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communications. [ was named Residential Service Center Manager in 1996, a
role that required managing the group responaible for resolving customer
installation problems. In April 1997, | was hired ss the wingle Point of Contact
(SPOC)/Customer Service Manager for Sprint’s ALEC in Florida, Sprint
Metropolitan Networks, Inc. (SMNI), becoming immediately involved in the
process of ordering and provisioning unbundled loops from BellSouth. In June
1997, 1 assumed direct supervision of the SPOC team, the workgroup responsible
for negotiating conversion dates with customers, issuing the unbundled loop
orders to BellSouth, and then coordinating customer conversions through to
installation. I continued in that role through December 1997. My current position
as General Communications Manager became effective Jan. 1, 1998. In this
capacity, I manage the group that coordinates executive communications,
employee communications and media relations for Sprint in Florida

: WHAT IS THE PURPOSE OF YOUR TESTIMONY?

. The purpose of my testimony is t. provide the Florids Public Service Commiasion

with historical information as well as specific examples of Sprint's past and
continual problems related to BellSouth's process for ordering and provisioning
unbundled loops. My testimony is directly related to the complaint filed with the
FPSC by Sprint Communications Company Lumited Partnership and SMNI

sgainst BellSouth Telecommunications, Inc.

: DOES YOUR TESTIMONY ADDRESS THE SPECFIC ISSUES IDENTIFIED BY

THE COMMISSION IN THESE PROCEEDINGS?
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A: Yes, my testimony addresses Issues No. 1 through 4.

Q: WHAT COMMENTS DO YOU HAVE REGARDING ISSUE NUMBER ONE:
“HAS BELLSOU ™ PROVIDED FIRM ORDER CONFIRMATION IN A TIMELY

AND ACCURATE MANNER AS AGREED TO BY BELLSOUTH AND SMNI?*?

A: BellSouth has not provided Firm Order Confirmation (FOC) within the agreed
upon 48 hour-period. Data collected from April through December 1997, Exhibit
MAG-], notes that only 5 percent of the FOCs were returned from BellSouth
within the 48-hour commitment in April; 50 percent in May,; 27 percent in June,
60 percent in July; 54 percent in August; 58 percent in September; 80 percent in
October; 82 percent in November, and 64 percent in December.

Receiving even one FOC aftar the 48-hour time period can be devastating to

SMNT's efforts to provide service to its customers.

Q: WHAT PROCESS WAS USED TO GATHER THIS INFORMATION?

A: This information was extracted from two performance measurement sources. Our
Single Point of Contact team members, under ray supervision, direction and
control, maintain a spreadsheet that tracks Sprint's installation process L,
customer name and Purchase Order Number (PON). Among the elements
captured on this document are the date thn Access Service Kequest (ASR) is
submitted to BellSouth and the date the FOC is received by Sprint. An ASH acts
as a service ordar request from Sprint to BellSouth; it contains the PON,
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features ordered, central office location, type of service, quantity of loops and
desired installation date. Because the 48-hour commitment is critical to Sprint's
installation process, the actual ASR to FOC intervais are pulled from this
spreadsheet, then reported and analyzed as part of the weekly, key performance
measures. . nese key measures are used to track internal and external
performance and documaent vanous aspects of the request-to-installation interval

as well as the trouble resolution process.

: WHY ARE TIMELY AND ACCURATE FOCS IMPORTANT?

: When BellSouth does not return timely FOCs, the SPOC team members must

repeatadly phone BellSouth for a status. This additional burden of making follow-
up calls regarding FOCs is costly as it is an unnecessary waste of valu.le Lme
and resources. For example, the typical folow-up call regarding an FOC may
involve placing the call, being put on hold for approximately five munutes, then
being told that a response call will be provided. Often, when BellSouth neglects to
return those calls the SMNI associates are required to make subsequent calls on

that sams day or the next day.

The FOC acknowledges that Bell3outh has received the ASR and that it can or
cannot meet the desired due date. Without the FOC, Sprint cannot confirm that it

can meet the due date.

Sprint requires key infarmation on the FOC - including the circwt identification

and BeliSouth order number - to begin its internal process of placing orders and



10

11

12

i3

14

15

16

17

18

19

21

24

coordinating activities to move the customer from BellSouth's network to ours. If
Sprint receives the FOC late, the internal process begins late and it becomes
difficult - and nearly imposasible - to meet the customer’s desired jue date. Each
additional step require for a successful cutover then must be hurried. Any
unexpected glitch discovered by either Sprint or BellSouth may force Sprint to
extend the due date, resulting in a missed commitment or delayed cutover for the

customer.

