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7 

8 Q: PLEASE STATE YOUR NAME AND ADDRESS 

9 

10 A: My name i• Mildred A. Graham. My business addre11 ia 565 Lake Dorder Drive, 

11 Apopka, Florida 32707. 

12 

13 Q: BY WHOM ARE YOU EMPLOYED AND IN WHAT CAPACITY'/ 

14 

I~ A; I am employed by Sprint u GeneraJ Communications Man~r. 

16 

17 Q: PLEASE DESCRIBE YOUR EDUCATIONAL BACKGROUND AND WORK 

18 EXPERIE..~CE 

19 

2Q A:. I have a Bachelor .of Science decree from Florida A&M Uruvera.ity in Tall~. 

21 fo'lorid.a. I haWJ been employed by Sprmt for five years, wgmru ng &6 Staff 1-...d!tur 

Z2 of the employee newaiett.er In 1994, I eerved 8-.i a Quality/Proce<j~t Impruvement 

Z3 Team Member, retpunmble for lf.rea.mlm.ing ~ phone d.JrectDn procesa and 

2A identJying avenue• to market directory lel'VIcea u a product. A..~ of 

Z5 Int.e.rn.aJ Commurucat.Joru in 1995, I du-ected uecutJ..,..~mployee 



' 
communications. I W88 named Residential Service Center Manager in 1996, a 

2 role that required managing the group rea;pons.ible for resolving customer 

3 initallation problems. In April 1997, I was hired 88 the ..Jingle Point of Contact 

.: (SPOC)/Culltomer Service Manapr for Sprint'• ALEC in Florida, Sprint 

S Metropolitan Networb. Inc. (SMNl), becoming immediately involved in the 

6 proceu of orderinc and provisioning unbundled loops from BeliSouth. ln June 

7 1997, I IllUmed direct wpervilion of the SPOC team, the workgroup responaible 

8 for negotiating conversion dates with cu.tomen, iuuing the \]nbWldled loop 

9 ordera t.o BellSouth, and then coordinating c:u..ltOmer conYI!I'Sion s throush to 

10 installation. I amtinued in that role throup December 1997. My current poait.ion 

11 u General Communicatiorw Manapr bec:eme effective Jan. 1, 1998. In L~iJI 

12 capacity, I manage the group that coordina.t..- u.ecutiw communicat.aons, 

13 employee communicaaorw and medja relations for Sprint in Florida 

14 

IS Q: WHAT IS THE PURPOSE OF YOUR TESTIMONY? 

16 

17 A:. The pW'pO&e of my testimony ia t.J provide the Florida Public Service Commiaaion 

18 with historical information as well 88 specific ~:umples of tiprmt·~ past and 

19 continual problema related to BelJSouth•s pro<:e88 for ordering and provisioning 

20 Wlbundled loops. My t.estimony ia directly related to the complaint filed with the 

21 FPSC by Sprint Communications Company Laruited Partnerahip and SMNI 

Z2 against BeUSouth Telecommunications, lnc. 

2J 

24 Q: DOES YOUR TESTIMONY ADDRESS THE SPECFIC ISSUES lDENTIFlED BY 

2S THE COMMISSION IN THESE PROCEEDINGS? 

2 



A: Yes, my testimony addresses laauea No. 1 through 4. 

2 

J Q: WHAT COMMENTS DO YOU HAVE REGARDING ISSUE NUMBER ONE: 

4 ·HAS BEI.ISQL" "1..1 PROVIDED FIRM ORDER CONFIRMATION lN A TIMELY 

s AND ACCURATE MANNER AS AGREED TO BY BELLSOUTH AND SMNI?"? 

6 

7 A:. BellSouth has DOt provided Firm Order Confirmation (FOC) within the agreed 

8 upon 48 hour-period Data oollec:ted from April through December 1997, Exhibit 

9 MAG-1. notes that only 5 percent of the FOCa were returned from &ll.South 

10 within the 48-bour oom.m.itment in April; 60 percent in May; 27 percent in June; 

11 60 percent in July; 64 percent in August; 58 percent in September; 90 percent in 

12 October; 82 percent in Nowmber; and 64 percent in December. 

B 

14 Receivina even one FOC after the 48-bour time period can be devastating to 

15 ~·· efl'ortl to provide eervice to its aut.omers. 

16 

17 Q: WHAT PROCESS WAS USED TO GATHER THIS INFORMATION? 

1M 

19 A:. This information waa uttacted from two performance meuurement sources. Our 

20 Single Point of Contact team members, under rny supervision, direction and 

21 oontro~ maintain a spreadaheet that tra.cb Sprint·., installation prooes" L; 

22 customer name and PW"chue Order Nu.mber <PONJ Among the element.a 

Z3 captured on c.bia document are the date th" AccE!S~t Service ~ucst <ASR> is 

24 submitted to BellSouth and the date the F OC is received by Sprint. An ASU B.c.:ta 

25 u a eervioe order request from Sprint to BeUSouth; it contains the PON, 

3 



features ordered, central office location, type of service, quantity of loops and 

2 deairecl installation date. Because the 48-hou.r oommitm~nt is critical to Sprint's 

3 installation process, the actu.a.l ASR to FOC interva.l..a are pulled from this 

4 spreadsheet, then reported and analyzed as part of the weekly, key perfonnance 

S measures. ~ neae key measures are Wl8d to track internal and ut.erna.l 

6 performance and document. vanoua aspects of the request-to-installation interval 

7 as well aa the trouble resolution process. 

8 

9 Q: WHY ARE TIMELY AND ACCURATE FOCS IMPORTANT? 

10 

11 A:. When BeUSou.th doe. not return timely FOCa, the SPOC team memoora must 

12 repeateclly pbone BellSouth for a status. Thia add.it.ionaJ burden of ma.kins follow-

13 up calla repnlilll' FOC. iJ oostly sa it i.a an unneceuary wute of vn.l~.w.o~le Lime 

14 and reaourOM. For ex&lllple, the typic:al follow-up c:all regarding an FOC may 

15 involve placing the call, being put on hold for approzimately five rrunutea, then 

16 being told that a responae call will be provided. Often, when BeUSouth neglects to 

17 return tho• callJ the SMN1 a11oc:iatea are required to make subaequent calls on 

18 that aame day or the nest day. 

19 

2D The FOC acknowledgee that Bell3outh bas received the ASR and that it can or 

21 cannot meet the de&inKI due date. Without the 1-'0C, Sprint cannot confirm that it 

22 can meet the due date. 

23 

24 Sprint requirea key inform&l.ion on the FOC -including the circuit identification 

25 and BeliSouth order number- to be:JPn ita internal proceu of placing orders and 

.. 



coordinating activities to mow the customer from BeUSouth•a network. to ours. 1r 

2 Sprint receives the FOC late, the mt.ema.l proceaa begiru late and it becomes 

l difficu.lt- aDd nearly impoaaible- to meet the customer's desired iue date. Each 

4 additional step require for a aucceufu.l cutover then mult be hurried. Any 

5 unezpected glitch diacowred by either Sprint or BellSouth may force Sprint to 

6 enend. the due date, reiUlting in a milled commitment or delayed cut.aver for the 

7 cuaomer. 

8 

9 Q: WHAT IMPACI' DO DELAYED CUTOVERS HAVE ON SMNI CUSTOMERS? 

10 

11 A:. Delayed cutoven frustrate CUJtomert, aometimea causing them to quellt.ion 

12 Sprint 'a ability to de(jver quality cu.atomer aervice. BecaWie most customers have 

~l no tu.tory of working with thia new divilion of Sprint, it i8 diff'u:ult to maintain 

14 credibility with new cuttomen when we haw to enend. due dates. 

15 

16 Some medium- and larp-bu.aineu cu.atomert employ telephone equipment 

17 vendora, such u W"tlTel. Others uae ou.t or town vendors such a.a America II 

18 Coromunicat.iona, a T8Dlpa firm which repreaenteU one or our customers, a.a weU 

19 u rommunicationa coru.ultanta, mcludizlB one who represented this aame 

20 customer and waa baaed out of California. For theae types of cuaomers, delayed 

21 cutover• require a great deal of schedule chang'lhl. Theae cuaomera often must 

22 &cljust the WOI'kload aDd other opera.tioru to prepare for the out-of-lleTVice or 

23 •down • time required for c:utovva. Adju.tlns the buaineu a 118C0nd time to 

24 accommodate a new due date can be distreaaing to customers. 

2.S 
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DO DELAYED CUTOVERS AFFECT SPIUNT'S BUSINESS AND ABIJ.ITY TO 

COMPETE? 

