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SPRINT COMMUNICATIONS COMP.ANY LIMITED PARTNERSHIP 

z SPRINT METROPOUTAN NETWORKS, INC. 

3 DIRECT TESTIMONY OF MELISSA L t.-LOSZ 

.- BEFORF THE FLORIDA PUBLIC 'SERVICE COMMISSION 

.5 DOCKE't 8R'8! t• 

6 JANUARY 16, 1998 

1 

g Q. PLEASE STATE YOUR NAME AND ADDRESS 

9 

10 A. My name iB Melissa L. Closz. My bu.sineu address is 151 i'Xluthhall Lane, 

11 Maitland, Florida 32751. 

12 

13 Q. BY WHOM ARE YOU EM.PLOYE1) AND IN WHAT CAPACITY? 

1.5 A I am employed by Spnnt Commurucat1ona Company Limited Partnership. 

16 (•Sprint•) as Director- Local Market Develo, ment. 

17 

18 Q. ON WHOSE BEHALF ARE YOU T£.STIFYING'1 

19 

20 A I am testifying on behalf of Spnnt Comrnumcat.wns Company Lmuk'<l 

21 Partnenlup. 

22 

23 Q. PLEASE. DESCIUBE YOUR EDUCATIONAL BACKGHCfJN.tJ AND WORK 

24 EXPERIENCE. 
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A I have a Master of Buai.neaa Administration degree from Georgia State Un.iwrstty 

in ALlanta, Georgia and a Bachelor of Buaineas Admin.istratio n degree from T11u.~ 

Christian University in Fort Worth, Teu.s. I have been emp.~yed by Sprint for 

over aiz: yean and .w been in my current position Iince February, 1997. I began 

my talecommunicationa career in 1983 when I joined AT&T Long Lines 

progrellllin& through ...ariou.s sales and ules management positions. In 1.989, I 

joined Sprint•a Lo01 DiataDce Diviaion aa Group Manaaer, Market Managoement 

and CUitomer Support in Sprint's lntermediariea Marketing Group. In :..'Us 

capacity, I was responaible for optimizing revenue growth &om products and 

promotiona tarpting ••..,..;ation member benefit programs, sales ag.:.-:.ta and 

reaellera. I ownec:l and operated a consumer marketing franchi.!le in 1991 and 

1992 before aoc:ept.iJll the General Manapr position for Sprint's Florida unit of 

United Telephone Long Distance ("UTLD"). In this role, I directed marketing and 

sales, operational support and cu.tomer ~ervic:e for this long distance resale 

operation. In Sprint's Local Telecommunications Diviaion, in 1993, I was charged 

with estahliah.ing the SaJea and Technical Supyort organization for Carrier and 

Enhanced Service Markets. My team in~fac:ed with interuchangt1 carriers, 

wirelesa companies and competitive acceas providers. After leading the buainesa 

plan development for Sprint Met"l"opolitan Networks, Inc. ("SMNl"), I became 

General Manapr in 1996. In this capacity I directed the business deployment 

effort for SMN1 includi.ag the est.ablilhment of 1ta network lnfra.st.ructure, 

marketins" and product planJ, l&le1 channela and all upecta of operational and 

customer support.. I continued to aerve s.a General Mans.gp..r for SMNI when it 

became fully operational. I accepted my current pos.ition of Director· Local 

Market Development in February 1997. 

1. 



1 Q. WHAT ARE YOUR PRESENT RESPONSffiU..ITIES? 

2 

3 A My preaent responsibilities include repretentation of Spnnt in interconnection 

4 nqutiat.ion.a with Bel.ISouth Telecommunicatioru, Inc. t·BeUSouth•). In addition, 
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2.5 

Q. 

A 

I am responsible for coordinating Sprint'• entry into the local market.s within 

BellSouth'e states. l a1ao interface with BellSouth'a account team supporting 

Sprint by communicating aervice and operauonal iasuea and requirements, 

including escalation of aervice and/or support iuuea 88 neoe888J')'. 

PLEASE EXPLAIN THE RELATIONSHIP THAT HAS HISTORICALLY 

EXISTED BETWEEN SPRINT COMMUNICATIONS COMPANY LIMITED 

PARTNERSHIP AND SPRINT METROPOLITAN NETWORKS, INC., AND ·rHE 

CURRENT LEGAL STATUS OF SPRINT METROPOLITAN NETWORKS, INC. 

(•SMNJ•). 

Sprint Communicatioru Company Limited Parf:lerahip is a Delaware Limited 

Partnenhip. Sprint Metropolitan Networlu Inc. waa initially estabi.Jahed 88 a 

subaidiary of Florida Telephone Corporation. Florida T<·1ephone Corporation is r 

wholly owned auba.id.iiU'y of Sprint Corporation. 

Sprint Metropolitan Networb waa aubeequentJy merpd into Sprint 

Communicatioru Company Limited Partnership. By letter dated September 30, 

1997, SMNJ and Sprint requested that the Florida Public St.rvice Commission 

(•} .. PSC•) appi'O'Ye the transfer of SMNI'a Alternative Local El:change Company 

(•ALEC•) certificate No. 4390 to Sprint. The Corurn.iaa.ion iaaued Order No. PSC-

3 
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Q. 

"' 

97-1422-FOF-TX dated November 13, 1997 approving the transfer of the SMNI 

certificate to Sprint Communications Company l..imited Part.nersrup, and 

cancelling that certificate. In addition, the lep.l entity of Sprint Metropolitan 

Networlu, IDe:. WP .. diaeolwd puriiUBilt to Articles of Di.uolution 61ed with the 

Florida Secretary of State on October 24, 1997. Accordingly, the bwiines.a entity 

that we have previously referred to as •SMNJ• is now functioning aa part of Sprint 

Commun.icationa Company, l..imited Part.nenh.ip. 

For purpoeea of clarity, ho'lt8'YW, and c:on&iatency with the Complaint filed with 

the FPSC on October 10, 1997, I will refer to the buainea entity that is the focus 

of this oomplaint u -sMNI• throuJbout my testimony. 

WHAT IS THE STATUS OF SMNI'S INTERCONNECTION AGREEMEN'T 

WITH BELLSOUTH? 

The proviaiona of Sprint CommwU.ca.tiona Company Limited Partnerarup's 

interconnection qreement with BeUSouth apply to SMNI's purehaaes and 

interconna::tion with BellSouth. However, in the spirit of preventmg d.iaruption of 

SMNI and BellSouth ALEC busineu 11Upport procel8es, Sprint and BellSouth 

qreed in late September 1997 that operatWna would continue to be gowrnel' JY 

the SMNI interc:o nnection agreement until IIUCh time aa a transition plan could be 

id.entif1ed and implemented. Accordingly, u .... re1ulu reported in Spnnt'a 

te8ti.mon,y in this docket will reference the operational perfonnance con1m.itmenta 

and performance lltanda.rd. contained in the SMNI interoonn(>('tjon agreement. 

The uanaition to operational governance under the Sprint Comwunicationa 

Company Limited Partnership qreement is currently t.a.rgeted for February, 

• 



1998. 

2 

3 Q. WHAT IS THE PURPOSE OF YOUR TESTIMONY? 

4 

5 A The purpoee of my taBtimony!.. tD addreu the Issues identified in the Complaint 

6 of Sprint CommunicatioNI Company Lim.ited Partnership d/b/a Sprint and Sprint 

7 Metropolitan Networb, Inc., Apinst BellSouth Telecommunications, Inc., Docket 

8 9713l .. TP. My IMWDony will deacribe the nature of the Issues and provide 

9 ba.c:kgrouDd information reprding Sprint's efforts to reaolve them. I will alao 

10 dac:ribe bow the ODFiDB problema deeaibed in the compla.mt impact Sprint and 

11 ita ALEC market a:panlin n plans. 

12 

13 Q. PLEASE DESCRIBE SMNI AND ITS BUSINESS FOCUS. 

14 

1.5 A SMNI was certif1Cat.ed by the FPSC u an ALEC an January, 1996. ~ previoualy 

16 referenced. SMNI'1 ALEC certificate waa tran1ferred to Sprint Communications 

17 Company Limited Partnenhip. .:iMNI i.a a facilit.iea-baaed local service provider 

18 focused primarily on bu.lineu culltomera in th~ Metropolitan Orlando area. SW"ll 

19 baa a limited fiber optic back-bone network with direct. fiber connections to a 

20 number of commercial buildinp and its own central office switch located in 

21 downtown Orlando. In order to provide service to thoae culltomcrs in properties 

22 not directly •rwd by SMNJ•a network.. SMN1 bep.n ordering and proVJaioning 

2J unbundled loope from deUSouth in May 1996. SMNI alto relicl!i on BeUSouth for 

24 the Jeaae of other unbundled network elements including interim number 

25 portability, directory li.Jtinp, CCS7 qna.ling and interoffice and interconnection 
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Q. 

A. 

Q. 

A 

tlun.ka. 

WHAT TYPE OF PROBLEMS HAS SMNl EXPERIENCED WHEN 

A'M'EMPTlNG TO ACQUIRE SERVICE FROM BELI..SOUTH? 

SMNI h.aa uperienced. delays in the aervice order and provisioning proceues that 

have re.W.ted in utended in1tallation intervals and mi.ued customer due dates. 

BellSouth h.aa aliiO caUJed numerous 181"Yice interruptions due to pre-mature 

aervic:e dieconnec:tioru and inappropriate d.activat.ion of number portability 

routine m.trw:tioDI and other call completion tn.nalat.iona. These problems have 

damapd SMNI'a reputation as a local e:tthanp aervice provider and "A'eak.ened ita 

credibility in the marketplace. Moreowr, the• problema have significantly 

in.creued SMNI'• operational and acqwaition coats, impairing ita ability La enter 

the local tw:ha.np market in Florida on a broader scale. 

PLEASE DESCRIBE BELLSOUTH'S PERFORMANCE RELATIVE TO TIIESE 

PROBLEMS. 

BelJSouth is in bre.aeh of ita interconnection agreement, in violation of cited 

provisions, of the Telecommunications Act of 1996, and haa failed to honor certain 

of ita commitments to SMNI. SMNI hal rehet:l upon BeUSouth's representation 

that. it would comply with the terms and cond,jtion.a of the Interconnection 

Agreement, the Telecommunicationa Act of 1996 and the ruJea thereunder u 

promulgated by the Federal Communicacions CoiDJil.iuion c·FCC"), and the 

cornmitmentl made by BellSou.th to SMNI. Commiuion invoJvement is required 

6 



to order relief aa will be neceuary to provide SMNI with a reasonable opportunity 

2 to compete for local e:a:ch.anse aervice business in Florida. 

3 

4 Q. WinCH PROVISIONS OF THE TELECOMMUNICATIONS ACT OF 1996 HAS 

s BELLSOUTH VIOLATED? 

6 

7 A Sections 251 and 252 or the Telecommunications Act or 1996 contain specific 

8 proviliona providing requirementa or Incumbent Local Exchani¢ Companies 

9 
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2S 

Q. 

(•n.Ea:;•) in the proviaion or interconnac:tion to competing local providen. 

SpeciflCBlJy, Section 252 (c) (2) (C) provides that D..ECa bave the duty to provide, 

for the facilitiea and equipment or any reque:ltini telecommunications carrier, 

interconnection with the local exchange carrier's network that is at least equaJ in 

quality to that provided by the local eschange carrier to itaelf or to any 

subsidiary, affiliate, or any other party to which the carrier provides 

intercoanection. Altho\.11h I am DOt an attorney and I am not esprea&ng legal 

opinions or analysis thruu.gh my te.timony, it seetOS clear from an operational 

standpoint that the problema e:lptll'ienced by SMNI do not meet the standards for 

interconnection portrayed in Sections 251 and 252 or the Act. 

Specific Interconnection Agreement breaches will be cllicuaeed within the contert 

of the iuuea dacuaion prnentad by Sprint w•~neaa Warner. 

