V. Head

GVH:th

c: John Cascio
Malissa Closz
Ellen D'Amato
Carol Jarman (BS)
Rich Morris
Bob Runke
Gary Owens
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May §, 1997

Mr. George V. Haad
Vics Procidon:
Local Marieet indepmtion

Sprim
7301 Coliags Boulovard
Overlead Park, X3 48210

Denr George:

This letier w in suply 10 your conmapondance of May 1, 1957, 1 hope you did aot mmunderstand Carol Jarman's
eaplanation of what i heing done w0 setisfy Eprint Matro's business mquiremants. BallSouth is commited ©
sarving Sprint Motro in the best menner rassewgbly possible. | will, howsver, addrase the tass ruaed in order 10
provent sxy minundersmadiag concoraiag BellSesth's commianent to providing Sprint Metro end Sprint NIS with
sppropriats service levels.

As you know, BellSouth has already takon substantial sieps 10 ensure that Sprint NIS mcoives an appropnaie kevel
of service. Sprima NTS'2 irdevface with BellSouth is through & dedicsted account wam. Morvover, a portion of this

tewsn is assignad w work with both Sprint N1S sad Iprint Meero to faciiitals thelr working reiationships with
Bcll!mtbuuy“lnnlm in tha Southeast. Furthar, & project manager sad & newly eppoinwd cusiomer
eppor! manager hevi besa added (o ha LCSC 1o provide addilional support it proceasing ordems and addeessing
servica nends. We arw in the process of amablishing me implemeniation team of subjact madier eapera W (acilitaw
ot CLEC cumomer's izart up opertian. As soos a8 Dis teem &3 in place and properly rained, we will st vp a
saries of messings with Sprim © review snd-lo-end procasses wvd © look for oagalng iMprovament.

These managers and Sprint's eccount lcam are in daly contac. with ther countamarts ol Sprint N13, Spriat Mevo,
and the LCSC. BellSouth socomnt smanegemei for Sprint Matro was transitioned (o the Sprint Account Toam in
Janvaty in order o provide dedicated suppont that is expocienced in dealing with Sprina and s requireoients.

Az Cerol polnted out tn her letior 1o bfelinsa Closz, additional scrvica representatives w handls servies requasts for
vhbundicd aatwork clomants wars added 15 te LCAC the wesk of April 28, and mate representstives will complate
iraining and jom the LCSC s!T the week of May 12, Though Spnal N1S han anreatly hsued no ordens fu. service,
1 believe, ssruming BallScuth it providad reasonabls forveast from Spring NIS s & tircely fashion, the LCSC and
the Spriat dodicated aocount team will be svle to provide Sprint NIS with the proper kevel of sorvics once Sprint
N18 begims o place arders.

BallSouth haa saked Sprint WIS lor forecasts of the numbser of expected orders sinos Decamber 1996, We
appreciste te forecastiag can ba difflouit, but to dase the Infarmaation BeliSouth has received is Wo gencval w be
usaful for plasming and ctalfing purposm. [n order w ba of value, BellSouth will need specific foracast Informanon
by month, s, mumbec/typs of lines (o 3., resldonce, dburiosss, trunks, RSSX/MuldSery, cic.). UNEs and
numberfiype of sarvics ardery (pew, disconnes, move, record only, changs, 8ic.).
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Qeorge V. Aead Fagn2
Spont 38

It was manisoodd ia yowr lether thet Sprint doss not consider the 48 howr FOC commitmont accaptable; however, the
42 hour FOC commizmant is cosoguised as the standacd by Sprint-hietro in Ma. Clasy’s April 18 iatey. BellSauth
triands © ol it commitreent i Sprint Matre in this regard. While s 43 hour FOC comer. Jeent is ) ivne
betwecn Spring NIE and BeltSoutly ke corvamt contrect spgaiiatioes, this-dissgresment doss aou sapport tho
mﬂndhﬂtw-hmﬁMEMWam

Lasdy, BellSowth will provide hiasis-es aining to Sprint Metro on the EXACT sysits on May 5. This symem
3 ® oofer fiowe: Asyou kaow, the account tesm end BellSouth s
© ot forth fully the options for slactronio intorfaces

and wwuhm&mmm we.