Yes, dela,ed cutoven neptively affect Sprint's ability to compete in the 

markeqllace. P "2UM we have 10 little confu:Jence that BeliSouth will retwn 

timely FOCa, '"'m\dt neaoti.at.e extended due dates to accommodate upect.ed 

delaya in the proeeu. Such up-front diJcuaaions betweet. the customer and 

Sprint'• ule• team place our company at an unfair d.iaadvant.qe. Our account 

uecutivea have complained that it il difficult 1.0 win new customen when they 

are forced to uplain that it will require aeveral weeks to convert their service 1.0 

Sprint. 

HAS BEILSOUTH TAKEN ANY Ac:I'IONS TO IMPROVE ITS PERFORMANCE 

WITH REGARDS TO FOC COMMITMENT TO SPRINT? 

Yes, it ia Sprint'a uoderltanding that BeUSouth hal added staff and has 

introduced it.l ~onic lyfiem, El:cban.p Acceu Track.ing Control <EXACT), to 

Sprint for ua in proce..m, local loop orden in an attempt to reduce proceaa.ing 

delays. HoW8Y8r, BeUSouth continue1 to fail to provide timely and accurate FOCs. 

Sprint uaes EXACT to D'anm1it local loop orders to btllSouth in the (orm of 

electronic AS&. The FOC il tnnamitted back to Sprint via EXACT, howner, 

becauae of downloading remicti.ooa, Sprint can not MCtua.l.Jy view the FOCs for 

le'¥8Tal hoW's after BeliSou.th enters Ule FOC. into EXACT. That means that 

Bell.South may cl8.1.1Il that they entered an FOC into EXACT at noon, but Sprint 
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may not be able to aee it until the nen working day. 

WHAT COMMENTS DO YOU HAVE REGARDING ISSUE NO. 2: •HAS 

BEIJ.SOU'I'H IDENTIFIED PROVlSIONL'lG PROBLEMS IN A TIMELY 

MANNER TO ENABLE SPRINT TO MEET CUSTOMER DUE DATES AT 

PARlTY WITH THE SERVICE PROVIDED BY BEU.SOUTH TO ITS JffiTAlL 

CUSTOMERS?--? 

BellSou.th haa repeetedJy failed to inform Sprint of facility problema in a timely 

manner, re1Ultin1 in Sprmt miaai.ng ita automer desired du.e dates. Exhibit 

MAG-2 fe&tu.rel le'Y8I'al eu.mple1 of BeUSou.th failins to identify lites where 

facility llpll"''da are required prior to the inUUation of aervices requ.estecl by 

Sprint. 

ARE THERE SPECIFIC EXAMP[.&<) OF BELLSOUTH'S FAll..URE TO 

wENTIFY FACILITY PROBLEMS IN A TIMEf,y MANNNER RESULTING IN 

SPRINT MISSING DUE OAT~? 

In addition to the u.amplea cited in E1hjbit MAG-2. there are aeveral inAtances of 

BellSou.th DO~ Sprint of facility i.uuea aa late u the day before the scheduJed 

cutovera. For e:umple, BeliSouth notified Sprint or. Ausust 8, 1997 of a la...k of 

facilities for a cu.tomer c:onveraion scheduled for the nert bu.aineea day, August 

12, 1997. Tbe c:onwraion toOk place oo ~ 16, 1997. Theae IBt.tt notiou came 

after Be.LISouth iuu.ed FOCa to Sprint, which aeemed. to indicate that BellSout.h 

had agreed to provi&ion an ordttr without fint confann.in1 the availability of 

1 



2 

3 

4 

~ 

6 

7 

8 

9 

to 

11 

12 

13 

14 

IS 

16 

17 

18 

19 

20 

ll 

22 

23 

24 

25 

Q: 

A:. 

facilities. 

In one instance, when BellSouth notified Sprint that facility proL.ems would 

require changing the r' ., date, the c:u.Jtomer refu.aed to accept the new date. The 

customer wu anzious to take ad.vantap of new prices and aervices 80 Sprint and 

BellSouth teama had to PEpedite their proceuea to provide the service on !.he 

newly-negotiated due date. 

HOW DOES BEU.SOtrrH'S FAILURE TO NOTIFY SPRINT OF 

PROVISIONING PROBLEMS IN A TIMELY MANNER AFFECT SPRINT'S 

ABILITY TO DELIVER QUALITY SERVICE TO ITS CUSTOMERS? 

When BeUSouth notifies Sprint of facility iasues at the last minute, S;:uint mu5t 

contact the customer to reschedule the cutmer. Becauee Sprint is ma.lring 

Cl.lS.C'-u!n aware of the du.e date chanp 10 close to the origin.al due date, Sprint 

1olle8 credibility with customers. In addition. late notificationa increaae customers' 

costa to con\'el't to Sprint becau.ae internal employees and other vendon will have 

been scheduled around the original due date. 

l."'ustomera alao are inconvenienced becau.e they have generally scheduled their 

buaineu operations and ID.Ide work activity changes to accommodate the imtial 

due date. 

For eu.m.ple, C..'u.tomer •A• waa planning to move into a new facility on the 

conversion date, Auautt 11, 1997, but becauae of facility problema identified one 

I! 



bu.sineu day before the a.a.to...er date, the move had to be rescheduled until after 

2 the actual conversion, foUl daya later. 

3 

4 ~: HAS SMNI COMV'TNICATED ITS CONCERNS REGARDING FACILITY 

5 PROBLEMS TO BELI...SOUTH? 

6 

7 A: Sprint has communkated ita concerns regarding FOC proiJlems to BellSouth by 

8 ciiacuuing the iawe directly with operations IDBJ1888lB at BellSouth in phone 

9 c:onvenations. In addition, I have relayed theee c:oncema to the Sprint account 

10 team and requested -and held -conference calla to addreaa the late notification 

11 of facility problema. 

12 

13 Q: HAS BELU;OUTH IMPROVED ITS PROCESSES TO ALLOW SPRINT TO BE 

l4 NOTIFIED SOOJ'IlER OF FACD.JTY PROBLEMS? 

lS 

16 A:. No. BelJSouth has responded to correepondence and diacuaaiona reprding facility 

17 problems via conf'ere nc::e calls with &S8W'ancea of improvement. BeUSouth &.lao 

18 introduced in October 1997 a new order confirmation tariff for access orders 

19 (typically placed by inter-achanp carriers) that Sprint hoped could be u.aed to 

20 help identify facility problem• with Wlbundled loop orders as well. The tariff filing 

21 offered cuatomen the optjon of 1"8CBiving a PO<.APending Order Conflrmat.ion), in 

22 addition to receiving an FOC. The POC would acknowledge reoeipt of the ASR 

23 and provide by information that. Sprint needa to begin ita internlll proceea prior 

24 to the i.uuance of the FOC. The FOC would giw the aame information m 

2S addition to providing critical dates. But the FOC would be aent onJy after facility 
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availability has been verifled. 

Sprint qreed to implement this new process and BellSouth promised activation m 

early December. Sprint alao asked that the POC offer be broadened to include 

unbundled loop ordera, which account for the majority of Sprint's service requests 

to Bell.South. AB of Jan. 9. 1998, BellSouth had not implemented this new process 

for acceM orden and it still had no clear answer as to its applicability to 

unbundled orders. 

WOULD THIS NEW TYPE OF CONFIRMATION HELP SPRINT MEET ITS 

DUE DATES? 

Yes. However, up until now, Bell.South has offered no means of verifying facilities 

to Sprint. BellSouth baa traditionally issued FOCs prior to oonfu-ming facilit.ii!S or 

held FOC. until facility problems were identified and/or rBfiOived.. ln either caae -

late notice of a facility problem or late issuance of an FOC- Sprint is forced to 

delay ita ordering proceu. In fact. Bell.South claims that the company is not 

required to provide FOC on access orders with due dates of four days or Jest~. 

Therefore, Sprint receives ita critical information at random, yet unacceptable 

intervals, while still not reoeivmg facility verification on these orders . 

If Sprint riiCBiYBCI a POC, we would haYl! the mformation required tn begin the 

internal orderin& fJ~-oceu in a timely Caahion. The POC would 1ncludu mformsLion 

such u the circuit identificabon and BeUSouth order n~.om~r, which Sprint urea 

on .its internal service orders to crosa reference information and ensure a smooth 

10 
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cuto...er. Having rece.iwd the POC first. when Sprint receiYed the FOC, we could 

be assurad that facilities were available. Adding POCs will gjYB FOCs more va.: .. .~e 

and validity. 