PLEASE PROVIDE A BRIEF REVIEW OF SMNI'S ESTABLISHMENT OF 

lNTERCONNECTION WITH BELLSOUTH AND ITS INITIAL EXPERIENCES 

IN ATTEMPriNG TO OBTAIN SERVICE. 

7 
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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 uchange of traffic betw( •n SMN1 and BellSouth, 

SMN1 and BeURouth ~ an operational letter on April 18, 1996, attached a.s 

MLCl to thia telt:imany. 

Test orden for unbundled loops were 6rtt pla.c:ed with &llSouth in May 1996. In 

July 1996, SMNl bepn actively marketing ita c:ompetitiw local telephone service 

to bnlliDft• automen. 

SMN1 bepn u:perieocing proviaioning problema with BeUSouth in August 1996. 

These problema included: (1) BellSoutb failure to admowledp receipt of Cued 

orden; (2) BeliSouth railure to notify SMN1 of errors on orders; (3) BellSouth 

failure to provide Firm Order Confirmation (•FQC•) within 48 hours of order 

receipt; (4} BelJSoutb linea inaccurat.aly identified at cu.atomer locations; (5) 

Bei!Soutb refua.l to dispatch techniciana durin& cutovera until problems OCCWTed; 

(6) cu.tomen taken out or aervi~e in error when cutDYera were postponed, and (7) 

multiple proviaioni.Dg problema resulting in lengthy m.tallati.on intervals, 

sometimes in the 30-60 day range. 

SMNI personnel began attempting to reaol~c theae problema with their 

operational counterpart~ at BeJJSoutb in September 1996. When the problems 

oonti nued into Octooer, tbeee unre10lved .IUU8I were eacalated to the BeUSouth 

account team assigned to provide support to SMNI. SMN1 subm.Jtt.ed en •I.uuea 

List", MLC-2 to this testimony, to the BeUSouth order center and accuu.nt team 

8 



describing ordering and installation problems encountered. 

2 

J In November 1996, SMNI peraoDDel met ap.in with the BeUSouth account team 

4 to espreu conatm and ask for reaolution of the ongolna" iasues. The BeUSouth 

s account team rMpOnded with a plan to resolve operational iaaues and to haYe all 

6 pending arden completed by December 31, 1996. Owing December, however, the 

7 operational problema continued and were escalated by SMNI spin to the 

8 BellSouth account team. 

9 

10 By January 1997, a conaiderable order back.log had accu.mulated. BellSout.~. once 

11 again, committed to reaolw the backlog problem by J8Jluazy 31,1997. In addition, 

12 BellSouth tranaitioned ita support for SMNI to the account team that worlu with 

13 Sprint's long distance opentiou iD an effort to further improve service. 

IS When problema continued in Februa.ry 1997, further evaletion wu made to the 

16 BelJSouth account team leader. BellSouth reepondecf that the source of the 

17 immediate problem had been identified and reaolYed and reiterated ita 

U! commitment to improvement. 

19 

20 SMNI and BelJSouth entered into an interconnection agreement on March 13, 

21 1997, effectiw retroactively to January 1, 1997. Thia 4s,lp'Sement waa approwd by 

22 the Commisaion on September 23, 1997. 

23 

24 Q. WHAT IS THE F'IRST ISSUE THAT YOU WOULD LIKE TO ADDRESS? 

zs 

9 



A. I will address laaue 1, which haa been stated aa follows: 

2 

3 Has Bel.LSouth provided Firm Order Confirmation i.n " timely and a.ccurate 

4 manner aa agreed to by BeUSou.th and SMNI? If not, what relief, if any, is 

!I appropriate. 

6 

7 Q. HAS BELLSOUTH FAILEn TO PROVIDE FIRM ORDER CONFIRMATION IN 

s A TIMELY AND ACCURATE MANNER AS AGREED TO BELLSOUTH AND 

9 SMNl? 

10 

11 A Yes. Bel.LSouth hal not provided Firm Order Confirmation (FOC) in a timely and 

12 accurate manner u qreed to by BellSouth and SMNI. 

13 

14 Q. PLEASE DEFINE FIRM ORDER CONFIRMATION CFOC). 

1!1 

16 A Firm Order Confirmation CFQC) is 1 notification provided by Be.USouth to a 

17 CUBtomer, in this caae, SMNI, that confirms that the CUBtomer'a order has been 

18 receiwd and indicate& whether it can meet the desir-ed due date fnr aervice. 

19 

20 Q. HAS BELI..SOUTH AGREED T'l PROVIDE FOCS TO SMNI WITHIN 48 

21 HOURS OF RECEIPT? 

22 

23 A Yes. SMNI'a Interconnection .t\p'eement with BellSout.h st.ate. i.n Sect.ion V.E.6, 

24 •BeUSouth will nt.ahlilh (emphuil added) and adhere to corupet.iti ve mtervala Cor 

2!! the delivery of FOCa.• Tbroup dixuaaiona with BellSouth'a account team in late 

10 
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1996, BeUSouth comm.iUed t.> prcniding FOCa t.o SMNI withi.n 48 hours of an 

order'• receipt. 

SMNl hal docw nted Bei.ISouth'a performance with respect t.o the FOC 48-hour 

return commitment u shown i.n MLC3 t.o this testimony. Although BelJSouth's 

performaDCe baa i..nproved with time, it baa atill failed tD meet this comiiUtment 

every month. Ilelpite oominal order quantiUes u rece.1tJy as December 1997, 

when only eleven ardara were proceued, BeUSouth failed tD provide FOCs within 

48 hours 36'l! of the time. Sprint witneaa Graham will discuM these resuJt.s in 

detail. 

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

TIMELY FOCS TO SPRINT AND ITS CUSTOMERS? 

Sprint'• operatma" co.t. haYe been lignificantJy increuod due tD Bell.Sout.h's 

failure t.o return timely FOCa bec:auae ita pPraonnel have expended a.ignifi cant 

time repeatedly cal.lina' Bell.Sout.h tD chec~ order ltatu.s. Sprint hal funher lost 

credibility with ita cu.atomen becauae it ha.s been unable tD oonfirm tD ita 

cu.ltomen whether or not their desired i.natallation dates can been wet.. Tht: 

result hal been that Sprint's reputation for aervice comparable tD BeUSout.h is 

aeverely damaaed. Sw:h damap b.u C8W8(] SM:NI tD halt further QlB..IIc.et 

expansion plana until BellSouth demonmat. it can provide wholeu.Je leCVice 

that enable. SMNl t.o provide quality aervice tD ita cwtomer.s. Moreover, 

customen haw been inconvenienced becauae they bave had tD wait t.o coordinate 

arranpmenta connected with aervice i.nlta.ll.ataon until they have roceived 

11 
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A 

oonl'mnation of due dates from Sprint. 

HAS SPRINT COMMUNICATED TO BEU..SOliT•t ITS CONCERNS ABOUT 

BELL.'10UTH'S FAll..URE TO PROVIDE TIMELY FOCS? 

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

writin&", Sprint hu communicated it.a ooncerna rllp.rding this matter to BeUSouth. 

On Janu.ary 23, 1997, an eucutive level meeting wu held between BeUSouth and 

Sprint at wbicb ooncema about BeUSou.th's performance in meeting the 48-hour 

FOC oom.mitment were addreued. BeUSouth ezpresaed ita intent to meet the 48-

bour commitment and indicated that it wouJd be tDBIIIIuring progreu toward this 

goal. 

On April 18, 1997, I sent a leuer, Attachment MLC-4, to the leader of the Sprint 

acoount team, Ms. Carol Jarman, Assistant Vice Preli.dent-BeU South, ezpres..<Ung 

ooncem reprdini BeUSou.th's failure to meet the 48-hour FOC oommitment Ms. 

Jarman's response, Em.ibit MLC5, dated April 25, 1997, indicated that BeUSouth 

was add.ing reeou.rces to meet the 48-hour commitment. She further suggested 

that SMNI's transition to the ue of EXAC'i, an electronic int.erfacl' offered by 

BeUSouth for trensmiuion of Acceu Service &queltl (•AS&" , wou.ld reduce 

aome of the proca!Jtng delays uperienced by SMNI. Notwithstanding SMNI'a 

subsequent b'anlition to EXACT, however, SMNI continued to eq>erience miS&ed 

due dates. 

12 
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On May I, 1997, Mr. George Head, Sprint's Vice President-Local Market 

Integration, WTOte to BeUSouth's Mr. Joe Baker, Vice President- lnterconna=tion 

Sales, to expreu tUa concerns reprding Ms. Jarman's I~Lter, as shown ll1 Exhibit 

MI..C-6. Mr. '.fead notBd that Sprint •does not consider 48 hour turn aroWld tD 

be an acceptable perf'onnance lew.l. In a manual environment, Sprint beijews 

that 24 bow-1 iJ readily achievable. When autDmated proceaaea are implemented, 

a 4 hour turnaround ia ezpect.ed and achievable. Absent this Jewl or performance, 

BellSouth will be unable to meet ita obligation tD eerve CLECs with the 881De 

speed amd q!.Wity witb which it 8enle8 ita end UJer custDmers.• 

11 BellSouth re!lpODded in a May 5, 1997 letter from Mr. Joe Baker tD Sprint's 

12 George Head. abown u MLC-7. Mr. Baker diacuued 118\'eral &Ctions being taken 

13 by BellSouth to improve ita eervice tD SMNI amd conflt1Ded BeUSouth's 

14 commitment to meetinB the 48-bour interval for FOC return. 

15 

16 On JUDe 24, 1997, at. Sprillt'l request, Sprin-. amd BellSouth met at BellSouth's 

17 offices in Birmingham, Alabama tD discuss current process im~tovement 

18 procedures being implemented by BellSouth tD meet ita obligationa to provide 

19 timely FOC1 to SMNI. I peraonally participated in t.heee di8CUMions with 

.lU BellSouth at the June 24 meeting in Birulingl.am, Alabama. Jlelliiouth once 

21 again reiterated ita commitment tD meeting th~ 48-hour FOC 1;ommJtmAnt. 

22 

23 Q. IS BELLSOUTH MEETING ITS 48-HOUR FOC COMMITMJ=:NT? 

24 



A No. ~stated previoualy, BeUSouth oontinuea to miM its oommiLment. 

2 

3 Q. WHAT RELIEF DOES SPRINT BELIEVE IS APPROPRIA ~E? 

4 

S A. Sprint beli8V8S that Commiuion order of eeveraJ measures ia appropriate. Firat, 

6 Sprint requ.esta that the Commiuion order BeUSouth to hoDOr ita commitment to 

7 provide FOCa in a Dmely and accurate manner, through whatever reaouroo 

8 additiona, prooeu improvement&, or other actions Bell.South deena nec:esaary, 

9 pursuant to ita comm.itm.ent to SMN1 to iuue FOCa within 48 hours of order 

10 receipt. 

11 

12 Sprint further requelta that the Commiaaion open a generic docket to establish 

13 performance measurement.a and service quality atandards goverrung the 

14 provisioning of wboleu.le eervi.cea. Sprint believaa that this is nece888l'y so that 

15 ALEC. can provide their customers with aervice that u equaJ in quality to the 

16 I8I"Vice oonaumera have come to gpect from 1oc:al telephone oompanies. Sprint 

17 submits that tJ.mely return or FCX:a will be an important oomponent of such 

18 performance meaaurementa. 

19 

20 

21 Q. HAS BEI.I.SOUTH FAILED TO IDENTIFY PROVISIONING PROBLEMS IN A 

22 TIMELY MANNER TO ENABLE SMNl TO MEET CUSTOMER DUE OATES 

23 AT PARITY WITH THE SERVICE PROVIDED BY BELI.80UTH TO ITS 

24 RETAIL CUSTOMERS? 

25 
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Q. 

A 

Yes. BellSoutb has repeeteclJy failed to notify SMNI in a Lime.ly manner of 

facilities iuues which prevent SMNI from meeting ita customer's desired due 

date. Such failure to provide timely notif1C8tion prew.,ts SMNI from advising ita 

customer of a due date change until after the customer has scheduled other 

vendors or work act.ivitiea around the original due date. 