Gearge, Balond) valuse Sprint as & lang term casorner, snd U is our dosirs 1 maintain o relationship with Sprin
that is based upon reuleel reepect, rust aad comsnitmont. | can samere you Bellfouth & commited to do what it cas
10 prowods & positive and grodective busineis reletionship with Sprint.
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May 19, 1997

M:s. Carol Jarman

Director- Sprint Account Team
BeliSouth Interconnection Services
Suite 440

Two Chase Cosporate Drive
Birmingham AL 35244

Dear Carol:

Thank you for your May 2 letter following up oo the status of the "DACS-mapped
integrated SLC" provisioning issue which has delayed the installation of several Sprint
Metropolitan Networks (SMNT) customer orders. My response is for the purpose of
providing clarification as 10 what the issue is and why its resolution is crirical.

MNI has piaced unbundled loop service orders with BellSouth for several customers
where the customner is currently provisioned by Bu)!South utlizing a DACS-mapped
integrated SLC— essentially & “pair gan” device emplioyed by BellSouth to maximize
faality utilization In attempting to provision unbundled loops for SMNI, BellSouth
discovered that its systems and procedures did not suppor re-use of the existing
facilitics. Further, BellSouth did not have additional facilitics available to tum up the
unbundied loops ordered by SMNL BellSouth then chose not to construct addiucnal
facilities 1 lieu of resolving the underlying systems and procedural 13sues 1o order to tumn
up the unbundled loops for SMNT. The result is that of the three service orders
refarenced in my 4/18 letter, two SMNI service in:tallations were significantly delayed
The third installstion was completed without the use of the SLC

We have been advised by BellSouth personnel that these installatioos were completed for
testing purposes oaly and that no additional installstions of this type will be compieted
until BellSouth's procedural issues have been resolved. Morcover, we have been told
that DACS-mapped integrated SLC provisioning coofigurations arc widely-deployed
throughout BellSouth meaning that SMNI1 will likely continue to encounter customers
whose provisioning raises the same issues.
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Sprint appreciates BellSouth’s desire to seek long term systems aod process solytions for
provistoning these services. However, our request is that future unbundled toop orders
under this provisioning scenario be installed utilizing whatever interim procedures are
necessary to complete the service arder installations within mutually established
intervals. This will enable BellSouth and Sprint 10 make progress toward our mutual
goal of on-time service instatlations.

Caxol, we would appreciste BellSouth's response to the request outlined above by Fnday,
May 30. Thanks again for your npdate, and 1 look forward to your response.

St Y.

Melissa L. Closz
Director - Local Market Development

cc:  George Head- Sprint
Richard Warner- Sprint
Joe Baker- BellSouth
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George V. Head

: Vice Presiuent

\v Local Market Integration
7301 Coliege Blvd.
Overland Park KS 66210
KSOPKV0104

Phone: 913-534-6102
Fax: 913-534-6237

A

June 18, 1997

Mr. Joseph M. Baker

Vice President - Sales

BellSouth Telecommunications, Inc.
Interconnection Services

675 West Peachtree Street, N. E.
Suite 443

Atlanta, Georgia 30375

Dear Joe:

I am writing to again express serious concern regarding recent service problems in
Orlando, Florida, and to request BellSouth's review and analysis of the situation in our
meeting in Birmingham on June 24th. As you know, our teams have net many times to
discuss service related difficuities being encountered by Sprint Metropolitan Networks,
Inc. (SMNI), and yet they continue to occur.

During a three weck peniod from May 19 to June 6, 1997, SMNI's customers
encountered three significant service interruptions related to receiving calls through the
BellSouth network. In each case, Spnnt’s customers could receive calis directiy to their
Sprint numbers but calls being call-forwarded through the BellSouth network could not be
completed.