HAS BEI.ISOUTH BEEN RELUCTANT TO PROVISION SPRINT uRDERS 

WHERE CERTAIN NETWORK EQUIPMENT CONFIGURATIONS EXIST? 

Yes, BellSouth bu been reluctant to provi.aion orders where thrtle network 

oonflgW'aboDI Gist. I will addrea one of those litu&C.:.na. 

One network oonflgW'ation for which BeUSouth waa reluctant to provi&ion orders 

was the Digit&l Acceu Crose-Connect mapped Integrated Subscriber Lane 

Concentrator {SLC) Facilitiea. This equipment ia uaed to maximize the use of 

physical f&c:ilit:iel extending to customer premi~es. BeUSouth had utilized t.tm 

equipment to p:-oviaion locaJ l8f"Vic:e to a private dormitory. When SpTint placed 

orders to oonvert the customen' ~ervice reusing the existing facilities, BeUSouth 

responded that its syaema and prooeasea did not support the reUBe of those types 

of fa.cilitiea. In addition, BeUSouth was reluctant to proceu the arden manuaJ.Jy 

because it might eet a precedent for provisioning competitiYe services with non­

standard procedures. After thia iaau.e wu eacalat.ed to BelJSouth'a eucutives, the 

CUBtomen' Bel'Vic:e waa provilioned. 

However, that wu more t.h.an a month after the requ81St.ed due du.t.e. At that 

tJOint.. the cu.tomer bad beoom~~ irat.e becauae we had inconYBruenced him and his 

buai.neu. 1o addition. the customer complained that the delayed cutoYer was 

11 
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costins him money becauae he was continuifl8 to pay higher rates ror his enst.ing 

aervice. BeauJH the iDitallation proceu was 10 lengthy, the customer demanded a 

credit on his BCCOUDt to compensate him for the additional e~ru.es he incurred 

while waitin3 tc 'lnvert. This customer's frumations are shown in an affidavit 

highlighted in E1bibjt MAG;3 attached hereto. 

WHAT COMMENTS DO YOU HAVE REGARDING ISSUE NO, 3: ·HAS 

BELLSOUTH DISCONNECTED CUSTOMERS SEEKING TO MIGRATE TO 

SPRINT SERVICE PRIOR TO THE DESIGNATED CUTOVER DATE?· 

On numeroua occesiona. BellSo\lth hal been Wlable to atop ita service 

disconnection proc:eu when aaltomer cutowra have been delayed. N a reauJt, 

customers have been prematw'ely di&c:Onnected, effectively putc.ins them out of 

buaineu until the •rvice il restored. 

DO YOU HAVE SPECIFIC EXAMPLES OF a::LLSOUTH PREMATURELY 

DISCONNECTING CUSTOMER'S SERVICE AF7ER THE CUTOVER HAD 

BEEN RESCHEDULED? 

Yes, I do. One cwt.omer wu achedu.led to be :onverted in May 1997,but on that 

day BellSouth notified Sprint of the need to re&et~edule the due dattt Hnwever, 

BellSouth did not n.Mse the due date on it.l ordera and the customer's aervice waa 

disconnected later that day. ReliSouth claimed the eervice ..,.lUI restored that night.. 

But the cu~ttomer c:a1led Sprint the nert day autins that some lines were still out 

of service and ot.hera were not fun.ction.ins properly The lines had been re1t.ored 

12 
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Q: 

A:. 

to the wrong office equipment and one line had a broken jumper on the frame. 

BellSouth finally ratored aervice to ita original oonfiguration two days later. 

There were..,.......,} inridenta of BeUSouth tahng customers out of service m error 

then improperly re.toriDs' tMt .ervice in the ApriUMay 1997 timeframe. On May 

23, 1997, for eumple, BelLSouth prematurely disconnected three lines of one 

particular customer 8Dd the cu.atomer was without aervice for more than eight 

hours. When l8l'vice wu restored, the trunk Jines were not properly installed; the 

customers' 181"Yice did not fUnction properly for t.h.ree days. 

BellSouth aJ.o p1'81Dab.lrely disconnected a customer's lines on May 29, 1997 after 

delaying the cutover becan• of provisioning problema within BeUSouth. The 

customer'• liDel were restDred June 3, 1997. However, BeUSouth disconnected 

the customers' linel spin the very nut day. 

HOW HAVE THESE PREMATURE DISCONN~CTS AFFECTED SPRINT'S 

CUSTOMERS? 

Premature disconnect.l diarupt customers' bu&inesa, cauaing a lou of productivitv. 

As compenaa.tion for the lou of buaineu, some natDmera who have been 

inappropriat.ely di.aconntd.ed bave requested .1ccount credita. One customer 

indicated that the premature c:liaconnect led to him oompenut.ing h;., Lllltomers 

for the inability tD uae the phone for aewraJ hours. While Sprint oouJd not 

provide a lou of btaineu credit, we did authorize a •good fwth" credit that 

amounted to f.3,000. Two incidents of premature WBCOnnects even oontributed to 

13 
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3 Q: WHY HAVE CUSTOMER CUTOVERS BEEN DELAYED? 
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In most cues. customer cutovera were delayed becaule of Bell.South's late notice 

to Sprint of facility or engineering problema. Even if a customer changed the due 

date at the 1ut a:wnue. that customer's aervice ahould not be disconnected in 

error. 

HAS SPRINT BEEN FORCED TO REDUCE THE VOLUME OF ORDERS 

PLACED TO BELUK>UTH DUE TO THE RISK OF CUSTOMERS BEING 

DISCONNECTED PREMATURELY! 

Yea. Sprint receatly baa reduced the wlume of ordera placed to BellSouth in part 

beau.e or the riak. of such problema. In add,jtion, Sprint ia tak.ing a more dir13Ct, 

banda-on approach to further attempt& to manaae the ordering proceaa. For 

eumple, aeveral c:alla are made 1.0 BelJSouth's operations groups to remind 

BellSouth to change ita ordera if a due date has to be delayed just before the 

scheduled oonvenion. Phone calla are also made by Sprint to attempt to confu .1 

that the diaconnect ordera have been pulled out of Bel.ISouth's system. 

HAVE YOU BEEN ADVISED OF ANY PERMANENET PROCE~ 

IMPROVEMENTS IMPLEMENTED BY BELLSOUTH TO ENSURE THAT 

CUSTOMERS ARE NOT PREMATURELY DISCONNECTED? 

14 



1 A:. No. II BellSouth baa made such proc.esa improvements, l have not been made 

2 aware of them. However, BellSouth already haa processes in place -as outlir.ed in 

3 the lntarcoDDeetioa Agreement. - to allow for the retehe<.: .&.Ling of cuatomer 

4 cutoY81'& durin '1 60-minute interval. Aa part of the rescheduling proceu, 

.5 Beii.South should haw a procedure that ensures that disconnect arden can be 

6 stopped. if neceuary. 

7 

8 Q: WHAT COMMENTS DO YOU HAVE REGARDING ISSUE NO. 4: ·HA.S 

9 BELl.SOliTH CAUSED SERVICE INTERRUPI'IONS TO SPRINT CU~'TOMERS 

10 DUE TO CALL ROliTING ERRORS, TRANSLATIONS PROBLEMS OR 

ll FAILURE TO PROPERLY IMPLEMENT INTERIM NUMBER PORTABILITY?-? 

12 

13 A:. There haw been numeroua IBrvice outages that have resulted in the inability of 

14 Sprint 'a customers to receive or make calls. 

1.5 

16 Q: ARE THERE SPECIFIC EXAMPLES OF S~JlVICE INTERRUPI'IONS? 

17 

lli A:. Yea, there are. On May 19, 1997, callen t.lylng to reach Sprint t:ustomers received 

19 an •alJ circu.iC.a busy" condi~oo for three houn. Be.USouth had begun 

20 implementing a trunk:ing reconfJilUatinn project delligned to enhance capacity 

21 betwe8n the two networ.lu. However, BeUSoLJth rewned the rou~ng m error, 

22 resulting in a number of trouble ticbta at Sprint. 