: WHAT IMPACT DO DELAYED CUTOVERS HAVE ON SMNI CUSTOMERS?

. Delayed cutovers frustrate customers, sometimes causing them to question

Spnint’s ability to delivar quality customer service. Because mast customers have
no history of working with this new division of Sprint, it is difficult to maintain

credibility with new customers when we have to extend due dates.

Some medium- and large-business customers employ telephone equipment
vendors, such as WilTel. Others use out of town vendors such as America II
Communications, a Tampa firmm which represented one of our customers, as well
A8 communications consultants, including one who represented this same
customer and was based out of California. For these types of customers, delayed
cutovers require a great deal of schedule change:. These customers often must
adjust the workload and other operations to prepare for the out-of-service or
*down" time required for cutovers. Adjusting the buginess a second time to

accommodate 8 new due date can be distressing to customers.
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Q: DO DELAYED CUTOVERS AFFECT SPRINT'S BUSINESS AND ABILITY TO

COMPETE?

. Yes, delayed cutovers negatively affect Sprint's ability to compete in the

marketplace. P ~ause we have 80 little confidence that BellSouth will return
timely FOCs, we must negotiate extended due dates to accommodate expected
delays in the process. Such up-front discussions betwee:. the customer and
Sprint's sales team place our company at an unfair disadvantage. Qur account
executives have complained that it is difficult L0 win new customers when they
are forced to explain that it will require several weeks to convert their service Lo

Sprint.

: HAS BELLSOUTH TAKEN ANY ACTIONS TO IMPROVE ITS PERFORMANCE

WITH REGARDS TO FOC COMMITMENT TO SPRINT?

: Yes, it is Sprint's understanding that BellSouth has added staff and has

introduced its electronic system, Exchange Access Tracking Control (EXACT), to
Sprint for use in processing local loop orders in an attempt to reduce processing

delsys. However, BellSouth continues to fail to provide timely and accurate FOCs.

Sprint uses EXACT to transmit local loop orders to be!lSouth in the form of
electronic ASRs. The FOC is transmitted back to Sprint via EXACT, however,
because of downloading restrictions, Sprint can not actually view the FOCs for
several hours after BellSouth enters the FOCs into EXACT. That means that
BallSouth may claum that they entered an FOC into EXACT at noon, but Sprint
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may not be able to see it until the next working day.

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

BELLSOUTH IDENTIFIED PROVISIONING PROBLEMS IN A TIMELY
MANNER TO ENABLE SPRINT TO MEET CUSTOMER DUE DATES AT
PARITY WITH THE SERVICE PROVIDED BY BELLSOUTH TO ITS RETAIL

CUSTOMERS?"?

: BellSouth has repeatedly failed to inform Sprint of facility problems in a timely

manner, resulting in Sprint missing its customer desired due dates. Exhibit
MAG-2 features several examples of BellSouth failing to identify sites where
facility upgrades are required prior to the installation of services requested by
Sprint.

: ARE THERE SPECIFIC EXAMPLES OF BELLSOUTH'S FAILURE TO

WENTIFY FACILITY PROBLEMS IN A TIME!.Y MANNNER RESULTING IN
SPRINT MISSING DUE DATES?

In addition to the examples cted in Eghibit MAG-2, there are several instances of
BellSouth notifying Sprint of facility issues as late as the day before the scheduled
cutovers. For example, BellSouth notified Sprint or. August 8, 1997 of a lack of
facilities for a customer conversion scheduled for the next business day, August
12, 1887. The conversion waok place on August 15, 1987. These late notices came
after BellSouth isgued FOCs to Sprint, which seemed to indicate that BellSouth
had agreed to provision an order without first confirming the availabiity of
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facilities.

In one instance, when BellSouth notified Sprint that facility proL.ems would
require changing the ¢ = date, the customer refused to accept the new date. The
customer was anxious to take advantage of new prices and services so Sprint and
BellSouth teams had to expedite their processes to provide the service on Lthe

newly-negotiated due date.

: HOW DOES BELLSOUTH'S FAILURE TO NOTIFY SPRINT OF

PROVISIONING PROBLEMS IN A TIMELY MANNER AFFECT SPRINT™S
ABILITY TO DELIVER QUALITY SERVICE TO ITS CUSTOMERS?