In addition to tbeae late facilities problem notific:at.inna, BellSouth has a..lao been 

reluctant to proviaioa SMN1 orders where certain network: t!Qu..ipment 

conf'IIW'8tiona a:ilt with BeUSouth'a network. These situations include customers 

whoee BellSoutb 18f'Vices are provi.aioned ut.i.lizing a Digital Acoeaa Cross-Connect 

mapped lntep-ated Su.bKriber Line Concentrator (•DAcg mapped Integrated 

SLC•), orders for non-deaiped sub-loopa and orders that muat crosa-connect at 

SMNl'l colJocation in BellSouth's Mapolia oenual office. 

WHAT IMPACT DO~ PROBLEMS HAVE ON SPRINT AND ITS 

CUSTOMERS? 

When tbe due date haa been established and must subsequently be changed, 

significant duplication of work: effort is required by SMNI personnel to chanse 

orders, to rescheduJe i.nJtallation penonnel and oft.en, to r&nesotiate the entire 

.inst.allation with the CUJtomer. TheBe chan~t:~ aJao create significant end wer 

customer diMatiat'action since time-conJuming coordination of aervice cut-over 

penonnel. IUCh u tel"tphone equipment vendon, ia oft.ttn reqwrocl Moreover, 

theee incid.enta cauM Sprint to appelll' inept and unresponsive to ita customers. 



In lhoae aituationa where BellSouth baa ezpresaed reluctance to provision certain 

2 types of orders, mpificant frumatioo results for the sales per110Mel trying to 

3 satisfy customer uped.at.ioM and the implementation persoMel attempting to 

4 facilitate the ---moe inltallation. Costa are increaaed due to the additional 

!l reiiOW'cea required to r::r.egotiate completion of the orders. The end result is 

6 inevitably an extended infia'lation interval. This damages the customer's 

7 perception of Sprint's service before it is even insta.Ued and tamiahes Sprint's 

8 credibility by raiainc: doubt as to Sprint's ability to manage the ar:rvice installation 

9 procea. 

10 

11 Q. HAS SPRINT COMMUNICATED ITS CONCERNS REGARDING LATE 

12 NOTIFICATION OF FACn..ITIES ISSUES TO P~UTH? 

13 

14 A Yes. On multiple occaaiona, throush individual converaationa, conference calla as 

U well u in writ.i.D& Sprint baa communicated ita concern~ to BellSouth. 

16 

17 My April 18, 1997 1etter to BellSouth'a Ma. Carol Ja.nnan, MI..C-& raiaea 

18 proviaioning problem concema, aa does my May 19, 1997 letter, MLC-8. Facilities 

19 iuuea were at.o diecuued at the June 24, 1997 executive meeting m Birmingham 

20 refereoced earlier. Facilitiea iaeu.ea are con.t.inuaUy raised as Bipllficant in 

21 diacuuiona with BeUSouth accow1t team memben. Despite having reoeived 

22 eucut.ive lewl at&ention within both Sprint and BeUSoulh, lht: problema 

23 refenmced earlier either continue to OCCW' or loom u future obstacles since 

2A JUitahle 10lutiona have not yet been implemented. While SMNJ appreciate• the 

25 technical iuL4ft that mu.t be dealt with when ALEC aervicea are provisioned. 

16 



1 SMNI believes th.at facilibel iuues can be Identified and re&Oived expeditiously in 

2 the BeliSouth retail environment. BellSouth owns, controb and haa fuU acoeu to 

1 the information th.at would enable surh ialu.el to be identified and ret10lved. 

4 SMNI ia at the marcy of BeliSout.b to provide timely notification of facilities la&uea 

~ in order to meet cutomer due dates and provide the aervice inatalla.t.ion in parity 

6 with what would be ez:pected of Bel.ISout.h. Moreover, these problems are 

7 illustratiw of BeliSoutb'alack of adequate proceaaea aa are neoeaaary to 

8 sucoeufu.lly provide ALEC1 unbundled network element.a. 

9 

10 Q. WHAT REUEF DOES SPRINT BELIEVE IS APPROPRIATE? 

11 

12 A. Sprint. requMt1 that the Commiuion order BeUSouth to notify SMNI, Wlthin 4.8 

13 houn of order receipt, oC r.cilitiealimitabona and/or provillionin.g problema in 

14 connection with SMN1 1ervice requeat.l. Such notification will enable SMNI, in 

1~ the vut m.eJority of lituatioaa, to m.ake installation commitment. to it.l customers 

16 .. ULt it can be confident it can honor. 

17 

18 Sprint further requeltl th.at the Commiaaion order Bel1Soutl1 to establish an 

19 expedite procedure and an eecalation procedure for loop order proce.uing, such 

20 that clearly de6ned. contact point.l and time fra.mea are identified to inaure !uop 

21 order proceu.i.nf cotnmitment.l are met aa reqw.n,J by the lnL.erconnection 

22 Agreement. 

Z3 

24 Q. HAS BELLSOUTH DISCONNECTED CUSTOMERS SEEKING TO MIGRATE 

~ TO SMNI SERVICE PRIOR TO THE OFBIGNATED CUT OVER DATE? D' SO, 

17 
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A 

WHAT REI.TEF IF ANY, IS APPROPRIATE? 

Yes. SMNl aatomers have been subjected to untimely d. .:onnectiona aaaociated 

with tbe 181'YiCP oonwnion proceu. On nwoerous occ•siona, BellSouth haa been 

un.ahle to stop 181'Yice dUicormection orders from being proceued when the 

cutowr to SMNl ll8l"Yice baa been delayed. In UU. scenario, BeUSouth i.sauea 

intenW arden to d.ilcoDMCt the customer's BelJSouth .ervice Immediately prior 

to tbe activation and tum-up of the local loop(•) WW!d to pro...WOn the "new" 

I8I"Vice provided by SMNI. When a cutover il delayed, BellSouth must cancel the 

diiCODMCt order and reiNue a new c1iaoonnect order with a r8V'i.ed due date. On 

DWDIBI"'U oc:caaiou. BelJSouth baa Called to cance1 a diaconnect order and reiuue 

a cew diaconnect order. Tbe reaWt ia that the cu.tomer's aervice ia disconnected 

prior to tbe IChedulecl SMNI aervice cutover. 

WHAT IS THE IMPACJ' TO SPRINT AND ITS CUSTOMERS WH!!:.N 

SERVICES ARE INAPPROPRIATELY DISCONNECTED? 

Tbe afrected c:u.t.omer is left w1thout telephond aervice until it can be re-activated 

by BeUSouth. For the bualneu customers that SMNI aeeb to aerw, lhis ia 

utremely di.ruptive and can have a tremendou.a.ly negative impact on the 

customer'• busineu operat.iorul, reputation and revenue. For Sprint, operating 

coaa are iDc:reued when reeouroea must be diverted to facilitate 18l'Vice re

eaahliahment and to r&-bu.iJd automer confidence i.o Sprint'• abuity to deliver 

quality Jervice. Tb.e 18l'Vic:e outqM d•mBfP' SMNI'a reputatJon and lmped.tt iL'I 

ability to elt.ablilh and ezpa.nd ita competitive local 18l'Vice ofTerinp in central 

111 



Florida. They act aa a deterrent to awitching to an ALEC and damage SMNl's 

2 credibility with respect to lllBlUiging the Bervice conwrsion process. 

3 

~ Q. IS LATE NOTTFICATJON BY SPRINT TO BE.LLSOUTH OF THE NEED TO 

~ RESCHEDULE A CUTOVER THE CAUSE OF THESE INAPPROPRIATE 

6 SERVICE INTERRUPI'JONS? 

7 

8 A No. Service conYWeiorw may be rncheduled at any time and Cor any reason. 

9 Most notably, the cu8Dmer may request that the aervice i.nat.allation dat..: be 

10 chanpd t..ed on bulineaa ~right up to the time of the aclleduled converaion. 

11 It ia ludieroua to suggest that the raponae to a c:u.stomer's request to reachedule 

12 a aervice conYWIIion wouJd be, -we can b'y, but you may be disconnected if we 

13 can't stop the orders. • The real problem ia that BellSouth has not modified 1t.s 

14 syltema and proceaae~ to allow aervice diaoon.nfldjon orders to be reacheduled in a 

15 timely fu!Uon. Moreover, the involvement of multiple intemaJ departments 

16 within BallSout.h in the aervice conYV'Iion anc' the heavy reliance upon manual 

11 proceaaes baa reauJted in Cailure to properly re-iuue orden due to human error. 

18 The facta of the SMNJ aervioe dilconnect.ion incidenta will show that the majorit .. 

19 of the delays were neceuary becaute BeUSouth discowred it couJa not meet. its 

20 Committed Due Date {CD D) jult prior to the inat.allation date due to engineering 

21 or facilities problema. SprinL witneaa Graham wJl be diacuaaing thesP SPrvlce 

22 wsoonnection incidentl in more detaiL 

23 

24 Q. WHAT REUEF DOE SPRINT BELIEVE IS APPROPRIATE? 

~ 

19 



A Sprint believaa that the Comm,jaaion should order BellSouth to immAd.iately 

2 moclify its metboda. procedures and systems for handling customer m.igrations t-> 

J an ALEC, such aa SMNI. 10 that customers will not suffer an inappropriate 

4 diaconnection, IJ8I"Yicffl interruption or outase. BellSouth must be required to 

5 establish a proceu that will enable I8J"Yice di.Jconnect.ion orders to be stopped, 

6 regardless of the tim.ins or reuon for the request. 

7 

8 Q. HAS BEI.ISQUTH CAUSED SERVICE INTERRUPI'IONS TO SMNI 

9 CUSTOMERS DUE TO CALL ROt.rrJNG ERRORS, TRANSLATIONS 

10 PROBLEMS OR FAILURE TO PROPERLY IMPLEMENT INTERIM NUMBER 

11 PORTABILITY? IF SO, WHAT RELIEF, IF ANY, IS APPROPRIATE? 

12 

13 A Yes. SMNl baa ezperienced lel'Vic:e interruptions on numerous. occasions resulting 

14 from BeUSouth. caU routing erron, b'analatioru problems and failure to properly 

lS provision and implement number portability. Thele incidenta have prevented 

16 calla from bein& completed to SMN1 cu.tomera. 

17 

18 When caU routing. tranalat.iona or interim number portability inst.ruct.iona within 

19 BelJSouth. 'a Detwork are entered inc:orrectJy, modified in error or deleted in error, 

20 BellSou.th'a network l}'lteml do not know how to proceaa the calla. Lac.king such 

21 direction, network recon:li.np are played for tht caller such u, "'''hia number i..s no 

22 longer in aervice,• or -Thia number ca.nnot be completed aa di.aled. • Ac<:ordinsJy, 

23 thoae ind.ividuala tz'1inl to call SMNI aatoiDtll'a were not able to rP.a.ch them, but 

24 m.tead, beard tne.e recorded mfiiiiiBf. 

2!1 
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Q. WHAT IS THE IMPACT TO SPRINT AND ITS CUSTOMERS OF THESE 

2 SERVICE INTERRUPTIONS? 

3 

4 A Tbeee inc:ideata haw been both embarrauing and financially damaging oo Sprint 

5 C'I.Utomen. Cal.lera that heard -This number is no longer m service• when placing 

6 their calls may haw assumed that the Sprint cu800mer had gone out of business. 

7 Though the auumptioo is not true, it may have resulted in a d.amaged reputation 

8 for the bu•ineu and/or 1olt buaineu opportunity if the prospect or customer 

9 didn"t call back. For Sprint cu..tomera that rely upon the phone for order 

10 prooeuing. such aa ca&eri.ng companies or restawanta, bu&inesa was loat because 

11 customen could DOt reach the Sprint customer oo make a reservation or place an 

12 order. 