23 

24 On May 30, 1997, more than aeven hours paaaed before Bel..l.&ut.h could identify 

2.5 and correct. a tranalation problem that cauaed calls which overflowed to a 

1.5 



1 secondary transmission route to reach a recording stating, "This number is no 

2 longer in service• and "This number cannot be completed as dialed. • 

3 

4 On June 6, 1997 caJ.ls made to Sprint were blocked for more than two hours 

5 because a Simulated Facilities Group {SFG) that contains network instructioiUi for 

6 Local Nuro.ber Portability wu inadvertently taken out of service. An identical 

7 problem with the SFG OCCWTed oa June 24, 1997, affecting all customers served 

8 with number portability out of BeUSouth's Magnolia central office switch in 

9 Orlando. 

10 

11 Q: HOW HAVE 'l'tm3E SERVICE INTERRUPTIONS AFFECfED SPRINT'S 

12 CUSTOMERS? 

13 

14 A: AI. referenced in automer-prepared aft"Miavita identified aa Exhibit, MAG:4 and 

15 MAG-5 attached tD the complaint, lei'Vice outqes have caused our customers the 

16 greatest degree of diaaat.iafact.ion. One reaaon ia because of the length of some of 

17 the out.ase-, which crippled their ~esees. Another reaaon the service 

18 interruptions were so upsetting, according to at leut two customers is that they 

19 were never uperieneed prior to converting to Sprint. 

20 

21 [n an effort to recover eustomera' confidenet· following outages, we have written 

22 letters of apolops and iuued credits to customer accounta. For onu L.uatomer, 

2J though, the multiple ..-vice int.erruptiona proved to be too d&nlJA8ing to the 

24 busineu. The customer switched back to BeiiSooth after r.aving bAen the victim 

~ of outapt caused by nwober portability and call routing problems. 

16 



1 

2 One aervice interruption ewn affected a customer before being converted to 

3 Sprint. While tacluuciana and other BeUSouth stafl'ers were attempting w oorrect 

4 the June 6, 1997 problem with the SFG, they prevented the provisioning group 

S fro~r~ pining acoes1 to the switch to complete a new ew~tomer oonversion. As a 

6 result, the last step or the cutoYer for the customer was delayed nearly two hou.rs. 

7 Because the con~lion waa delayed for an additional period, the customer's out-

S of-service time wu enended.. Likewiae, Sprint incurred additional costa for the 

9 staff that wu obligated to the conversion oonference calJ while the aervice outap 

10 was beiDg rectified. 

11 

12 Q: WERE THESE SERVICE Ot.rrAGES CAUSED BY BELLSOt.rrH? 

13 

14 A:. Yea, these 118l'Vice problem.11 'Witre .tri.c:tly related to BellSouth iuues. There waa 

IS nothina Sprint couJd haYe doDe to awid these aervice outqea. 

16 

17 Q: HAS BELLSOliTH TAKEN ANY ~TEPS TO PREVENT SUCH OUTAGES IN 

1M THE FUTURE? 

19 

20 A Through correspondence, BellSouth haa mentioned training and software 

21 upgrades 8.1 .tepa they would tab to minimiu u.e risk or a recurrenCf' of the 

22 SFG problem. While we are confident that BellSout.h haa implemented more 

23 training of ita ltafl', it iB unclear bow eiiectiw that traiJUns' ~.as been. We have uut 

24 been appriaed of any 10ftware upgrades by any vendors. 

2S 
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14 

1!1 

Q: 

A:. 

Q: 

WHAT COMMENTS DO YOU HAVE REGAIIDING ISSUE NO.5, ·HAS 

BELLSOUTH PROVIDED INSTALLATION INTERVAl.~ FOR SERVICE 

ESTABLISHED VIA UNBUNDLED LOOPS IN ACCORDA: :CE WITH THE 

INTERCONNECTION AGREEMENT WITH SMNI?"'? 

SMNI'a Interconnection Agreement lltates in Section IV.D.l, •InstallaLion intervals 

for aervice establiabed via unbundJed loops will be handlecJ in the same timeframe 

as BellSouth providea 1ervi0B1 to ita own customers, as measured from date of 

customer order to date of customer delivery. • AJthoush SMNI has not been 

provided information by BellSou.th on what installation intervals are achieved for 

BellSouth's own retail customen, SMNl's ezperienc:es with the aervice inst.allat.ion 

prooesa with BeUSouth lead to the conduaion that it is u.nlike.ly that SMNl 

customer i.nt.ei"VVIb meet tb.ia standard.. 

WHAT FAcroRS INFLUENCE SMNI'S ESTABLISHMENT OF 

16 INSTALLATION INTERVALS FOR INDIVIDUAL SERVICE ORDERS? 

17 

18 A:. BellSouth hu provided SMNI with atandard intervals for the provis.ion of 

19 unbundled loops. However, SMNl has experienced multiple occa.aions where 

20 service installation due datee haw been miaaed. As a re11uJt, SMNI luu no 

21 confidence that the ltandard intervala quoted by l:kUSouth can be meL bv 

22 BellSouth on a feiU.lar baai.l. SMNI aaJea repreaentaLivea are told Lo quote 30-45 

23 days u the upected i.Ntal..lation interval when dealing with pro11pf'<..1Jve 

24 cuat?mers. This l8t.l an apectabon with the cuatomer that we believe we can 

2S meet con.sist.entJy, and in aome C8.llltl beat. ThiA c.learly builds addu..ion.a..l days into 

18 



the service proviaioning interval to account for problems that may arise. 

z 

3 Given t.heae f'acton, the &andard intervals provided by BeuSouth have limited 

" mea.ning for SM" ·r. SMN1 ~e repre&entativea, as an internal stanc:W-d, use a 

~ 10 day installation interval on aervi.ce migrations for even small unbund.led loop 

6 orders placed with Bel.ISou.th. This ia solely becau.e SMN I 1acka confidence in 

7 BellSoutb'a ability to conaiantJy meet iniJtal.Jation dates that are any ahorter. 

8 

9 Q: DESPITE THE EXTENDED TIME FRAMES USED BY SMNI FOR SERVICE 

10 INSTALLATION INTERVALS, DOES BELLSOUTH CONSIS1'ENTLY MEET 

ll SERVICE DUE DATES? 

12 

13 A:. No. BellSoutb does not coaai.st.ently meet service due dates. AsJ an eumple, in 

14 the fourth quartM of 1997, aervice inat.allation dat.ea were missed due to 

l~ BellSouth-controlled reaaons 23.3% of the time. Specifically, of 28 B<..!rvice 

16 instal.lationa in October, 5 due date• were m.i88ed for BellSouth·controlJed reasons 

17 equaling 17.8% due dates milled. In November, 5 of 21 service in"ta.Jlationa 

II! miased the due date due to BellSouth-oontrollud reaaons, or 23.8'A:. In December, 

19 4 of 11 eerviee installation due datel were mi88ed due to BeUSouLh-controlJt!d 

2u reaaonJ, or 36.3%. 

Zl 

Z2 Q: WHAT IMPACT DO THESE EXTENDED INSTALLATION INTERVALS I-lAVE 

23 ON SMNI AND ITS RELATIONSHIP WITH ITS CUSTOMERS! 

24 

25 A: Enended 181'ViCI inltallation int.ervala creatil the impreuum WJth cuat.omera that 

19 



SMNI service ia inferior to BeUSouth. Since SMNI takes ownership of the quality 

2 of service deli'l8r'ed to the end uaer, BeUSouth ia not mentioned aa the cau.ae of 

3 extended interval• or delaya. Aa a result, SMNI•a reputation ia impacted becauae 

4 it can not rely u.pon f~ performance of ita key unbundled loop au.pplier, 

S BellSouth. 

6 

1 Q: CAN YOU SUMMARIZE THE IMPACT THAT INSTAU..ATION AND SERVlCE 

8 PROBLEMS HAVE HAD ON SMNI AND ITS ABILITY TO COMPETE IN THE 

9 MARKETPLACE? 

10 

11 A:. The FOC, facility, dilconnecting and 1181"Yic:e interruption problem. that Sprint 

12 baa uperien.ced are unbearable for ALEC. and their customers. 

13 

14 Bu.sineu OJ.Itllmen rely on their telephone systemJ. lf they decide to switch 

1.5 provid.en for competi.ti-., reuona, they mua be able to misrate in qu..ick faahion 

16 and without riak. Their aervice baa to be dependable. 

17 

18 QW.te frankly, if cust.omen continue to face the buaineaa-alf'ecting problems that 

19 have occuned in the put, it is uncertain how many if any new CUBtDmers Sprint 

20 will be able to acquire in the future. E-.,n if Sprint i..s able to document that Uoell' 

21 specific problema were C8Uied by BeUSouth, cun.omers may perpetuate the belief 

22 that while Sprint ia not at fault., the company ia power leu to prewnt ~1.1'-- h 

n problema. ln addition. wore ezisting cuatomen may return to BellSouth, even If it 

24 i;;) at greater am. 