: When BellSouth notifies Sprint of facility issues at the last minute, Sprint must

contact the customer to reschedule the cutover. Because Sprint is making
custr—ers aware of the due date change so close to the original due date, Sprint
loses credibility with customers. In addition, late notifications increase customers'
costs to convert to Sprint because internal employees and other vendors will have

been scheduled around the original due date.

Customers also are inconvenienced because they have generally scheduied their
business operations and made work activity changes to accommodate the instial

due date.

For example, Customer "A* was planning to move into a new facility on the

conversion date, August 11, 1897, but because of facility problems identified one
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business day before the cutover date, the move had to be rescheduled until after

the actual conversion, four days later.

: HAS SMNI COMM™ 'NICATED ITS CONCERNS REGARDING FACILITY

PROBLEMS TQ BELLSOUTH?

: Sprint has communicated its concerns regarding FOC problems to BellSouth by

discusaing the issue directly with operations managers at BellSouth in phone
conversations, In addition, I have relayed these concerns to the Sprint account

team and requested - and held ~ conference calls to address the late notification

of facility problems.

: HAS BELISOUTH IMPROVED ITS PROCESSES TO ALLOW SPRINT TO BE

NOTIFIED SOONER OF FACILITY PROBLEMS?

- No. BeliSouth has responded to correspondence and discussions regarding facility

problems via conference calls with assurances of improvement. BellSouth alzo
introduced in October 1997 a new order confirmation taniff for access orders
(typically placed by inter-exchange carriers) that Sprint hoped could be used to
help identify facility problems with unbundled loop orders as well. The tariff filing
offered customers the option of receiving 8 POCPending Order Confirmation), in
addition to receiving an FOC. The POC would acknowledge receipt of the ASR
and provide key information that Sprint needs to begin its internal process prior
to the issusnce of the FOC. The FOC would give the same information in

addition to providing critical dates. But the FOC would be sent only after facility
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availability has been verified.

Sprint sgreed to implement this new process and BellSouth promised activation in
early December. Sprint also asked that the POC offer be broadened to include
unbundled loop orders, which acoount for the majority of Sprint's service requests
to BellSouth. As of Jan. 9. 1998, BellSouth had not implemented this new process
for accesa orders 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, BellSouth has offered no means of verifying facilities

to Sprint. BellSouth has traditionally issued FOCs prior to confirming facilitias or
held FOCs until facility problems were identified and/or resolved. In either case -
late notice of a facility problem or late issuance of an FOC - Sprint is forced to
delay its ordering process. In fact, BellSouth claims that the company is not
required to provide FOC on access orders with due dates of four days or less.
Tharefore, Sprint receives its critical information at random, yet unacceptable

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

If Sprint received a POC, we would have the information required tn begin the
internal ordering poocess in a timely fashion. The POC would includo information
such as the drcuit identification and BellSouth order number, which Sprint ures

on its internal service orders to cross reference information and enswe a smooth

10



[ g%

10

11

12

13

14

15

16

17

18

28 B BN

cutover. Having received the POC first, when Sprint received the FOC, we could
be assured that facilities were available. Adding POCs will give FOCs more vaiue

and validity.

: HAS BELLSOUTH BEEN RELUCTANT TO PROVISION SPRINT uRDERS

WHERE CERTAIN NETWORK EQUIPMENT CONFIGURATIONS EXIST?

: Yes, BellSouth has been reluctant to provision orders where three network

configurations exiat. [ will address one of those situatiins.

One network configuration for which BellSouth was reluctant to provision orders
was the Digital Access Cross-Connect mapped Integrated Subscriber Line
Concentrator (SLC) Facilities. This equipment is used to maximize the use of
physical facilities extending to customer premises. BellSouth had utilized this
equipment to provision local service to a private dormitory. When Sprint placed
orders to convert the customers’ service reusing the existing facilities, BallSouth
responded that its systerns and processes did not support the reuse of those types
of facilities. In addition, BellSouth was reluctant to process the orders manually
because it might set a precedent for provigioning competitive services with non-
standard procedures. ARter this issue was eacalated to BellSouth's executives, the

Customers’ pervice was provisioned.

However, that was more than a month after the requested due dute. At that
point, the customer had become irate because we had inconvenienced him and his

business. In addition, the customer complained that the delayed cutover was
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costing him money because he was continuing (o pay higher rates for his existing
service. Because the installation process was 80 lengthy, the customer demanded a
credit on his account to compensate him for the additional expenses he incurred

while waiting tc anvert. This customer’s frustrations are shown in an affidavit

highlighted in Exhibit 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 numerous occasions, BellSouth has been unable to stop its service

disconnection process when customer cutovers have been delayed. As a result,
customers have been prematurely disconnected, effectively putting them out of

business unti] the service is restored.