13 

14 Q. HAS SPRINT COMMUNICATED ITS CONCERNS ABOUT THESE NETWORK 

15 INTERRUPTIONS TO BEU.SOUTH? 

16 

17 A. Yes. Sprint upreued amoern about the nature of these outages and the 

18 potential for their reoccurance at the time or the incidents, in telephone 

19 oonveraatjona subeequent Lo the incidents, in face-t&fa.ce meetings with BeUSouth 

20 and in writing. 

21 

22 Q. PLEASE DESCRIBE THE COMMUNICATIONS THAT HAVE TAKEN PLACE 

23 REGARDING TH.1S PROBLEM AND SPRINT'S PER..~PECriVE ON THE 

Z4 SOLUTIONS THAT HAVE BEEN PRESENTED. 

25 

21 



2 

J 

4 

s 

6 

7 

8 

9 

10 

11 

12 

13 

14 

IS 

16 

17 

18 

19 

zo 

ll 

22 

Z3 

2A 

A. In a letter dated June 18, 1997 from Mr. George Head, Sprint Vice President

Local Markm Integra.t.Wn, to Bell.Sout.h's Mr. Joe Baker. Vice Preaident-Sales, 

MLC-9. Mr. Head erpressed "serious ooncem regarding reoent service problems 

in Orlando, F: ida• and aaked Bell.Sout.h to identify what •irrevenable oorrect.ive 

action* wouJd be taken to prevent further reoccurrences. He noted three !M!parate 

incid.ent.a in which SMNI CUJtomera were impacted dated May 19, May 30 and 

June 6. Mr. Head DOted. "Theae erron by BeUSouth have resulted in service 

deficiencies that have dam.apd. Sprint's relat.ionahipa with ita end u.aer customer 

and are impedi.na Sprint •a ability to establish it.aelf as a local service oompetitor in 

Central Florida. • He asked for a review and analyais of the situation at an 

executive ~D.-tins' acheduled for June 24, 1997 at BeUSouth's Birmingham offices. 

At the June 24, 1997 meetin& Bel.ISout.h nmewed the out.qe and presented 

several actions that were being d.ilc:\l8111111d and/or taken to prevent further 

occurrences. Mastin&' band-out.a prepared by BellSout.h are ahown aa MLC-10 to 

this testimony and included BUCb things u additional employee training and 

isolating CLEC tranalat.ions groups witlun a range of tranalations identifiers. The 

•permanent" aoJution was identified as a •aoftware patch providing puaword 

prot.eet capability against removal of Switch Facility Group.• This would ensure 

that ·human error" wou.Ld not re1ult in recw r mg i.ncident.a. To Sprint's 

.lmowledp, this •aoftware patch" hal not been implemented, leaving SMNI and 

other CLEC cu.tome.r1 vulnerable to future oul.al&• cauaed by human error. 

Thia vulnerability waa moat vividly demonatrated when local number porta~Jity 



inatructiona were once again taken out BeiJSouth's systems in error in the late 

2 afternoon of June 24, shortly after the conclusion of the e:.:ecutiw rneeting. Every 

3 cu.stomer llei"V8d off of BellSouth'a Magnolia l..A.F.$ switch with number 

4 portability wu impacted by this outage. 

5 

6 A1 Spnnt'l request, BellSouth's Mr. Joe Baker issued a letter on July l, 1997 to 

7 Sprint that could be uaed by SMN1 aalea personnel to present to affected 

8 custoJ::DerS., if needed, oonfirm.ing that BellSouth wu rMponaible for the latest 

9 aervicl intvruption. See MLC-11, attached to thia testimony. Ms. Carol Jarman 

10 of BeiJSouth fol.Jowed up with a letter on July 8, 1997, MLC-12 to further e:.:plain 

11 the June ~~~~ i.Dcident and to provided 8\Udelinn that BeUSouth had implemented 

12 to prevent -future removal of Sl-~ m error.• M.. Jarman's letter notes, " .. .our 

ll ltaft' ia cwrentJy workina' with Luc:ent TecbnolQiil' , to provide a perma.rw nt 

14 solution which will prevent SFG removal without complu. tran.alat.iona 

15 involvement and we will statw you on that aa eoon aa pou.irue. • Once again, to 

16 Sprint'l bowJad&e, the permanent .olution that waa to be provided by Lucent 

17 Technologies haa not been implemented. 

18 

l!ll While Sprint appreciates BellSouth'a willingness to take respona.ibility for the 

20 service ou.tqea and to take interim atep1 toward eliminating such outo.ses in the 

21 future, it ia of little comfort. to SMNI cuatomt~ra who have just endured another 

22 outap. TheM ou.tapa repreaent the substantial riak that exiata for SMNI and 

13 other facilifiea..bued CLECs utili%ing interim number portability :Unce there has 

24 been no permanent 10lution &..mplemented to prevent thete outages from 

2.'l recurring. Until such a permanent aolution is implemented, the nllk of IMIMIJCII 

ZJ 



int.ernaption will cont.inue to be much greater for CLEC customers than the ri&k. 

2 of service interruption to Bell.South eustomera. 

3 

4 Q. WHAT RELIEF DOES SPRINT BELIEVE IS APPROPRIATE? 

s 

6 A Sprint belieYW that tbe Cnmmisaion ahou.ld order BellSouth to implement a 

7 permaneat aolution that will prwent aoft.ware instTuct1ons (or SMNI call routing 

I! from beiq removed or revieed in enor. 

9 

10 The Commisaion ahould alao order BeUSouth to develop procedures to implement, 

II maintain and reltore locaJ number portability IUCh that SMNI customer services 

12 will not be inappropriately interrupted. Thia will enable SMNJ to haw oonfidence 

1 J that it.l c:uUmera' aervice il not at riak of inten'upt.ion due to hum an error or 

14 unauthorized cb.a.npe. 

IS 

16 Sprint beli8Yel that tbeee action.a are required by the Interconnection Agreement 

17 which states. Section IV E.l, • At a m.inimu m, the aervice quality or leaaed network 

18 element.l ahou.ld matcb that of Bell.South'a own elements and conform to all 

19 Bellcore and SMNI requ.irementl applicable to the type or aervice bemg proVJded. • 

2D 

21 Q. HAS BELI...SOUTH PROVIDED lNSTALLATIOO INTERVALS FOR RERVlc•; 

22 ESTABI.JSHED VIA UNBUNDLED LOOPS IN ACCORDANCE WITH THE 

23 INTERCONNEC'l'ION AGREEMENT WITH SMNI? IF NOT, \\'HAT RELIEF, 

24 Ir' ANY, L.c;; APPROPRIATE'? 

2S 



A No. BellSouth haa not provided i..nstallation intervaJs for scrv1ce ostablished v1a 

Z Wlbundled loos- in accordance wtth tne lnt.erc:onnect.wn Agreement. 

3 

4 Q. WHAT DO~ THE INTERCONNECTION AGREEMENT SAY ABOUT 

~ rNSTALLATI, .-1 INTERVAlS? 

6 

7 A Section IV.D.l llta&el: 

8 

9 "'nst.allation intervals far .ervice via unbu.nd1ed loops will be handled in the same 

10 timeframe u BellSouth provides aervicet to ita own cuatomers, as measured from 

11 date of customer order to date of cuatomer delivery_ Bel.lSout h will m.ab best 

12 efforts to inltall unbnndlecl loopa aDd other network elements by the Curtoroer 

13 Desired Due Date ("'CDDDi: 

... 
1~ Q. HAS BELU;()UTH INSTALLED SMN1 SERVICES IN THE SAME TJMEFRAME 

16 AS IT INSTALLS SERVICES FOR ITS OWN CUSTOMERS? 

17 

18 A Although SMNI haa not been provided any data by Bel.ISouth Lo indicate the 

19 installa.tion intervals it uperiences when providing aervices to ita own cus ~omers, 

20 we do not believe that i.natallation ht.ervala are bt!ing provided "in the 81lfll~ 

21 timeframe aa BeliSoutb provides aervices to ita ONn cuatomera.• SMNI's 

22 aperienoea in proeeaain& unbUDdled loop orders witl1 BeUSouth baw shown that 

23 tnere are multiple oc:ca•iona when due dates Bn!l misaed due to Bell.Sou.th reaaons. 

24 Thia U. cauaed SMNI to lack cooftdence m BellSouth's ability to c:onaiatently met!l 

25 ita aJmmitmenta. Miued due date1 damage SMNI'a credibility with cwtoruen lUI 



a quality service provider. In order to create an environment where SMNI can 

2 sustain its reputation and haw reaaonable level of confwenc:e that it can meet 

3 customer commitments, SMNI salea representatives routinely quote 30-&5 day 

4 installation interwla when meetifts with prospective customers. Moreover, 

5 becaUBe or hte .lack ~confidence in BellSout.h's ability to inBtall services within 

6 the intervale that BellSoutb quotee aa standards for unbundled loops, SMNI sales 

7 and service repreeentativee routinely iuue order• with intervals well in exceaa of 

8 the quoted standard, auch that the chance or meeUng the due date will be 

9 increaaed. Accordingly, unbundled loop orders are rarely i.uued with BeliSout.h's 

lD -uzget• proviaioni.Dg interval.a. 

11 

12 Q. EVEN WITH THESE EXTENDED INTERVALS, DOES BELLSOUTH 

13 CONSISTENTLY MEET ORDER DUE DATES? 

14 

1~ A. No. Fourt.een or the 80 .arvice inatalJationa that occurred in October throu,gh 

16 December 1997, or 23.3Cfl, were not accompliahed on the scheduled due date due 

17 to BellSout.h-matrolled reuona. Sprint wit.neaa Graham will o'1eusa thia in more 

18 detail. 

19 

20 Q. WHAT RELIEF DOES SPRINT BELIEVE IS APPROPRIATE? 

21 

22 A. Sprint believes that the Comm.iaaion lhou.ld 1l18titute an mveatiption mto 

23 BeliSoutb.'a retail operatio01 to determine BellSoutb.'a CUI1"ent proviaioninf{ 

24 intervals for BellSouth re&8iJ automera and require BeUSouth to demururtrat.e 

25 that lei"Vl1..88 ace proviaioDed f'or SMNl at parity with eervic:es BeUSouth provides 

26 



to its own end uaers. Sprint believes that this is required to monitor BeUSouth's 

2 compliance with the terms of the Interconnection Agreement. with slate::, Section 

3 IV.D.l: 

4 

5 '"Installation intervals for eervice establiahed via unbundled loops will be handled 

6 in the aame timeframe u BellSouth provides 84 services to it.s own cwtomc:rs, as 

7 measured from date of cu.tomer order to date of c~mer delivery. BellSouth 

8 will make beat efforts to in8taU unbundled loops and other network elements by 

9 the Cu.ltomer Demed Du.e Date ("CDDD·>. 

10 

11 Sprint further requeata that the Commiuion o.rder BeUSouth to file periodic 

12 repo.rt.a ooDCeJ'Tli.na ita OUTerlt proviaionina' intervals to its end utten as oompared 

13 to ita actual performance in providins aervicea to ALECa. 

14 

15 The Commiaion ahou.Jd further order BellSouth to immedJat.e.ly -Jevote adequate 

16 reiOW'ces to the operation of ita Local Carrier Service Center to insure that orders 

17 received from SMN1 can be processed on a timely baais, wtth the same degree of 

18 reliability and within the identical time frame 84 Be.USouth provides service to its 

19 own end uaera. 

20 

21 Q. PLEASE SUMMARIZE YOUR TESTIMOt:V. 

22 

23 A. BellSouth baa ~ to oompJy with the te!"'m of ita lntel'cc nnoct ion Agreement 

24 with SMN1 and hu £ailed to honor oerta.in other commitmenta to SMNl. Such 

2S failures have neptively impacted the quality of service that SMN1 is able to 

T1 



1 provide its customers, consequently damaging SMNI's reputation and credibilit,y 

2 in the marketplace. The problema cauaed by Bel.ISouth's failure tn perfurm have 

3 sign.ificantJy increaaed SMNI's operational and acquisiti n coata, impairing its 

4 ability to enter the local exc:hange market in Florida on a broader scale. 