2!1 
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Until BellSouth corTect.B these recurring problems, SMNI and ita CUBtomerR will 

z be unfairly victimized. 

l 

4 Q: PLEASE SUMMARIZE YOUR TESTIMONY. 

~ 

6 A Bell.South 'a failure to comply with the terms of ita agreement.a witll SMN I is 

7 affecting SMN1'1 ability to compete i.n the marketplace in Florida. Bell.Soutll ha.s 

8 not provided Finn Order Confirmation in a timely manner. Bell.Soutll has not 

9 identif"Ied provilioniDB problems in a timely manner. BeUSouth ha.s disconnected 

10 C\l.ltomen 188kiDB to migrate to Sprint eervi.ce prior to the cutover date. 

11 BellSout.b baa caueed 181"Yice interruptions to SMNI C\l.ltomen due ~ call routing 

1Z errors, tran•l•tiona problema or failure to properly implement interim number 

13 portability. 

14 

I~ My testimony has higblij:hted apecific aervice and insta.llation problems SMNI has 

16 ~ed i.n interactiord with Bel.ISouth. 

17 

II! Bell.Sout.b baa not provided FOC1 within the agreed 48-hour period, causing 

19 Sprint to delay customer cutoven, inconvenience customeu and their vendors, 

2(1 and increaae buainesa costs. 

Zl 

22 BeUSouth'1 failwe to notify Sprmt of f&eility problema in a timely manner has 

23 resulted in SMN1 beinr farl"8d to delay cuatomer cu.tover dates. In addition to 

24 BeUSouth providin( late notice of facility problema, BeUSouth also has been 

2S reluctant to provision orden where certain network confiaw"ations emt. 

Zl 



BellSouth'l refusal to process this customers' order led to this cuatomer's 

2 conversion being delayed more than a month. 

3 

4 Bell.South hu prematurely diac:onnected SMNI customers when CUBtomer cut.overs 

s have beer. . .tacheduled. Cu.tomera repeatedly have been taken out of aervice 

6 bec:auae BeUSouth was not able to stop its di&connect procesa when due dates 

7 were cbanpa. 

8 

9 Bell.South hu caused aervice outages that have prevented SMNI customers from 

10 makina and receiving calb. CuJtomer1' 18J'Vioe ha.s been interrupted for hours at B 

11 time while BeliSouth worked to idenLiry then correct t.rans.laLiona, call routing and 

12 number portability i.uues. 

13 

14 Customer-prepared affidavits, E.Jb.jbits MAG-6 and MAG-7 attached hereto, offer 

15 det.aila of the impact of customer uperiences. 

16 

17 Q: DOES THIS CONCLUDE YOUR TESTIMONY? 

18 

19 A:. Yea. 

2D 

21 

22 

23 

24 
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04110197 5 04/l 1~7 0~12r.JI o C)•!lt~mer At. a BeiSoutl) C\l'l()fner woo 
coolrac~d Wltl'l Sp.ll\1 to pro~trde. two new ISDN·PBI 
circUit$. l t\e Older to BeiSoulh IDr t~ OS h was 

delayed lor~ A rape~erwu also re~ue~ed 

.n lt)c r.etd. and Se.IISouch (ll<t nol know .... no to ~. 
lot !he fepeater. whetl\er 1.1\ey Ulould I.HI ine 
c1.1stomer Of Spl1nl The CU$&omer's d66ied 
doe dale was missed by • monO\, ca,rsinq the 
customer to k>\1 b!JU\ess ~ lhey were oot 
able IC> Jef"Ve new custoolefs. 

0 4/10197,llnda 0\IM, Spllnt Busfnu-s Coos.uiWnl 
called BeOSouth lo obt.lln th~ FOC A ll(:f\:lal 
FOC was rtcel\led a.no a cop~ <Of the FOC 

was l:ix~ Ouririg ltl6 C:OOVefs,allon, M.u1e t ewts. 
BeiiSoulh. adv\sed Ountl th•t the ocder woukl be. 
delayed unl~ -4/HI/97, b~vse o, facility problems 
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0 41\6 · 0\JM c•Ued BdSolJUl's ICSC 10 It:. !OVI up 

lhe order and was .nfo••ne<t by 'Lhe 8eltSO! ~., 
rep;esentahve that there was ,still a facility delay 

0 4/21 · Dunn called BeiSou!h's ICSC to bUow-up 
the Ofdef and *as 1nfom~d tn~t U1ttro f>';)S no 
·epeate1 .., the f..eld IA.r.r .vas ~d th•t BeJSot!tt-. 
did nol know If U\e cust~;.mer or Sprinl would 

be responst>le lot pa-y•;.g lOt the repeatet -

0 4f2) • Dunn dutlng CQOvtrsanon with R.ck 

LaGrange, BeiiSouth Protect Manager, 
vrbo confirmed thiit Norder tooiled OK and 
<~~dvtaed Dunn k> contact Be&south's !CSC 
aroup to check the Of'del ~ 

0 4f25197 · DuM caled Linda McGrue, deiSouth 
to find out when IN ac~s wOuld be ruuy 
Dunn caled McGOJe on a friiay, after •00 p m • 
McGtue retwned the cd 10 let 0Uf'ln know that 

the englniers went gone fer tl te day and s.ne 
would lollow up on Motld3)' 

0 4n6l97 · McGrue caled Ol.WVl and advised h~r 
that the repealer was In ltfld i SeiSO!Jlt\ lt!CMicrdn 
would be dls"patched on 4/29 to Install It 

0 4129191 • The BeiiSot-<h tectvlrci:an installtd lh~ 
repealel, h0W6\ICI, Old 1'\0t COIT~618 lh6 ClfetJII 

i nstaliJIJOI\ Nso. J sm.tfl l oll' "- w;J-s not tnstaltoo 
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CuslometA 
(Continue~) 
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Docket NO. g7131~-TP 

t:xhibit •:c. '1AG-~ 

P.'l.'"T£> 3 of : 1 

o OUr!ncaledR~nulh'& ICSC ~ ..... s ICSC 

rep stated he ~a-~jlllay, bullhe • ...,... ... """ 
was Aoo~th's second and tl*d level 

, ___,j was ....... .._. al_llls point. 

5/Q/97 - Sprti(~_led 1M drcub Wid Jhey pas,sed 

-theiHl DUM Jhe ~--·- to_ advise 

tumuptfie~ 

Unl (SLC) localecf_ ~ Sprint '1 central 

~, 1997 but did not _react unUI ,,.....;, ..... 
lnAprl. 
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(FOC =- Firm Orcfe~ Connrmatlon) 

(A.SR = Acce.ss Service Request} 
(PON = Purchase Order Number) 

BeiiSouth FACILITIES PROBLEMS 
May 199"1 

Do cket NO. 9 71 11 ~-TP 
Fxhl b i.t NO. /·P .. c;-:/ 
Pug~ 4 of 13 

CuslometA NW:»_tou •41111117 11 -.. 11 UfJ/1-ovtlo RaiLC:....•h noti".ed Sprmt .. .:l~o~ were 

nol 
·~ ·--ASR _,"'_,on o4i2WV7- ---""due date to6112J97. 

lo A-;;-.... of lhe rac.ty """'-' &he due date 

o The-=tom« did_nolaccept lhe due dale ella~ 
and the_ due date was ci--'L~ 11o 6112197 

o ~,. ·-· ot lhe ,.,. 
6112.187~ 

[Custon,... B 
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0 On 514197. Be11Sou1h diSC:Onnectt!J customers 
Service. The cisoonnect shoulo not h~ve D.! en 
wo1k.ed vnti the •~led lhl]l a.IIOI\ d.lte of 

5.l6 Bd South teslored c.uslomer's s~l"A.e 

: 0 On ~7. Sp.t.r.t dlsr:.,.eced at ol the CY!)I.Oofnet's 

Lnes were not eor -~~ rub~ eoc lhe 

hunt grOl.!J> was noc tunc:llcolni Spont 
M Ulled BeiiSoulh ollle ~obtems BdSoum 
corrK~ lhe •• llllhicb wete caused oy 
the •~tty disconnect ct 1M cu11omefs ier.-tee 
by BeiiSOUCh prklr to 1wt .5.16197 mJgrat.on dare 

0 Customer migration ... as ~omple'.ed oo 516197 

l 
I 



(FOC = F1nn Ordef ConfnnaUon) 
(ASR • Acc.eu Servlca Request) 

(PON • Pufl:haM Ocder Number) 