I'1 the first occwrTence, an “all circuits busy™ condition was created on Monday moming,
May 19, when interoffice traffic was reversed in error by Bell South in conjunction with
trunk additions BellSouth was installing. Custnmers were impacted for 3 hours and over
20 wrouble tickets 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 pnmary route were rompleted but the sccondary
route returned “no longer in service” or “can’t be completed as dialed” messages. This
service 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 are the outege reports provided to Sprint by your account team
after the first and third event. Each describes “human error” occurring in the translations
support team. The second event, for which Sprint did not request a written repon,
occurred on May 31, 1997 and was also ateributed 10 a translations emor.

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

I ook forward to seeing you and the BellSouth team on the 24th in Birmingham | trust
that BellSouth will hiave identified the imeversible corrective action on its translations
ocess.

cc. Melissa Closz - Sprint
Carol Jarman - Bell South
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Sprint Metro Service Outage
Orlando, Fl - June 6, 1997
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Outline

Y

7 Historical Account of Service Outage
7 Preventive Action Taken

7 Restoration Procedures Implemented
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Historical Account

7 When and Where 1t Happened
7 What Happened

2 Why 1t Happened

2 How was Service Restored
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When and Where?

2 June 6, 1997

72 5:00 PM EST

2 Orlando, Florida

7 Magnolia Central Oftice - 1AESS Switch
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What Happened ?

7 June 4,1997; a verbal request for two numbers
to be added to an existing SO providing RCF

received by BELLSOUTH;

Could not be done; SO completed June 3. .
72 LCSC agreed to place an new (N) order f0r.."';{“i‘;tj,. \‘

numbers; issued June 6 at 1:26 PM L/

7 Service Rep issued a change (C) order &
cancelled the new (N) o:rder.

€1 jo¢adey
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What Happened ?

A

7 Cancelled new (N) order received by Recent
Change Memory Assistance Group
(RCMAG); TNs & assoc. Simulated Facility
Group (SFG) removed from translations by
translations specialist; just what they are

hat Deew lviod NOT 0 e (s
trained to do. (" gpe of G v 1 p

7 Removal of SFG blocked all incoming traffic
for Sprint Metro from the RCF numbers in the :
1AESS switch.

{1109 ﬂcd
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Why 1t Happened ?

2 Change (C) order dropped out and was
manually worked by RCMAG:; there 1s no
problem with auto tlow-through of a service

order.
7 Line Translations Specialist did what he or she
was trained to do; removed the TNs and assoc.

SFG when change (C) order was manually
presented to RCMAG.

{1 Jo aBey
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Why 1t Happened ?

7 The Switch Facility Group (SFG) could not be
protected against manual removal.

The 1AESS switch type does not have the

ability to password protect or restrict manual
acress to the SFG.

"ON BqyYd
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How was Service Restored?

)

7 Unbundled Network Element (UNE) Center
received trouble report at 5:00PM.

2 RCMAG notified and asked to rebuild the
removed SFG.

2 With help of local Electronic Tech, SFG was

rebuilt and service restored at approximately
6:15 PM EST.

¢1 jJogafed
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Preventive Action - Immediate

T\

7 Real Time Resolution Group (RTRG), UNE
Center and Network Oprns Staff personnel
developed plan of action on June Y, 1997:

- transmit details of June 6 service
outage to NISC/RCMAG mgrs by
"une 13 & 97-TB-46 WARNING.
- develop emergency restoration
procedures by June 13
- investigate long-term solutions

£1Jool a8eg
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Preventive Action - Other

7 Identify/protect a range of SFGs in all
IAESS switch types that can be assigned .

exclusively to provide CLEC service .«
(discussed June 23 with NOS & A e
NISC/RCMAG mgrs - procedures being .L:i‘;;?ﬁi
ceveloped). . ‘]ll.i' 'jﬁfitt‘-_i

2 Build a 2nd SFG in all 1AESS switch types *~*
serving CLECs to prevent major blockage.
97-TB-52 transmitted June 20.

1o ] afley
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Preventive Action - Other