5 

6 Bel.ISouth baa failed to provide Firm Order Confirmations (F0Cs) in a timely and 

7 accurate manner u Mta.bliahed by the Interconnection Agreement. Sprint 

8 requests that tbe Commiuion order BeUSouth to honor its commitment to 

9 provide FOCa within (8 boura of receipt. Sprint further requests that the 

10 Commiaaion open &JI8neric docket to estahliab performance measurementa and 

11 aervioe quality lltandarda governing the proviaioning of wholeaaJe aerv:ices. 

12 

13 BellSouth bas failed to identify provisioning problems in a timely manner to 

1-' enable SMNl tn meet cu.R.omer due datM at parity with the IJBI'Vice provided by 

l~ BellSouth to ita retail Wlt.omers. Sprint request.B that the Commisaio!l order 

16 Bel.ISouth to notify SMNl within 48 hours of order receipt of facilities limitations 

17 and/or provisioning problemJ iD connection with SMNI aervice requeBta. Sprint 

18 further requests that the Commi.aaion order .Bel.ISouth to establish au eJ:ped.ite 

19 

20 Interconnection Asreezoent order p"oceaing commitments are met. 

ll 

22 BellSouth baa allo diaa:lllD8Cted cuatomen aeeking to migrate tn SMN I service 

23 prior tn the designated c:ut. owr date. Sprint reque.U that the ComntlKton ordor 

24 BeUSouth tu immediately .IMd.ify ita methods, procedures and syatems for SMNI 

2S cugomer migratiorw IIUch that cu.tomen will nol e.-perience inappropriate ~~ervice 



interruptions. Bel.ISouth must also be required to establish a process to enable 

2 service diacannection orders to be stopped. 

3 

4 BelJSouth baa caaued aervice interrupti.om to SMNI customen due to call routing 

S error1, translations problema or failure to properly implement interim number 

6 portability. Sprint requelti that the Commiaaion order BellSouth to implement a 

7 solution that will prevent aoftware instruction• for SMNI call routing from being 

8 rem.oved or~ i..o erTOr. The Commiuion ahould also order BellSouth to 

9 develop procedures to implement, mainwn and restore local number portabj lity 

10 such that SMNl automer aarvices will not be inappropriately inwrupt..ed. 

11 

12 Q. DOES TIDS CONCLUDE YOUR TESTIMONY? 

13 

14 A Yea, it does. 

lS 

16 

17 

lg 

19 

20 

21 

22 

23 

24 

2.5 

29 
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....__ s . 
• prtnt 

MttiiiiiJ L. CIIIH 
(it,.,"ffl MaNlfttr 
Sprutt M~tropoi•to" •ttt-t.l I •<" 

Apnl I 8, 1996 

Mr Ruba1 Schc:yc: 
S~:Nor Oira:tor 
Su;ucgy Oevclopmenl Core Bu'im .. ~' 
BciiSouth T c:lo.:ommumcatl"ru. 
6 7 5 Peachtree Street, N E 
A.tlanla, Goorg.a 30375 

Dar Mr. Scheye 

Docket NO. ~71314-TP 

Ewbit NO. MLC-1 

Pqe lor l 

Ho>•lfl.'9.'.'H'f JM(J 

HltJ171ftr1Jr \fl'lrtKJ !-ln, J.J I .. ' .. ,1 ~· .hl ... l .. ~ 

/'1.,,,.,. I•) • 'i' 1 I J ,' 

f •II J(J' .~'I 1 If'(~ 

Spnnt M .. "'.fuJlOhtan Nc.1wtlf'k..\, ln ... U\J BdlSuuth Tcl..'\:urrununh...tll"n:. h.:I\'C !>lgJtf.,J .1 

... t•pulatlon far the purpos.e of mterctmna.:tm" the nc.'tWOrlu lllth~.: .. ompamo anJ racll•tatin" 
the tnttOIJuctiun of kA.;al CAchflngc ~lmpdllllln 

The mlc::nt of the Sl!pulauon l!io t~l pro-.tJc the fram~urk to aJlo,., "u' two .. omparu~ lu move 
forward in a sp1r11 ot' alOJ)t::rauon ~~~we mutu.ally dctcrmme the: 'P .. \: rli.:s of the ~>pcrat•ng 
r~u ll'f.'mCilb. 

Spnnl Mcu-opuhtan Naworlu, ln.: tu.~ o1 tasgdt·d tmph:mcmJ.tuJn J.th: ul ~-1.ty I, I 'Nh Ow 
..:ornpames have been work.tng together to prepat · the: te>.:hn11.:al n .. "'4uut.-mc.."nts. lor the 
exchange or tram~: and upon oomplcuon of tlus ol."tlcr, tmplemcnldllon c:an pnxa:d 

Pkase s•gn both or1"tnab and rctutn 110c ln.SMNI 

Thank )'OU for )'OW' quh.:k rc:spolb~: 

BtiiSouth Tclccommuniatiu.u, Inc. 

By/~ 
(AL~ 

"~ame:~~ C Scl-ltrt! 
( Pnnt or Type) 

Tcllc Srl ~~ .ll.-

D.ale. 't/ 1. 'i / 'i C.. 

Spnnl M~trupulihw Nci'-'"Orkl, Inc. 
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l 

~MNl- BrUSoutb DiJc .. uioa Ult ~~ 
10111196 

1 F.uablilb kiQI Or .u-Ctee ·~call number· fol caordu .. non al cuto,crs 

Docket NO. 97DI4-TP 

Exhibit No. MLC-2 

Page I of J 

Tau,. till: aaafcrocc call aumbcr 11 kml ddW¥X co area 'ode 205 l'k U~JUnly n( thr,; 

pMiapuu IN Joca1 OSP. Can! 06x ud ~ pmonncl Esu.bluluQ& a IOQI 01 

·wa r~· ....-.. -.ou.ld bead&' u.c 1oca1 p~~UQFUU. 

2 Coordn .. tiGit ol ~ 
Provwlll•ldl ol cocucu fot SMN1 to 111a dunnJ cutowcn F.sr.bhsh proc:edurcs rot S~J ro 
clil'a:dJ a.&ICI ...... ~ UIVOIW'IId LD provislocwtc ICMCC orda roquau and ~~r 
~ICn'tOCS 

1. Ellllblwt. • .. inacn-1 ror ~ or*ra. 
Sc&......twc riee!i- 1D lie .... wD ordcnfll ~ lh:U ~r~ll cnabk ~ Oates co be .-...i+=d ac ... a .. 1bt IC'Wicelan cwdaed. Such ~ AJj order !01 oso. ftld ut ew:~ .. u "•kc 
J .wlri•&dap. ;...u lu& Oldct ror USI Wvuab &M Mapa~~~ Calca.:aLc Mil hike 7 wortin.: .,.10 i....U. Aa orckr r. DSO MIJic QaiiOiftCt lai:M1011. ~ on a OSJ lram UMit)o 
dnuP lhc Mapolia Coaocalc wilt 1lb a woftllll diysiO IMIIU. A teqllm to botCul' ::. 
QlStOIIWf wridl iO liMS will lib JO ~ diJIIO pc'OIIolllon &Ad r:ootdl~ Tbcsc d.)h:~ ;an: 

-. aallliO e. -..,...s U..lnma. jd. ·oa &M adr c.um,&a of rla:dc4 &n!onft31ion 

4 . A.bllirr • cal UDII prior 10 U.C cut cilia. 
Dwtq U. •a.-.• Ior PI)'. HlniiMnd A 81" 011 IDilt.lhc RdiScNIIa "CAG ceoccr bepn 
1ali"l ~I he SWNI' draUII• .S:ltl usiltl thl 'SMAS' palAU. Tbu 'lest vt~uiCd Ll~e SMN1 
d'-aad .._ trca DOll CO 101M SMAS poW{,...WJ U. t.N Bcllr-.h CO). Thea lm.i~ 
_., .. fRa Go C\P'W' llclc-.ioG IOibc SMAS poiftL Tllil praccu •• tlo~ ~ll) or lb: 
U..lpall dwiaa .-..UC ~ • .,.....W-.&c~, I • Ia 112 hclun. Once~. the 
Bdl.~ C'.O .._ ....,_..IOdit;ar._.. the IFR li•lllld CIDaMQ tbc DSU. llu:u n1.11nbcr 
porlllbWr, wu ...,._. bJ 1bt AOCAG .,_.. ., ail OAI1 ~ abauf .lO nainutcs. 

A. SMM..-. prda 1111 IC:IIIIIc SMNT loop (freNa U.C SMNI CO LG the BcliSovth end 
GCftlraJ ... SMA$ potnt) priar 101M~-

It Also. oltk Cbftle CUftGracn .alrc:11dy ~ in Mlpwha are.:& · 
c._,a~;. · _,Ieite fKilwa i.nsW1ed pciof 10 ~r 

ICIIi.PtiNJa· ftCW aaJiomet wUJa ~ Ca::ill1ia u•aallld Cot L)$(J's 

fi)'.Jhm"""'C' • 'bi:IIAI' ol aciGiDI l'Kililia 
11l U... ~ U.C: rauW iD rn.ble bcin.r rOUDd Oft lbc DcUSoulh DSO c:&rC\IIU 

...S Ia di:IU.a &k SWNI 4&i.IIORC Tllac DSO cUooUts ~ he property lcsttcl &nd 
I ......, .., EWISoD priot 10 lbc CuL 

-.,,. .-iq" ol &ale draiMJ _,. .,ISowh ...t 5MNI 'IIIOUI6d speed up a~~"'·c,.. and dccrc.atc 

~n~Ub'c n:par\lland scrrila prdllud, ud loMI ·~imc' of the RIIIOMII!rt xn.tc'-. ~lunr. m 
bcrw procllxu\'icy ud cnanaa ~~CrV~U:: dunnt cvtG'ftn 

J . AWI:A CSR. C....OII'IU SIIVIU ll&afd 
EJu.bajJh pnx:IUIIO rcquea IJI4 rru£11C (:sA lnfonn.IUMI 1ft I IUnLIY INftftel Delivery ol' 

inronMNJOII could be~ u~i~ •• ru Of lutemcVc:kdtotu~ ""'II ')f1CI11 T..:mpar.a"' 
prDCQI i!W'Oha ptQC:allftC request ID DciiSouL11 (()(), Mlo 1R 1~11& pr\111' fCICnrd -""1 fi1Xt'\ 01 

I&IC1 CM:ftiiJhf *''"'" MI'VIClli 

(, F •chal&ac hat ol CICNKXLI. Cot wl"o"""llol\.ll •nd "'fotn\lllcquca.tJ. •nclud•nc: phon( ,,umllcr-.. Em.'l•l 
aOdraMa, at\ct hoult ••wu'lku. local c:on~u ClkllSolaU&). cmcrpnc.~ tW!tl~n. etc 
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APR1l1997 

FOC PROBLEMS lOYER 4a HOORSl 

(FOC = rwm Ordet Conlimaticl'l) 
(ASR = Ao::a!ss SW\'IC8 ~) 
(PeW : ~ O'der Nurilef} 