BeiiSouth FACILITIES PROBLEMS 
June 1997 
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(fOC .. f fth Ordw Conflrrn1110n) 
(ASR • Acuu s.Mc.e Reque&l) 
(PON • ~c:l\ue Ordlr Nl.nerr) 

rr., ~··A 

BeiiSouth FACILITIES PROBLEMS 
July 1997 

1 

Dock~l NO. 971314-TP 
Exhibit NO. H~G-~ 
Page Q of 13 

o 71311'87 · FOC nnw ·--= :.-- --· 

10iiW7 FOC. 
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(FOC., F•m "rder Confk'rnalion) 
(ASR • ~u SeMc.e Requeat) 
(PON ,. P~Chase Order Number) 

DccK~t NO. 971314-T~ 
Exh1t~t NO. ~AG -2 

Paye 10 of l.l 

BeiiSouth FACILITIES PROBLEMS 
August 1997 

::"'" ..... " • . •• • ; · · · ' • . 'I 

01 'li 181121 lei MW7 · ASR fa:)_ 

lo 817/97 -Foe 

butnoton two. Ral..~lh d Contiluc lo work 

lo '1~. re~ated the due date~- I in Dl'der 

. lo ~--.. ~r n-v••uov on 8112197 

01/17100 08112197 05115197[o 8/1 1'97 AS_R 10 ~~~~.n .. 

lU 

J Bi4i9'f Splint ~ .. _ .... ,_, .. ..u the ASR-In older 
to adi:f , ..... ,~ . 

lo Bfl/97 · No FOC 

-
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0 818197- spiW's Busaness Consultant taited 
Deane Sallen. 8e1So4..dh. Sa~Wa alated that 

Ole faciilies wwe not avalable and new facil•bu 
woulcl not be avahble untiiQ/4197. 

o Mi6dred Graham. SJi1nl Man~•._!I)C)te wtlh 

BeiSouth about lho facUlty ·-· A clec1slon 

waa made ID change he due dale to 8113./91 
because ollhe ~ ..... 

0 81121'97- BeiSouth con&aeted S~l ala!~ 
U\al~ (BeUSoulh) were Cryqa to meellhe 81131'97 

aue dat6. W most .. the lrig,.Uon woUd be 
oom~ted by no.Jn an 8114197. 

0 B/12197 • BeiSoulh d~Kcwered a e.bM _Eroblem and 
nolled ~ MIG a ulllly permit was ..!I'Suired. 
~~.,.,.,... reqiiWe 1 48 hour Mllce, but an 
In ~ would be The due dale 
was ... _ _...,co 8111R7 due eo BeiSouth's 

~ 

0 1113197 - R.ceNed an FOC ...... ..,..ov lhe due 
date to 8118197. 

0 8115197- Customer m_igratlon completed 



(FOC : fwm Order Coo(IITTI8t100) 

(ASR :: Accen Ser.rlc.e Requesl) 

(PON:;: Purchase Ordef Number) 
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CviiOffiet A OTC.da1 09126197 

Docket NO. 97)3!4-TP 
Exhibit NO. H~G-2 
Page 1 2 of 13 

BeiiSouth FACILITIES PROBLEMS 
September 1997 
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09129/97 10101197 0 An ASR was 1ubmlti~d to BellSoull'l 
on i126197. This 1 ~~:.que~ ..,.._s fo1 
~ T \/access aervtoo 

0 8e1Soulh and Sp(.nt pattiopoted in 
) conference call Beasou&h a.laiM 

ttW!It ~cy •e~ing any ...c.ce.u 
f~ue~t whictt w~s ~ent lhfough the11 
ICSC Der-.:<~·-·1. reO..Yed o...- ~Jays 
ptic¥ eo .m.l'tlig~Ooo ~"' WOtlld 

noe have en Foe J"sued. bul 
BeltSoulh would commll ~ expedlt.tlg 
and ptocasJog lt\e Ofder U~tt day lhe 
Oftfer waa reoerved AJ$_o. lleiSouth 
a>Cfllrined lo t'1011Ac.aUQn o_t SPiif\1 

14 hou("' ptlot to the n\lglattoo d.Jte 
· of any fl)C~Ity problems or uoava•lablhfY 

---

12 
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[Customer A 

1
(Conl..) 

.. 

1J 

Docket NO. 9713t~-l 
Exhi b lt NO. M.l. l; -'-:' 
p ,,,JI.!' 1 3 of 1 • 
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lo FOC was not - ._, ..... & ..... ot 
DA•.:.... •lh'•-IIOicv on access or~~s. 

lo 912iWt • ~.;..;~ .. ~t.lled to notitt 
SptW Of 1iiCUY .:. d~ 

~the dalaofr .. , .. , ... ~if 
'dkf '":if give W& _.,.,_'I:N ..... ~~be 

be -

Spt1n(~ nOIIIed-a- uiOVelll 

~ limes pn,r1a •nn11o wn~ 
il ,..,.-
~-... nol noCilied of llw facility 

,.. ~'' unfl thi.-day of JIIIUI IIWln. 

ro- dialed In their 1ant 

to rdfv spiji 24 holn pilot~ iO-
... _., 

·-· of tadlltY ........ r,__._ .. -. 

io~--·- on 1011197. 
Thle ~~-IWodiYI-ariel tho oriQ~nal 
customer ... ~<ll•da• . 
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Docket NO. g71314-TP 
Exhibit NO. MAG-3 

AFFIDAVIT 

:TATE OF FLORIDA ) 
) 

Page 1 of I 

Frle Nq,, ___ _ 
Orders o 

Sprrn• 
0 
0 
c 
0 
0 

OP 
0 
0 
0 
c 
0 

COUNTY OF ORANGE ) 

Carr 
Plead 
Or$C. 
rest 
J:1ef 
Other -----

DATE RECEIVED 

I. George Pegram, based on infonmtion and belief. state and allege IK;! 7 '97 
following: 

1 am tbe aeoeral ma.oager for tbe Collegiate Ylllage lnn, located at 11850 
Universicy Boulevard, Orlando, Aorida. The Collegiate Village IM is a private 
donnitory facilicy located west of the University of Cenual Flonda campus We have 
307 rooms with two students in each room. 

I was ftrst approached by Danny Adams of SMNI in February about switching 
my local telepboDe service from BeliSouth to SMNI I was eager to do so. We are lhe 
only donnitory in the state r.hat is paying the hotel rate or 0 12 · 0.15 cents per ..:all for 
calls above the monthly maximum, which we routinely exceed SMNI offered 'JS J flat 
rate, which is what we've wanted for years. 

The switch to SMNJ was originally scheduled dunng spring brcal::. w March of 
this year. The switch was delayed several times due to problems wnh the r.:ngrnr.:enng. 
Sl\ AI stated their engineering was complete, however, BeUSoulh couldn't get theli act 
together. 1 even got so fed up I called the Florida Public Service Commission to 
complain. The switch finally happened in mid-May 

Further affiant sayelh naught'. 

Subscribed and sworn before me lhis Ul "'"'"'day of October. 1997 

~----=:::-:::>=----

.My .appo.wunent expues on J jw/za::D 
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I. Bill Pickering based on information and belief, state and aJiege the following: 

I am the President of Fint Sununit FinanciaJ Group and National SaJes Director for 
Jefferson-Pilot Life Insurance Company. Our offices are loc"ed at 800 North Magnolia 
A venue, Suite 1310, Orlando, Florida. My company has 10 rotary lines, one fax line and one 
modem line. Telephooe service is absolutely critical to my business. Every day we receive 
approximately 125 incoming calls and make about 80 outgoing calls. 

In Juty 1996, my company was approached about switching its local telephone ser.'ice 
from Southern BeU to Sprinl For 1 number of yean our office wa.s located in Maitland, 
Florida and we had been customers of United Telephone and had received good service from 
United. When they approached us about providing service in our current offices i.n do-...vnto1Nfl 
Orlando, I dec:ided. to try the Sprint ser.'ice, although it was with some reluclallce. Usually, if 
I am receiving good service, I am not inclined to change. The incentive here was if we 
changed, we couJd ~ve $150 per month. That's $1&00 per year. That's a significam 
reduction in overhead. 

nere were many delays in getting the service hooked up. lkept asking, "When is lh.is 
change to Sprint going to happen'?" It finally occWTed in December 1996. Not too locg after 
we made the switch we had a ball day witb no phone service. OfcoW"Sc, it was Mwphy's 
Law. It was a very busy day and we got lots of complaints from agents and policy holders. 
We coutd call out, but no one couJd caJI in. You don't want your customers to think you're 
out playing golf. I told Marty Vanubsky, my associate, tbat we shouJd go back to Southern 
Bell because when we were witb Southern Bell we never bad these problems. We just cannot 
afford to be out of ser.'ice. Our Sprint sales rep, Danny Adams faxed over something from 
Southern Bell saying it was their fauJt, bu I didn't reaJiy care whose fault it was, I just can't 
afford to be without phooe service. 