72 Requested Lucent Technologies to
investigate feasibility of a software patch
providing password protect capability

against removal of Switch Facility Group.
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Restoration Procedures

i 72 UNE Center receives trouble report:
- Notifies RCMAG, provides
translation 1nfo to rebuild SFG
- Notifies NISC, provides translation
info to rebuild SFG
- UNE Center rebuilds SFG within 15
minutes
*1AESS Translation info for all CLEC
SFGs will be inventoried in dBase in UNE =
Center.

g1jJogt adey
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|
Mr, John Cascio
Vice Presiden: .
Sprin! [

555 Lake Barder Drive
Apopka, Florids 32703 |

Dear Jabn:

On behalf of BollSouth, [ would like 10 spologire for the recent aervice interuption experienced by

Sprint and ita local cxchange customers. We value our relationship with Sprint as oae of BellSouth s
largost wholesals customers, and it is always ow inleatian to provide you with service that mects your
standard for customer satisfaction. t

Thus cervice mterruption, which occurred st 5:2lpm EDT oa June 14, 1997 in BellSouth's Magnolia
Central Office, was caused by & wark exror in our RCMAG (Recent Change Memory Assignment
Group), the group respogsible for handling translation software. As you know, BellSouth has put into
plac sction plans to help prevent the error from happeaing sgain. These plans includs short term
measures such as the requirernant for supervisocy spproval (a these situations. We are also investigating
with our vendors long term measures that include enhancing the software involved. Additionally, we
have msade changes to our methods and procedures 1o reduce the likeliheod of thess cutages.

Again, BellSouth rogrets any wnconvenicace this service iaterTuption caused Sprint and its customers.
We are commiited 1o work cooperatively with Sprint throughout the nine state region 1o provids the levol
of service expected by you and your customers

Yours truly,

py:  Goorge Head, Vice Preaident - Nationa] Market lategration, Spnnt
Carol Jarman, Seles Assigtant Vice Presidant - Sprint, BST ! l
Krina Tillman, Vice Presideat - Operations, BST
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Sivungham, Alsbeme T4

July 8, 1997

Ms. Melissa Closz

Director - Local Market Development
Sprint

151 Southhal! Lane Suite 400B
Maitland, FL 32751

Dear Meclissa:

[ would like to follow up and provide you with a more detailed descnption of Wie events
that ' -d to the outage in the Magnolia office on June 24. The situaticn onginated when
Magna Computer called BellSouth’s Small Business Services Center on June 20 to convent
their service from SMNI back to BellSouth. A BellSouth representative in that office
1ssued a disconnect (D) and new (N) order to initiate that process.

Due to that disconnect order, the office equipment for Magna Computer’s telephone
number was reassigned to another customer when a subsequent order flowed through our
systems. When that order was processed, the service for Magna Computer as weil as the
entire Simulated Facility Group (SFG) was manually deleted trom the switch in error. This
prevented all of the customers that ut’lized Service Provider Number Portability (SPNP in
the Orlando Magnolia 1 AES3 Central Office from receiving incoming calls

The duration of the outage was approximately 2.5 i:ours, and our time to repair afler the
trouble was reported to the UNE center was approximately one hour The SFG was
reprogrammed and the service re-cstablished at 7:40 P M
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The following guidelines have been implemented to prevent future -emoval of SFGs 1n
error:

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

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

3. Effective immediately, all SFG removals must require written approval from a
translations supervisor. Additionally, our stafY 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 these measures, plans are also underway to reserve SFG numbers | through 9
exclusively for the CLEC community. We will notify y u in advance of our plans to
migrate SMNI to a specific SFG and wall again cover our employees regarding our policy
not to disconnect that range of SFGs in general ahd SMNI's in particular.

Let me reiterate that BellSouth regrets any inconvenience this service interruption caused
Further, we are working diligentiy to identify and implement corrective actions that invoive
not only our translations processes, but a.. service issues that ultimately affect Spnnt and 1t
end users customers as well.

Sincerely,

s