CUSTOMER 

h---A 
~r-_....,._.8 

~r.-c 

~SklmerD 
lr .. ......._E 

F 
G 

Cuak:lmerH 
I 

t">.-J 
K 

r_..._.l 
M 

r.n.n-N 
r-.-o 

p 
r----a 
ic.. t!dnmAr R 

BeiiSouth FOC Problems 
April1997 

ASR 
Cakwnef TO FOC 

POH 8B..L R.:eMd 

N001895 OC.OW7 0411M7 
N001800 OCI16197 04/2li:Jl 
~ 04124197 0412M7 

N0011(M)A ~7 041HW7 
NQ01t00 OW2J97 !MI1MI7 
N001574 04107191 0011$7 
N004310 04114197 04118191 
~29 0411007 04116197 

N000155 03131/97 ~1 

N010883 04107197 04114197 
04J1<W7 0411!»'97 

... 04116197 04121197 
NOO~B Ol/17197 OWMI7 

N007491 0&04137 041CM7 
NOCM676 040W7 OCQW7 
N007W 04.101197 0W9197 

0411.W7 fM12'1197 
04.01197 04116197 

,. )Cal ASRs Subn.aed 19 
Total FOCs Rea!J led Wilwl .a .ws 1 

Percent ol FOCs Recer-.ea W•lhif, .a rb.!rs. 5'4 

tunWoC 
BuiNuDap 

From ASR To FOC 

~ 

4 
3 
6 
7 
5 
5 
5 
7 
6 
4 
4 
18 
4 .. 
7 
7 
1 

AcWI ..... .., 

0&12197 
CJ512Ml7 
04/291'97 
~7 

04/21J97 
w-!3197 
06125197 
04Jw.J7 
04118197 
05105197 
04111191 
05.101197 
04118197 
Of/15197 
04117197 
04114197 
04123197 
04124197 

FOCtiOa2 
1/16198 3.18 PM 



May 1997 

fQC ffiOR! EMS (0Vf;ft4§ HOUBSI 

(FOC: Frn1 ()det Conllmakln) 
(ASR ; .to:ass Sww:e Rf'CJ1851) 
(PeW :: PuR::Nie ()rder ~) 

CUSTOMER 

A 

CusanetB 
r~...,_c 

b.nnMO 
E 

·~ .... F 
CustmerG 
r.'"""'"" H 

Cuabner 
PON 

NC:XM337 
N:Xl\764 
N005858 

N002002,A 
N003220 
N001033 
C00l043 

N00037U 

-
BeiiSouth FOC Problems 

May 1997 

ASR 
TO FOC 

BEll Recel.:f 

0512(W7 0&2l'97 
~1 05116.'37 
04121$7 ~7 

0511!W7 o:n3191 
05102197 O:!WIW7 
04/18197 ()5,4()&4J7 

0512(W7 05126197 
05109t'97 IW2CW7 

T 001 ~ SubfTvDI!l 16 
T ota1 FOCs Rec:aMd Wllha1 -4$ ~ 8 

F'efa!nl ol F OCs Received Wlhn 48 l'tO.. "S 50'\ 

Nlmwof 
IUIIIIII[)eys 

From ASR To FOC 

" 6 

12 
s 
.. 
13 
7 

8 

AcUI 
t.lplcn ........ _ 

1)&24;431 

07K12197 
r:NJ7191 
~7 

~{ 

~191'97 

~I 

0011197 

FOCNOa2 
1116198 3 18 PM 



Revlaed 12116197 

June 1997 

EOC PROBLEMS (.OVER 48 HOURS) 

(F 0C = F rm O'Oef ContirmabOn l 
(ASR = Aa:2ss SeMc:e «J.18SI) 
tPON "' Puld'lase ()der Nun'lbfw') 

CUSTOMER 

r.-A 

-·-B 
CusbnerC 
r •• -o 

F - G 
Customef H 

c.......- I 
.......,.,_J ... K 

~ 
Culbner TO 

PQ.I BELl 

birr Cis' 
N002661 

cenlrabld!O 
IG)575() 

N007900A 
.... diD 

N007900B 
slofy.dlo 

t«<Ot46 
C009145U6 

BeiiSouth FOC Problems 
June 1997 

FOC 
Recei'llld 

06124137 061'M7 
05123197 06o1)2197 

CJ?i\1191 013127197 
051D97 06IOoU9 

~1 06111197 
06117197 0612Jt:l7 
~7 06111197 
0MJ5197 061\1197 
06111197 06rM7 
0611V31 06121W7 

T otai A.Sf.U :::....bnrled 1 5 
Total FOCs Raeived WIIWI4a ~">~$ 4 

Pen::81''1l <:J FOC.S Recer4ed W\fwl.S Houts 27'-

Numberol 
~!lap 

fran ASR To FOC 

3 
6 
9 

4 

5 
4 

5 
5 
11 
11 

AciJII 

IIIJ"IUI 
~ 

08101197 
0612(W7 

07m'97 
fl?i12197 

07118197 
07112197 
0711&97 
07/1Siil7 
0&'1 !lr'97 
00127197 

FOCNOa.2 
1/16198 318PM 



July 1991 

EOC PB08lEMS (OVER 48 HOORS,) 

(F OC = F I1TI ()del Connlallon) 

(ASR = Ac:t:m 5el\a ~) 
(PON = Purd'\aw Oldef PUrbet) 

CUSTOMER 

Cusklmef A 
~r...-....-.e 

eusm.c 
Cuslomer 0 

BeiiSouth FCC Problems 
July 1997 

ASR 
CusDnar 10 FOC 

PON BELl ReceiYed 

llvesl bn 0&30r'97 07102/:J7 
n'W3SI did & dSO ()f{.n91 07102197 

N004821 Oflf'M7 07101/97 
0&26.97 07101197 

Tw ASPs Sul:mUed 10 
Total FOCs Reca\le!O Wlltl1t148 ~ 

Perc:anl d FOCs Rec8\'8d Wttrw'l 48 -ican 60"1. 

MJmbefol 
Busns~Days 

From ASR To FOC 

3 
3 
4 
4 

Actual 
lllgtaA1 ,., 

07m'9 
07/M 
071t 1.-Jt 
0&()419 

FOCNViLI: 
1/16198 3 18 PM 



Reviled 12116197 

Augusl1997 

FOC PROBLEMS lOYER 48 HOURS! 

(FOC" Fm Clfder ConlinnaiiDn) 
(ASR = Aa:ess SeMce Request) 
(PON = Purchase Ol'del' Number} 

CUS""OMER 

~~A 

CuSiane B 
~SklmefC 
CusklmefO 
Cusklmer E 
~$bn8ff 

CusiDmer 
PON 

N006420 
002279.051 

oawsr~a 

~1011 

orange dsl 

BeiiSouth FOC Problems 
August 1997 

A.SR 
TO FOC 

BEll Received 

081191'97 08122197 
07124197 0Ml1197 
~7 O&'M7 
08/19t97 ~7 

OfWV37 01W8197 
08111197 08115197 

T olal ASRs Sutwntlfed· 13 
Total FOCs Reaned W.ltwl4g Hours 7 

~cenl ol F OCs R8C'I!Mid 'M1IWl .S Hours S4 '1. 

Nwnberol 
Busra~O.,S 

Fron ASR To FOC 

4 
7 
4 
9 
6 
5 

Ac:tuli 
~ ... 
\.-a~ 

~7 

07f'D97 
O!W8/97 
oa/27197 
08115197 
08114197 

FOCNOa2 
1116/98 J 16 PM 



~ptember 1997 

EOC PR08LEMS1~ 

BeiiSouth FOC Problems 
September 1997 

(FOC = F~m Odef CooflrmaiiOn) 
(ASR = Acce$$ SeM:e Request) 
(PQ'4 = Purcn..se Order Numbet) 

T uldl ASRs Subl ~ 12 
Total FOCs Rece~ved Wtlhln 48 ~-.Ms 7 

Pefc:ent of FOCs Rece .ed WtU11n 4a Hoors S8'ft 

" This · .. as a veroal FOC, paper 1'\01 recetwd 
• BeiSoulh did not sobml' - OC due 10 lhelf policy oo ~ 01dec~ When BeiiSoultl r~...es an ()(def lof acces.s seMCe V!sle.ad ol iWl unb.Jnllled 

lOOp 1t1e order is WOl'led lhrOIJ9h Bel!Soulh's tCSC Oeparlmetlt The tSCS Dep.v1menrs pc*:y is 1'\01 retum FOC, wtlen !he reque$11$ 0.4 day-s 
~--.:w· to !he mqaoon dale. Instead. !her OJmmltiO eJpeOtle pr~ the order Jle aay 1t1e order rs rece.ved iWld Sp"lfltiS to be f'o•"ed 
24 hours pnor 1o the ~atictl dale of a~~y!Dty pr~_s 
If BeiSoulh recet"teS an order lor acx:ess servtce (wnktl d be ~ed by !hew ICSC ~I) 5 days or IT)()(e pnor 10 the mqaoon dale Ule 
ISCS Oepnnent .. lheo issue an FOC. As delaled. io September's Fao*ty Problems. BeiiSoutll's system is ftawe<l. as •they failed 1n l'letl CO!Mlttmenl 
kl oo11ty SpMt 24 houfs pnot 1.0 mqaiiOn Of laollty problems Thefeb'e, without recetpl ot M FOC wheo any ASR tS sobmltled tu BetiSoultl, Sprvil 

cannot be guaranteed of factltly ava•labihty poor to mtgratJon date 

ASR ~ol 

Cusbnar TO FOC BuslllssOiys 
CUSTOMER PON BEll Rectaned From ASR To FOC 

CustmlwA. ConrrOI.bo 0Si1&97 0Si18/97 3 
CustlmerB N001950 ~7 0Si28197 4 

"Cussomee c ~SIGT10 ~7 1001197 5 
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October FOC Problems 

BeliSouth FOC Problems 
October 1997 
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ApiJ 18. 1997 

Ms. Carol JIIIDID 
on.:... 
Bdi.Soada latcn:olmection 
Suite440 
Two Que Corporate Drive 
Binninp•m, AW-ma lS244 

DelrCcol: 

atc:li ... Ch""1 
I "''"1r1111 [;' 1i \f 1fL1 I k "• ••••••nt 
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I I' -dt• '• • ···~I 
~ · •lf ... J(n h HI~ till ••·'"'-1 ,, 1 ,.,1 

While we~ oprimistic afta' om Jaauary ll meeting wilh BeUSoulh's Accounl Team 
servingSpim dLit ~er~ic:e order md inst.allatJon processes would 1mprove, Sprint 
Mettopoliw:a Nerworb (SMNJ) continues to uperieoce delays wilb the majority of us 
<nden piKed widlBdiSoutb. I am writiDg to request your assistance in quickly 
addrcssiD& aevcral issues associfted with these delays wb.icb hl\le resulted 1n missed 
SMNI service insullaliou commiCJDeol5 on mu.ltiple occa.sioos 

Fint. BdiSoutb c;oatiJuaes 10 miss its commitment to SMNlw rmun Customer Serv&ce 
Record (CSR) requcstJ &Dd. Firm Order CooftniU.ions (FOCs) Within 48 houn of receipt: 
It is the acqKion wbcn 1 CSR or FOC 11 returned in 48 boW'S. Usu.aUy, a foUow-up call 
must be plac:cd by SMNJ to iDquire IS to surus and to esalate lhe request for CSR or 
FOC retum. AI m eumple, daain& tbe week of March 30. numerous oni.er! were 
delayed or racbeduled becaUJe SMNI was unable to acquire vital iofonnation in order to 
properly p-ovisioa service lO its customers. 

A SCCODd source of concem is tblt SMNI has bun iofonncd by lbc Birmi.cglwn LCSC 
tblt lbCft are only tine iadividuals iD their offic.e rhet are able lO properly accept and 
process SMNI arden. At one point, of the tluu, cwo Wert' out of the offic..c, lea" mg only 
one penon to handle l:be entire wor1c load. Eveo whee specifac orders were esca.laccd, the 
re:spoues by BeliSoutb. i.ocJuded, ''1 ba'lc: found yoW' ASRs and wiU ba'le Nmcy process 
them whcll sbe ~ aa Moaday." This was an es.ca.lltioo oo lbun.Jay, 4/3 for an 
onk:r4ue 4/10. (NaDq wu rc:o.aruina oa 4n.) Another response p•o'lldcd to SMNl was . 
... f1lavc1ea -ofyoar(SMNI) orden oo my dC"Jk Which one do you want first? .. 
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.. 
Carol, the dear iqnssiOD of1be SMNJ te1m is that lbe LCSC is Jipificaady UDder· 
resourccd ro efft.ctivdy badle SMNI Olden. In .sd.ition. poor wortforce scheduling has 
frequemly JUde a t.d ljtulljoa wane. 

l"o illustmrc. a,y-...,_..,;&1 ,.,.,.,.,.,. wida-BellSoudl. SMNI Ralllly a~bm.iaed ASRs oa 
413 for 143 li8cs for a larp basiMSI cuteame~ wilh a FOC raam commitment of 4/1 o 
Comer POCa Wlft DOl bec:D aecei:YCd lllltil· 4116. 