Danny Adanu talked Marty into giving Sprint one more chance Wld we decided to 
hang in there, but after another outage 1 decided enough wa..s enough. Tius one: I ~!'"rl two to 
three hoW'S. I made the decision that we were going back to Southern Bell. We made the 
decision on Thursday and the changeover was to take place the following Mc.nday. 

That Monday, I left to go to the bank about II :30 a.m. I called m to tht. office on my 
mobile phone and it rang 20·30 times. J finally called Turner Construction next door to have 
them go to our office to tell them our telephones wrre out. When I got back to the office, I 
could call 0111, but no one could call in I calle-d Southern Bell, and th;y said they would try w 
lc.c.a.tcd .the w:hn.ici.an who .had done the work, because he was close by and .:ould come bad. 



Docket NO. 971314-TP 
Exhibit NO. MAG-4 
Page 2 of" 2 

to fix our problem. The technician never showed, so I called again and they sa.Jd !hQ' would 
try to page him. When I called the next time, they said they didn't know why the techn 1c 1an 
was unreachable. So I said, "I want to talk with his supervisor " 

In the meantime, I aJso talked to Danny Adams at Sprint. He sa.id aJI the Southern 
Bell technic1an bad to do was to flip a switch so we could get incoming calls. Danny kept 
saying lh.at we could figwe out wh ·o blame later, but in the meantime, the important thing 
wtt.s to enable us to receive incoming calls. I called every Southern Bell service nwnber I 
could get a hold of. I taUced to people in Jaclcsonville, Miami and Atlanta. I told them to do 
what Danny Adams suggesred, but they would not do it. They were too busy blaming Sprint. 
Southern Bell bad admiaed that they had wrinen the service order incorrectly, however, they 
still insisted the entire problem was Sprint's fault aud they (Southern Bell) had done nothing 
mcom:ctly. Since Southern Bell would aot flip the switch, I asked them ifthey could put 1 

recording on the line that indic:ar:ed there was "trouble on the line." Southern Bell sa.id no, 
they would not put a recording on the line becau.se again, it was aJl Sprint's fault. When I 
finally spoke with the supervisor at !i:JO p.m., he said we had c:au.sed the problem because the 
number we wanted was not our number and it had not been ''aged long enough." I asked how 
this could be ... our telephone number bas been the same ever since we moved downtown more 
than [WO years ago. The supervisor aJso sa.id they were new 11 the business of "reselling." 

This was still going on at 5:30p.m. By that time I was very angry and was actually 
somewhat rude and profane. But I was fed up with everyone lying and blaming someone else. 
I threatened to call one of the local TV stations and report this to their consumer action lme. 

A few days later I received a visit from a guJ from Southern Bell who flew dov-11 from 
Atlanta. "e'd been with the company 35 years. He said Southern Bell had made mistakes 
and apologized, because this bad been handled improperly at every step of the way. He told 
me thi! would be a case study for Southern Bell and told me be was prepared to offer me six 
months of free service ... that's about worth about $4,000 to me. 

I'm not happy with Southern Bell, but as far as I am concerned they're the only game 
in town. I had no problems with Sprint except for the power outages, but I never had 
blackouts with Southern Bell, so that is why I went back. I just can't afford to be out of 
service. 

Further affiant sayeth naught. 

Bill Pickering 

Subscribedand sworn &::is !('!:!- day ofCktob<-r, 1997 

~ ~' ~,0\JI~Cil,.lrA 
~ " lA • w,c-..,~Pflrlt.-1001 

otary Pub he - ""•lr; • ~ &r ~~ '"~ 
My Commission Expires on c,j,o/~oo I \,( • .::::.6~~ • .:-.o 
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I, Sean Laney, bued on informauon and beltef, state and allege the following. 

I am the club manaacr of the Citrus Club, wh1ch is a dining establishment located on the 
18th noor of the Republic buildi.,& in downtown Orlando. It is a membership dining faciliry 
patronized by me Orlando busiaess community. We hiVe very lirtle ''walk m traf!k" Most of 
our busincu is by reservlbon. Ia addition we have a significant catering and private party 
bu.sincu. We have 16 voic.e and two data lines. Our decision to switch fr ... m Southem Ec:: ; ... 
SMNI was based on economics. The SMNI proposal was going to uve us S 1,000 per year. 

We switched to SMNIICI"Yice in December 1996. The muallation was very tairy. The 
Sprint crew was scheduled 10 come in on Saturday. That Friday at 4:00p.m. the entire phone 
syswn went away. It completely dis.a.ppcared. It finally CMne back at 1:00pm. Southern Bell 
had turned off everything a day early. We could not call out and customers who tried to c.all in 
got a recording thals.a.id. '"This number has been disconnected." This was devastating to our 
business because Friday nipts arc a busy time for us and our cuSlomers could not call in for 
dinner reservations. h took until mid week to completely restore service 

Since then the euct same sccnano has happened tw1ce W1th these inO occurrences 
incoming callers would get an unending ring ... as if you weren't answenng your telephon~ I 
know that both of these inc:idenr.s were caused by problems at the Southern Bell locat1on. The 
mo~ ecent incident was in July and the previous mcident occurred in June. The July incident 
began the night before. I uicd to dial out on the main line. I would artemptlo dial out and then 
would put the line on hold to access the neJtt line. We were down untillunchume with bo~ of 
these incidents. That is devastating to our business because our member~ cannot get thrnugh to 
call for reservations. 

I've thought it might be usier to sw1tch back. I'm fnatra.ted It seems that the people 
you pay your bill to should be accountable for the scrvic~ you recc1ve. ll's frustrating because 
we arc not paying our bill to SOllthcm Bell and yet when they are the root ca.usc of the problems, 
there is no sense of urgency with them to get it corrected because we don't pa.y them. 

Further affiarn sayeth naught. 

) ..... 
Su~ctibcd and sworn be tore rT'e th1s _L_ day of Ottobcr. 1997 

~JlJ~iJJ 
e. ~-,_....tb'IRI-

fewr)' :Z4. D10 _ __,..,,,.~""' 



EXHffiiT 

MAG-6 



STATE OF FLORIDA 

COUNTY OF ORANGE 

AFFIDAVIT 

Docket NO. 971Jl4-TP 
Exhibit NO. MAG-0 
Page 1 or 4 

I, JuJil Downs. ~on infonnazion and belief, ltlle and alle1e the following: 

lam die Oira:tor ofHwunllesourca and Adminisnrion for WMFE, Channel 24. the public 
television llACioa for Orlando, and 90.7 on !he FM dial, the public radio sw:ion. WMFE has 12 PBX tr\lnk 
lines aDd 32 "'Ill"' busincu li:DCI. includ.iD& onc fifteen line rowy poup, ooe IJvec line rotvy group 1nd 14 
privm lines. Dina& die IWDiftCr of 1996 .e were approKhed by Spim Mecropolitan aboul the possibiliry 
of IWiu:hill& OW" local telcphofte ICI"ricc 6'om Southern Bell. We made die decision (0 sw lteh because or lhc 
substantw uviap we could ra:cive by switdnaa ro SMNI. We a1lo believed ltw switdiUIB from Southern 
&II to SMNI-..Id be b"'nSppt"Cnt to us a1 WMFE and 10 lhosc e~lhn1 WMFE. 

Our ariPa&l CUIO\'CI" dale 6'om Souchcm Bell WU sdlcdulcd for October 17, 19915 I wu scheduled 
to be ouc or~Oclobcr 11,10 I requested- we pos~pone die cutover in c.ue then were any problems. 
The ruc.hcduledCIIIDYCrdate wu Now:mba 7, 1996. howner, fOf lOme unknown reason Bc:J$oulh 
disconDec&cd aD .-vice to WMFE durin&lhc early momil'la houn on October 22, 1997. It look thn:c d.lyt to 
pc scrvcic IGIIIJnsaorcd to WMFE with the won beina completed one day before the commencement of 
our radio maobasllip drive, which iJ lOWly dcpcndml: on ICicphone 'alia to 1encn1e revenue. 

Durin& lk rescheduled wtcwcr only I l of die lines could be cutover because or rcchnical problems 
on BciiSoudl's.:l This resulted ill 1 second cutovu dale of November IJ, 19915. On thll d.atc BciiSouth 
had aiCf"\'icc ~ian and a supcrvil«'an "snc 10 usiA with lhc cutover. Both were profeutonal and 
cffteient in wodiq widl me aod wid! SMNI,IDd we WeR able 10 cwovcr the remaining JO hncs. 