: DO YOU HAVE SPECIFIC EXAMPLES OF BI.LLSOUTH PREMATURELY

DISCONNECTING CUSTOMER'S SERVICE AFTER THE CUTOVER HAD

BEEN RESCHEDULED?

> Yes, I do. One customer was scheduled to be wonverted in May 1997,but on that

day BellSouth notified Sprint of the need to rescnedule the due date However,

BellSouth did not revise the due date on its orders and the customer's service was
disconnected later that day. BellSouth claimed the service waa restored that night.
But the customer called Sprint the next day stating that some lines were still out

of service and others were not functioning properly The lines had been restored
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BellSouth finally restored service to its original configuration two days later.

There were several incidents of BellSouth talung customers out of service in error
then improperly restoring that service in the April/May 1997 ttmeframe. On May
23, 1997, for example, BellSouth prematurely disconnected three lines of one
particular customer and the customer was without service for more than eight
hours. When service was restored, the trunk lines were not properly installed; the

customers’ service did not function properly for three days.

BellSouth also prematurely disconnected a customer's lines on May 29, 1997 after
delaying the cutover because of provisioning problems within BellSouth. The
customer's lines were restored June 3, 1997. However, BellSouth disconnected

the customers’ lines again the very next day.

: HOW HAVE THESE PREMATURE DISCONNECTS AFFECTED SPRINT'S

CUSTOMERS?

: Premature disconnects diarupt customers’ business, causing a loas of productivity,

As compensation for the loas of business, some rustomers who have been
inappropriately disconnected have requested :ccount credite. One customer
indicated that the premature disconnect led to him compensating his customers
for the inability to use the phone for several hours. While Sprint could not
provide a loss of business credit, we did authorize 8 *good {aith” credit that
smounted to $3,000. Two incidents of premature disconnects even contributed to
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one new Sprint customer returning to BellSouth.

: WHY HAVE CUSTOMER CUTOVERS BEEN DELAYED?

- In most cases, customer cutovers were delayed because of BellSouth’s late notice

to Sprint of facility aor engineering problems. Even if a customer changed the due
date at the last minute, that customer’s service should not be disconnected in

error.

: HAS SPRINT BEEN FORCED TO REDUCE THE VOLUME OF ORDERS

PLACED TO BELLSQUTH DUE TO THE RISK OF CUSTOMERS BEING
DISCONNECTED PREMATURELY?

. Yes. Sprint receatly has reduced the volume of orders placed to BellSouth in part

because of the risk of such problems. In addition, Sprint is taking a more direct,
hands-on approach to further sttempts to manage the ordering process. For
example, several calls are made Lo BellSouth's operations groups to remind
BellSouth to change its orders if 8 due date has to be delayed just before the
scheduled convereion. Phone calls are also made by Sprint to attempt to confir 4

that the disconnect orders have been pulled out of BellSouth’s system.

: HAVE YOU BEEN ADVISED OF ANY PERMANENET PROCESs

IMPROVEMENTS IMPLEMENTED BY BELLSOUTH TO ENSURE THAT
CUSTOMERS ARE NOT PREMATURELY DISCONNECITED?

14
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A: No. If BellSouth has made such process improvements, I have not been made

aware of them. However, BellSouth already has processes in place - as outlired in
the Intarconnection Agreement - to allow for the reschec uling of customer
cutovers durir 4 60-munute interval. As part of the rescheduling procesas,

BellSouth should have a procedure that ensures that disconnect orders can be

stopped, if necessary.

: WHAT COMMENTS DO YOU HAVE REGARDING ISSUE NO. 4: “HAS

BELLSOUTH CAUSED SERVICE INTERRUPTIONS TO SPRINT CUSTOMERS
DUE TO CALL ROUTING ERRORS, TRANSLATIONS PROBLEMS OR

FAILURE TO PROPERLY IMPLEMENT INTERIM NUMBER PORTABILITY??

: There have bean numarous service outages that have resulted in the inability of

Sprint’s customers to receive or make calls.

: ARE THERE SPECIFIC EXAMPLES OF SERVICE INTERRUPTIONS?