ID .malbc:r I'CCGit •maple, SMNl pdniUcd ASlb Oil 3117 wilb 1 4111 dDe dae. Sprint 
bid abo IOid.lbil GI•IIDel' a PBX. ad lbc a...-mcr rcqaa&ed lbllr1be JaVice aat--over 
ad PBX imtwJJ.-ioa be lendled CODCUiiwdy. 8dlSoulb wu uatJae ro locate the 3117· 
daled ASR. was IIIIMeqWdly dow ill rapoactina. failill& co retum1beFOC uati1419, and 
OD 4/10 delermiDed diii:IWlSouth would iUJl be able CO c:oavat MIYicf: Olllbe requested 
due dale. BdiSomb n:qratrd a .clditiODII wec:k to popaly pi'OYUiaa IDd JXepiJC for 
lbc coavG'Iioa.. Needlea 10 uy. 1be car:ire adOVer ta.d 10 be postpoaed IDd lbe automcr 
was furious. 

Fiaally, dfte SMNI aaaomercxden are amatly delayed because ofBdlSoutb's 
inability 10 properly proviliODm SMNl service order wbeo the BellSouth service ts 
provisioaed uriliriag a '"DAcs.m.pped imegraled SLC." For oae of these customers. 
tesiJ were performed while plltnain& with BeiiSoutb to c:agiaea savice reusinglbe 
.. DACS-ID.Ippcd iDtegmed SLC"' facility. The ICSlS were successful, SMNI special· 
onie:rcd ch!IJ!Det cants for ill ccutnl office in order to provisioa lbe services and or.!.:rs 
were subsequaatly submiDaliO BdlSOUih. BcllSouth then informed SMNI that they 
wer- unable 10 poceu 1be ordcn and the (';(IDversioos would be delayed until aew 
facilnies could be provisjoaed or Ullli.l BellSoutb could dctc:rmioe "'bow ud ;r they 
would provision tbia type of service requnt. The ASR for oac of the three customers 
rdcrcnccd wu fii"SE JUbmitud 10 BellSoutb iD Septembe', 1996, md has bec!D repeatedly 
$Cbedulcd, re-scheduled., and deb. yed. 

Carol, 1 am asking for your ass1stauce m addressing the above issues aDd would 
appreciate your raponse as to lbe nature ud time-frames of tbe proposed resotuuon.s. 

Please c.omact me if you need additioual detail. llook forward to your response. 

Sincc:rely, 

~~ 
cc: Joe Baker~ BeUSouth 

Gecqe: Head- SpriDt 
Richaro WUUCI'~ Sprint 
Bill Bolt- BdlSouth. 
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8~ AllbiiM 35244 

April25, 1997 

Ms. Melissa Closz 
Director Local Mari<et Development 
Sprint Metropolitan Networtts, Inc. 
154 South hall Lane Suite 4008 
Maitland, Fl 32751 

Dear Melissa: 
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S.Ia AuilgftllAc:• Prtlldtltt 
~pi'WIII ActiiUIIIl'um 

Thank you for your letter dated April18. You expressed several concerns and I will address 
each of them. 

The first issue in your letter was BeiiSouth's failure to meet the 48 hour commitment on F1rm 
Order Confinnations (FOC). The plimary reason for this has been a lack of resources We 
have been working diligently to increase our personneL Next week we will add 14 seiVice 
representatives to our Binningham office to handle Unbundled Networ1< Element service 
requests. In approximately 2 weeks, 18 additional seiVice representatives will co,nplete 
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 
FOG 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 staff. 

As you are aware, the account team is working diligently to transtl1on SMNI to EXACT, 
which is a mechanized aeiVice ordering interface. We have scheduled a visit to your 
Orlando offices on May 7-g to ilelp facilitate that transition ana will bring several suujed 
matter experts to give hands on training to your personnel. Thts will also contribute to a 
more timely flow of information. 



Ms. Melissa Closz 
Page2 
April 25, 1997 

Docket NO. 971314-TP 

Exhibit No. MLC-5 

Page 2 of 2 

Your additional concerns also relate to a lack of resources. Once again, the increase in 
personnel should P"eviate this problem. We are sony that the responses you received 
when inquiring about your orders were not in keeping with your expectations or BeUSouth's 
desire to provkle you the best possible service. As set forth above, BeUSouth Is taking the 
necessary steps to make sure this does not happen again. 

1 am not in a position to gtve you a definite answer regarding ·oACS-mapped integrated 
SLc.• BeiiSouth does not have any Methods and Proc:eduros (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. 

I 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 
provisioning in today's local environment. Toward that end. we will continue champion your 
needs within BeiiSouth. 

cc: George Head- Sprint 
oe Baker • BeiiSouth 

Richard Warner - Sprint 
Bill Bolt - BeiiSouth 
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May 1, 1997 

BeUSouth Telecommunications. Inc. 
Mr. Joseph M. Baker 
Vice President - Sales 
Interconnection Services 
675 West Peachtree Street. N. E. 
Suite 4423 
Atlanta, Georgia 30375 

Dear Mr. Baker: 

George V. Head 
Vice President 

Docket NO. 971314-iP 
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local Mancet Integration 
7301 College Blvd 
Over1and Park KS 66210 
KSOPKV0203 
Phone· 913-534-61 02 
Fax: 913-534-6304 

I am in receipt of Carol Jarman's letter to Melissa Closz dated Apnl 27. 1997. I 
appreciate BeliSouth meeting its Friday commitment with a response t~ the 
service difficulties we continue to experience. Carol and I also spo~e briefly on 
Friday afternoon. 

Wt;J agree with Carol's condusion that BeiiSouth has not adequately staffed its 
LCSC. It has been our experience with other suppliers, however, that merely 
adding peopte, by Itself, will not solve the service problem. Srri~t recommands 
that a joint quality team be established that has the charter to mutually map the 
end-tcrend procebs and identity opportunities for cycle time reduction and 
accuracy Improvement. The team should also gain a.grePrnent on 
measurement metncs and metnc calculation formulas .1nd data sources 

Sprint also requests that, if not already in place, that BeiiSouth dedicate 
resources in it& LCSC specifically to Sprint's account service noeds. Sprint 
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commits to provide timely forecasts to assist in appropriately sizing thf; group 
dedicated to Sprinrs account. 

We are hoQeful that Bai!South's EXACT system will provide an acceptable 
interim lntarf& for the local loop portion of SMNI servic~ orders. The team that 
meets In Orlando next month should attempt to quantify the number and type of 
orders that may be processed through the EXACT automated anterlace. 

Wdh rasped to BeUSouth's 48 hour FOC commitment, it should be noted that 
Sprint does not consider 48 hour tum around to be an acceptable perfonnance 
level. In a manual envtronment. Sprint believes that 24 hours is readily 
achievable. Wha1 automated processes are implemented, a 4 hour 
turnaround ls expected and achievable. Absent this level of perfonnance, 
BeiiSouth wtll 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, BeiiSouth has made no progress against its commitments made on 
January 23rd in Orlando. BeiiSouth's lack of performance has been hannful to 
Sprint's relationship with its customers, caused financial harm to Sprint and its 
customers, and is an impediment to the development or competition 1n Central 
Florida. As such, Sprint must regrettably insist that BeiiSouth fix 1ts provisioning 
process, with demonstrated results, prior to 6-1·97. If not, Sprint will be forced 
to seek other remedies to achieve the service quality Sprint and its customers 
deserve and are legally entitled to receive. 

GVH:tlt 

c: John Cascio 
Melissa Closz 
Ellen D'Amato 
Carol Jarman (BS) 
Rich Morris 
Bob Aunke 
Gary Owens 
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May 19, 1997 

Ms. C.Ol JIDDIIJ. 
Diftdor· Sprint Acc:oum Team 
BcUSoulb ~OD Savices 

Dear Carol: 
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Thank you for yotu May 21ert.er foUowmg up oo the stana of the "DACS-mapped 
inlegraled SLC" provisiooiag issue whicb has delayed the in5lallation or Se"'IC'J'a.l Sprint 
Mettopolitu Networks (SMNl) customer cmien. My rupoosc is for the pwposc of 
providiDg c:larificalion u to wbatlhe issue is sod why its resolution i5 critical. 

MNl has placed unt.md.led loop service: orders with BcUSoutb for seven.! custom-ers 
where die customer is cuneutly provisioned by BdiSoulh utilizing a DACS-mappcd 
iotegrall.td SLC- csseruiaJJy a '"pair pin" device: employed by BeUSoulh to mu.im.izc 
facility Ulilizltion In artempeiag to provision unbundled loops for SMNI, BciiSouth 
discovered tbll its systems IDd JX'OCfldures did not suppon re-use of lhc u.istiog 
facililics. Fwther. BeUSouth did not have ldditional facilities available to twn up the 
uabu:Ddled loops ordered by SMNl BdiSoulb then those oot to coostrud additi.:.nal 
facilities iD lieu ofraolviag tbe UDGerlyiag s)'1lem! IDd proccdural1ssues LO order to nun 
up ~ uabuDdlcd loops f« SMNl. The rcsu.lt is that of the three service orden 
n:fcrmced in my 4/l&lcau, two SMNI service in:.tlllirions w~ 1igoificanlly delayed 
1be third installation wu completed without lbe usc of the S LC 

We have boalldviled by BcliSoulh pc:noaDel lhat these i.a5lllltuoos were complctc:d for 
(estiag purposes aaly ud ~r DO .dditiooal installttions of this type" 111 be completed 
until BdiSoudl's procedural issues have been raolvcd. Mo~vo, we ha"..: been told 
that DACS-m•pped i.alcped SLC proviaoo.ing coofiguntioos are Wldely-dcployed 
l.b.rou.ghOUIBeU.South 111H"in& thlt SMNI wiU likely continue to cocowu.er customcn 
wbosc provUioajq raises lbe same issues. 
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Sprint appreciates BdlSoulb's desire &o seek long tam S)'ltems md process solutions for 
provisioaiq lbelc ICI'Yic:a- Howcva-, our RqUat is cUI fulure aabuDdled loop un:k-~ 
UDda" diD provisiooiDa ICCDirio be iDslalled urilj:ring wbaJeva- iDltrim procedures ~ 
necesmy &o coraplete tbe ICI'Vicc orda'iaJtallatioas withiD mutuaUy establisbcd 
interval~. 'Ibis will ..we BeiiScJuth ad sp;m &o make prop:ss loward our mwual 
goal ofCJDo-time scmce idlllarims. 

Carol., we would appreciate BellSoalb's mpome10 lbc.RqUCSt outliDcd above by Friday, 
May 30. TbaDb apia for )'OUl' npdmr, md I look f01wud &o your response. 

~ 
MdiiALOosz 
Direaor - Local Meta Dcvelopmeat 

cc; Georae HQct-.. Sprint 
RKhlrd Warner- Sprint 
Joe Baker- BdJSouth 
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lWle 18, 1997 

Mr. Joseph M. Baker 
Vice President· Sales 
Bel!South TelecorrunW'Iications, Inc. 
Interconnection Services 
675 West Peachtree Street, N. E. 
Suite 443 

Atlanta, Georgia 303 75 

Dear Joe: 

George V. Head 

Vice Presiucnt 
Local Maztetl.ntegration 

730 1 CoUege Blvd. 
Overlaud Pat KS 6621 0 
KSOPKV0104 
Phone:913-S34-6102 
Fax: 913-534-6237 
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I am writing to aga.in express serious (.oncem regarding recent service prohlems in 

Orlando, Florida, and to request Bell South's review and analysis of the situation in our 
meeting in Birmingham on June 24lh. As you know, our teams have rnet many times to 
discuss Krvice related difficulties being encoWltercd by Sprint Metropolitan Networb, 
Inc. (SMNI), and yet they continue to occur. 