In addMin our tclcpbonc number wu temporvily cli.minaled from &IISoulh's dirl:c1ory assistance. 
\ . cli.Kovcred .. quite ao:ICkalllly, whco a caJicr poinled lhis out 10 u.s. 

lbcn: ... times whaa llbou&bt maybe we ahould co bKk to &IISoudl, bul I just don 'I want to 
rcwanl diaD forwlwl believe to be unexplained and incxan.ble bcbaviOf.ll's• matter or principle. 

Anac::WCO my 1tfid.lvir is 1 memo I wn:Ke 10 ow President, Steve Steck, when f was ukcd to 
e~lain lbe pnMms we bad been bavitla wilb our lclcpboae JYs.lCl11. I also have an.ached a lel"ler he wrote to 
Thomas Hunt,IIBdlSoudl conccmiDa die prob~s we experienced. 

~k&bu~ Jut· wns 

Subscribed .m-om before me lhis .L d..y of October. 199 •. 

Nowy Pubk 

My Commis.-...piru on 1!1J I ).oo 1 
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December 3, 1996 

Recently we experienced some exasperating moments with BeiiSouth. I thougnt 
you ought to know about it. 

I have enclosed a cop~· of a memorandum from WMFE's Director of 
Administration, Julia Downs. She itemizes the difficulties she and WMFE experienced 
with BeiiSouth. 

Surely, the instances she describes are not behaviors or procedures i'OU 

condone. \Iter your renection on her comments, I would appreciate your thoughtful 
response. 

By the way, before we switd1ed from BeiiSouth to Sprint, we asked if Bell South 
would care to negotiate in some mamer to keep our business. Bell South declined. 

Best Holiday Wishes, 

Stephen McKenney Steck 
President and Chief ExecutlvP Officer 

.,._... 
,._.., :103111-

Enclosure 

c: Julia Downs 
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MEMORANDUM 

DATE: November 22, 1996 

This memo is i.n response to your questions and concerns about our telephone service. 

As you know, we recently elected to change from Bell South to Sprint Metropolitan as 
the provider of our local network service. We made this decision based on the substantial 
savings to WMFE (approximately $8,000 annually), and because the change would be 
transparent to us here at WMFE and to those calling WMFE. However, several thing:; 
have happened that made that cbaage pairtfolly obvious. 

First, the cutover wu tentatively scheduled for October 17. Because I was f!Oing to be 
out of town beginning October 18, we decided to postpone the cutover, just in case there 
were any problems. Belt South was notified of Ibis f-.Jstpocement. However, for some 
reason unknown to anyone, Bell South discoMected all srvice to WMEE during tile 
early morning hours of October 22. It took lhree days to get service totally restored to 
WMFE, the wort. being completed just one day before the start of our R.uiio Membership 
Drive, which is totally dependent on telephone calls to geneme revenue. 

Second, our cutover was scheduled for November 7. Of the 43 lines that needed to be 
cutover, they could only complete t3 of them because of technical problems on Bell 
South's end. This caused us to have to schedule another cutover date on November 13. 
On that date, BeJI South had a service technician and supervisor on site to a.ssast with the 
cutover. They were both professional and efficient in working Wllh rr.c md Sprint 
United, and the remaining 10 lines were cutover at thal time. 

Tbard, Bell South terminated all of WMFE's long dastance Cill!ln)l volf<h w~ c!ld not 
request !hat and it should not have been a par1 of the service <..iiSCOMc,..taon You. ol 
course, were stranded out of town without a long distance calling card 



Memorandum to Stephen McKenney Steck 
November 21, 1996 
Page 2 

Docket NO. 971314-TP 
Exhibit NO. MAG-6 
Page 4 of 4 

And fourth, our telephone number w;u temporarily eliminated from Bell South's 
directory assistance, which w, an error on their part. We discovered Lh.is when a caller 
pointed it out to us. 

I would like to point out t~at while this is a new process for the telephone companies; in 
my opinion tbc:rc wen: too many Wlexplamable acctdents on Bell South's pa.rt. 

I hope this gives you a good synopsis of the problems we encountered during this 
process. Pleue let me know if you have any additional questions. 

jd 
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I, Rocky Santomissino, based on information and belief. state and aJleRe the. 

following: OCT 7 '97 

I am the vice presideut and secretary-ttasurer of J. Rolfe Dav:s Insurance, wtth 
principaJ offices located at 11 South Bwnby Avenue, Orlando, Florida. We are a large 
independent insurance agency located in downtown Orlando. We had been wmg Vista­
United (Disney) for our telepbooc: equipment maintenance and had been happy wirh the 
service they provided. In addition. United hid been our lout telephone service provtder 
in our Longwood office and we'd always been happy with them, so it seemed natwal to 
switch to someone we knew, with whom we'd bad a previous good bwiness relationship 
Our telephone service consists of a total of 43 lines; 18 bwiness (81) lines, 20 flat-rate 
combination PBX trunks in three: rotary groups, five Direct Inward DiaJ ("DID") PBX 
trunks and 20 DID numbers. Out decision to switch to SMNl was purely economtc W...: 
arc bottom line oriented, and with SMNI's proposal we were going to save Sl,OOO per 
month or S 12.000 per year. 

We began talking to SMNI in february ofthis year. The actuaJ switch to SMNI 
took a' )Ut 90 days to occur. As I look back in my planner, I note an entry on Marcb 12 
and see an entry "Sprint switchover?" The switchover began on Satwday, Maret~ IS and 
was completed on Satwday, Much 29, 1997. However, on Monday, April 1, when our 
main number, 896-0SSO wu dialed, our customers beara a Bel!South recording staung, 
''This number has been disconnected." We ~ve 7,000 clients and receive 700-800 calls 
a day. Clearly this type of recording is totally W11C~...eptable. In addition, some of the 
lines wen: completely dead or had a COilSWlt bu.sy signal. We continued to experience a 
lot of problems throughout the month of April. 

ln August we had another bad experience when we tried to set up a satellite office 
We had acquired another agency of II people and ne~dcd to move staff out of their 
ex1stmg offices lOa new location Si=veral blocks south~.;~'" our m&J.n office, before we could 
bring the acquired employees into the main office. We n~ned the conu-act for telephone 
servtces Ln late July, and we wanted the new facility up and n.uming by September I. I 
d1dn't want the employees auociated with the move to relocate Wltil the telephone 
serv1ce wu up and workm&. The phone service was scheduled to go m on August 22 
O.o.Allgust 21. tbc day befo.rc lhe cutover \NU to occur, a BellSouth employee either 
mailed or delivered schematic dn.wings to the office manager at the satellite office 
mdicatmg BellSouth's cable facilities at the new locat1on would not suppon the serv1ces 
requested I was very daspJeased. The office manager had noth:ng to do -...,th 111~ 

!elephone decis1ons. And it's my understandmg that BeiiSoulh should have been dcal&n!:: 
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• 
directly with SMNI, not us and certainly not Wlth an office manager who had notlunr; to 
do with the telephone service. The installation of telephone services at the new location 
was compleled the week of September 1, 1997 We continued lfl have numerous 
problems with the DID Jines, tic lines, etc. for almost two weeks after the mstallat1on 
date. 

Finally on ~}Jtember S, SMNl was SlJpposed to contact BeUSouth to have them 
forward calls on both the main line, 894· 7024, and the fax line, 894-7027, from the 
acquired agency to]. Rolfe Davis' offices effective at S:OO p.m. on Friday, September 12. 
Bell South disc:onnccted the lines at S:OO Lm., not S:OO p.m., u we had requested. The 
c:alls to the fax lioe were not forwarded aJI weekend, because I kept checking and I would 
get a recording, "*The nwnber you are calling may not be coMeetcd." 

I'm not mad at Sprint. I think we are the victims of circwnstancc. I personally 
am a fanatic for oraani.zatioo aad detail. I pride myself on doing things flawlessly. The 
decision to switch local telephone companies has cost me credibility within my company 
because of all of the problems we have experienced. l' ve had to deal with numerous 
client complaints, employee concerns and complaints, and the unhappiness and 
frustrations of our board of directors, including our president. Due to these numcrou::. 
problems, my position these last seven months has been pure hell. Based on my 
experience, the only way I would switch again 1s 1f it could happen qu1ck.Jy and 
painlessly. lam convinced that BellSouth is trying 10 sabotage SMNl's effv1ts 10 enter 
its markets. However, as a customer I am caught m the crossfu-e. 

Further affiant sayeth naught. 

Subscribed and sworn before me this A"~ day of Oclo 1Je1, 1997. 

My appomtment expues on _'1_-_(p_-_ct_'l __ _ 

2 