During a three week period from May 19to Jun(_" 6. l9'i!, SMNI's customers 
encountered tlvee siaruficant service intemJptions related to receivmg calls through the 
BellSoutll network. ln each case, Sprint's customers could reuive calls duectl)' to tlleir 
Sprint num~ but caUs being call-forwarded through the BeliSoutll neocwork could not be 
completed. 

I 1 the first occunence, an "all circuits busy" condition was created on Monday morning, 
May 19, when interoffice traffic was reversed in error by Bell South m conjunction with 
trunk additions BeUSouth was installing. Custnmers were Impacted for 3 hours and over 
20 trouble tickets were rccei\led. 
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The second i.ncident. on May 30, revealed a translations problem in a BcUSouth local 
switch whereby calls processed via the primary route were romplctcd but the secondary 
route retumed '"DO longer in service" or "can't be completed as dialed" messages. lltis 
service problem oc:curred for at least seven hours before it could be isolated and resolved 
by BeUSouth. 

Most recently, on June 6, a simulated facilities group was removed from translatioll!" in 
error by BcllSouth. again resulting in calls to SMNl customers being blocked for over two 
hours. 

Attached for your review are the ourage reports provided to Sprint by your account team 
after the first and third event Each describes .. hwnan error" occurring in the translations 
suppon team. The second event. for which Sprint did not request a written repon, 
occUI'TeCI on May 3 1, 1997 and was also ataibuted to a translations error. 

These en-on by BellSouth have resulted in service deficiencies that have damaged Sprint's 
relationships with its end user customers and are impeding Sprint's ability to establish 
itse If as a local service competitor in Cenual Florida. Even more disturbing i:. that ! hese 
events occWTed during a timefcame within which Sprint had requested . and Bell South had 
agreed, to provide measWllble and specific improvements in the service it provides to 
SMNI. 

I look forward to seeing you and the BellSouth team on the 24th m B1rmin6ham I trust 
that BellSouth will hJve identified the irreversible currcct1ve action on 11s translations 

o~ess. 

cc Melissa Closz • Sprint 
Carol Jlll'ltW1 - Bell South 
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BELLSOUTH 

Sprint Metro Service Outage 

Orlando, Fl - June 6, 1997 



Outline 

71 Historical "'L\ccount of Service Outage 

/1 Preventive Action Taken 

/1 Restoration Procedures Implemented 



Historical Account 

71 When and Where it Happened 

71 What Happened 

71 Why it Happened 

71 How was Service Restored 



When and Where? 

71 June 6, 1997 

71 5:00PM EST 

71 Orlando, Florida 

71 Magnolia Central Office- IAESS Switch 



What Happened ? 

71 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. " 

I • \ 

71 Lf:SC agreed to place an new (N) order for,/\ .)ht>~~.l . I 

1 1\,.\.\, '- h.\.l 

numbers; issued June 6 at 1:26 PM \ L~ lc'·~ J 

/1 Service Rep issued a change (C) order & 
cancelled the new (N) o:·der. 



What Happened ? 

?I 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 tl1ey are 

. d d (! huJ.. bt:-t:v. "Lv-~.t~• 'Hl ('.vv T ·~ ctL Ll\/s 
tnune to o. u., -L~~~ -ty t· "f c 1:(~, , "'-''o: ~· f "', "/ 

?I Removal of SFG blocked all incoming traffic og rl1 

for Sprint Metro from the RCF numbers in tht 1 ! ~ 
- 9 0 

lAESS switch. ~ ~ ~ 
' -:; ~ 

-1 
"'0 



Why it Happened? 

71 Change (C) order dropped out and was 
manually worked by RCMAG; there is no 
problem with auto tlow-through of a service 
order. 

71 Line Translations Specialist did what he or she 
was trained to do; removed the TNs and assoc. 
SFG when change (C) order was manually i i ~ 

-..1 ;:.· !t 

presented to RCMAG. ; i ~ 
r -...~ 

0 :::: 
:; f: 

;1 



\Vhy it Happened? 

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

The lAESS switch type does not have the 
ability to password protect or restrict manual 
acress to the SFG. 



How was Se.rvice Restored? 

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

:11 RCMAG notified and asked to rebuild the 

removed SFG. 

71 With help of local Electronic Tech, SFG was 
rebuilt and service restored at approximately 
6:15PM EST. 



71 Real Time Resolution Group CRTRG), UNE 
Center and Network Oprns Staff personnel 
developed plan of action on June 9, 1997: 

-transmit details of June 6 service 
outage to NISC/RCMAG mgrs by 

Tune 13 & 97-TB-46 WARNING. 
- develop emergency restoration 

procedures by June 13 
- investigate long-term solutions 



Preventive Action - Other 

71 Identify/protect a range of SFGs in all 
lAESS switch types that can be assigned ~r.Lc _,,, 

exclusively to provide CLEC service (_.(~·-~ .. _ .. ., 
(discussed June 23 with NOS & IAc:~:~tc~~ 

NISC/RCMAG mgrs- procedures being L~~~~L~r;~~ 
\ ,J ~ \;!ll~- ,..;I c eveloped). ~J~~.~ .. r-~j~~ 
~ ~.,v -

71 Build a 2nd SFG in all lAESS switch types ,.L "''~ 
serving CLECs to prevent major blockage. ~ ~ [ 

- [. !1 

97-TB-52 transmitted June 20. ~ -~ ~ 
:::; 1.::: '-0 

r :::! 
(') u. 
' -0 t-

=d 



Preve11tive Action - Other 

71 Requested Lucent Technologies to 
investigate feasibility of a software patch 
providing password protect capability 
against removal of Switch Facility Group. 



Restoration Procedures 

71 UNE Center receives trouble report: 
- Notifies RCMAG, provides 

translation info to reb11ild SFG 
- Notifjes NISC, provides translation 

info to rebuild SFG 
- UNE Center rebuilds SFG within 15 

minutes 
* 1 AESS Translation info for all CLEC 
SFGs will be inventoried in dBase in UNE 
Center. 

., m li? 

' ~ A-- g: Sl ..... -
0 z z = p p 
..... ~ ~ 

r- -t'1 ..... 
' -- t 

0 :J 
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@ IEU.SOI.JTI-J I 
ltlhrt'' r r aS -. •m-n.. 
:;:-,&, .... ...,u ,... __ ......... ,.,..., 
Jwy 1, 199'7 

Mr.JUD.Cucio 
Vice Praiclad 
SpriDI 
SSS Uke Borde~" Drive 
Apopb. Florida 32103 

DcarJobo: 

011 bdl&lf of BoUScMh., I would lib CO lpOloPzc for lb& rec:GIIICIVk:e itltc:nuptiaa expericDced by 
Sprint md iu 1oc:al a:chenp c:osrcxacn. We value OUl' re!llianch.ip wiLb Sprial u oae of BcUSout.b '• 
l.arpG wbolaaJo o•stnmtn, IIDd it ia 11..,.)'1 OUl' inLCDticm to provide )IOU wit.b ICn'lQ: lb&l: medl your 
standanl for c:w«omor lllilfactiall. 

nw. cervice mtmuptioa.. wiW:b occurred.:. S:2lpm FDT OG Juae l4, 1997 ia Bei1Soulh'5 Magc.oli.t 
Ccaaal Of!"ace, wu CI&USOd by • wart enor ill OW' Jl04AO (lleccat O.Oao Mam.OI)' Allipmeut 
Gmlp), the group n".tp'MM•iblo for hp41jn1 CIU•Wjon IOftware. M )'OU know, 8cUSoulh bal pu1 illto 
plac .ctiOA plua to help pNVCDt die .mr !ram happeD1.q ap.iD. These plaru illdw:le &bon term 
IDCUIII'8I au.cb u &bo reqt,dramlat for~ IPJWYI.IIA lbesc litu&tiom. We am abo i.nvostipl.i.Dg 
wilh ou.r vmdon loq lam m.euure1 thl& iadLNSc eahlacia1 the 101'twue involved. AdditiODally, we 
b.lw: rude ch•a.F' to our m~• md procedures 10 reduu tbe likclibood of tbcao ousaacs. 

Acaln. Be.IISoulh rop-ctt II.D.)' i.Dcon~ cbiJ .c:rvice i.n\C:mlptjoa cau•e.d Sprint &.ad 1t1 cudol:llen. 
We an= commiued 10 wort c;oopcrativcly wiLb 5priD1 throuKhoat the EWI.c ttatc rcJioo 10 provido lho love! 
of teni.cc expccled by you IIDd )'OW' CUICDmm 

Goorp Held. Vice~· Nllloaal Wattd lalqniioa. Spnul 
CMol 1U1DID. S&a. A•ictNd Vice Ptett.dal1 ~ SpriDt., BST 
K.ri.rta Tillmaa.. Vice PnN&.at • Op.ati.au. SST 

/ 
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July 8, 1997 

Ms. Melissa Closz 
Director- Loca.l Market Development 
Sprint 
1 S I Southhall Lane Suite 4008 
Maitland, FL 32751 

Dear Melissa: 
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@BEUSOUTH 

c....a.--
1111&~ Vlcl l'ruod1r, 
Slllll AcCOI.II: ,...., 

I would like 10 follow up and provide you with a more detailed descnptwn of tJ,e event::. 
that '·d to the ou~age in the Magnolia office on June 24. The situation onginated when 
Magna Computer called BeJISouth's Sma..ll Business Services Center on JWle 20 to convcn 
their service from SMNI back to BellSouth. A BeiiSouth representative 1n that office 
1ssued a disconnect (D) and new (N) order 10 initiate that process. 

Due to that disconnect order, the office equipme.nt for Magna Computer's telephone 
number was reassigned to another customer when a subsequent order flowr:-d through our 
systems. When that order was processed, the service for Magna Computer as well as the 
entire Simulated Facility Group (SFG) was manually deleted from the SWitch in error. This 
prevented all of the customers that ut;lized Service Provider Number Portability (SPNP' in 
Ute Orlando Magnolia I AESS Central Office from receiving incoming calls 

The duration of the outage was approximately 2.5 i:ours, and our time to repau after the 
trouble was reported 10 the UNE center wa.s approx.ir.1ately one hour The SFG was 
reprogrammed and the service n:-established at 7:40 P M 
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'The following guidelioc:s have been implemented to prevent future ·emoval of SFGs m 
error: 

l. Small Business Specialisu have been retrained on the proper guidelines to use when 
issuing future order~. 

2. On June 25, 1997, all employees i.n ow- Recent Change Memory Adrnmistration 
Group (RCMAG) were re-covered regarding the issues that encompass SFG usage for 
CLEC services in IAESS offices. 

3. Effective immediately, aJl SFG removals must require \\Tltten approval from a 
translations supervisor. Additionally, ow- staff is currently working with Lucent 
Technologies to provide a pennanent solution which will prevent SFG removal 
....;thout complex translations involvement and we will status you on that as soon a:. 
possible. 

ln addition to these measures, plans are also underway to reserve SFG nwnbers I lhrough 9 
exclusively for the CLEC community. We will notify y u in advance of our plans to 
migrate SMNI to a specific SFG and \Nlll ae,ain cover our employees regarding our pol~~:~ 
not to discoMect that range ofSFGs in general ahd SMNI's in panicular. 

Let me n:iterale that BeiiSouth regrets any inconvenience this servtce mterruption caused 
Further, we are working diligently to identify and implement corrective acttons that invoive 
not only ow- translations processes. but &J., service issues that ultimately affect Sprint and 11~ 
end I.1SefS customers as welL 

Sincerely, 