: Yes, there are. On May 19, 1987, callers trying to reach Sprint customers received

an "all circuits busy*® condition for three hours. BellSouth had begun
implementing a trunking reconfiguration project designed to enhance capacity
between the two networks. However, BellSouth reversed the routing in error,

resulting in a number of trouble tickets at Sprint.

On May 30, 1997, more than seven hours passed before BellSouth could identify
and correct a translation problem that caused calls which overflowed to a
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secondary transmisgion route to reach a recording stating, “This number is no

longer in service” and “This number cannot be completed as dialed.”

On June 6, 1997 calls made to Sprint were blocked for more than two hours
because a Simulated Facilities Group (SFG) that contains network instructions for
Local Nuraber Portability was inadvertently taken out of service. An identical
problem with the SFG occurred on June 24, 1997, affecting all customers served
with number portability out of BellSouth's Magnolia central office switch in

Orlando.

: HOW HAVE THESE SERVICE INTERRUPTIONS AFFECTED SPRINT'S

CUSTOMERS?

A: As referenced in customer-prepared affidavits identified as Exhibits MAG-4 and

MAG-5 attached to the complaint, service outages have caused our customers the
greatest degree of dissatisfaction. One reason is because of the length of some of
the outages, which crippled their husinesses. Another reason the service

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

were never experienced prior to converting to Sprint.

In an effort to recover customers’ confidence fullowing outages, we have written
letters of apologies and issued credits to customer accounts. For on: customer,
though, the multiple service interruptions proved to be too damuging to the
business. The customer switched back to BellSouth after naving been the victim

of outages caused by number portability and call routing problems.
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One service interruption even affected a customer before being converted to
Sprint. While tachnicians and other BellSouth staffers were attempting to correct
the June 6, 1997 problem with the SFG, they prevented the provisioning group
from gaining access to the switch to complste a new customer conversion. As a
result, the last step of the cutover for the customer was delayed nearly two hours.
Because the convergion was delayed for an additional period, the customer’s out-
of-service time was extended. Likewise, Sprint incurred additional costs for the
staff that was obligated to the conversion conference ¢all while the service outage

was being rectified.

: WERE THESE SERVICE QUTAGES CAUSED BY BELLSOCUTH?

: Yes, these service problems were strictly related to BellSouth issues. There was

nothing Sprint could have done to avoid these service outages.

: HAS BELLSOUTH TAKEN ANY STEPS TO PREVENT SUCH QUTAGES IN

THE FUTURE?

: Through correspondence, BellSouth has mentioned training and software

upgrades ns steps they would take to minimize ti.e nsk of & recurrence of the
SFG problem. While we are confident that BellSouth has implemented more
training of its staff, it is unclear how effective that training L.as been. We have uut

been apprised of any software upgrades by any vendors.
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: WHAT COMMENTS DO YOU HAVE REGARNING ISSUE NO. 5, "HAS

BELLSOUTH PROVIDED INSTALLATION INTERVAI S FOR SERVICE
ESTABLISHED VIA UNBUNDLED LOOPS IN ACCORDA ' {CE WITH THE

INTERCONNECTION AGREEMENT WITH SMNI?"?

: SMNTI's Interconnection Agresment states in Section IV.D.1, *Installation intervals

for service established via unbundled loops will be handlea n the same timeframe
as BellSouth provides services to its own customers, as measured from date of
customer order to date of customer delivery.” Although SMNI has not been
provided information by BellSouth on what installation intervals are achieved for
BellSouth's awn retail customers, SMNT1's experiences with the service installation
process with BellSouth lead to the conclusion that it is unlikely that SMNI

customer intervals meet this standard.

: WHAT FACTORS INFLUENCE SMNI'S ESTABLISHMENT OF

INSTALLATION INTERVALS FOR INDIVIDUAL SERVICE ORDERS?

- BellSouth has provided SMNI with standard intervals for the provision of

" unbundled loops. However, SMNTI has experienced multiple occasions where

service installation due dates have been missed. As a result, SMNI has no
confidence that the standard intervals quoted by bellSouth can be mel by
BellSouth on a regular basis. SMNI sales representatives are told to quote 3045
days as the expected instailation interval when dealing with prospective
custrmers. This sets an expectation with the customer that we believe we can

meet consistently, and in some cases beat. This clearly builds additional days into
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the service provisioning interval to account for problems that may arise.

Given these factors, the standard intervals provided by BeuSouth have limited
meaning for SM" "1. SMNI service representatives, as an internal standard, use a
10 day installation interval on service migrations for even small unbundled loop
orders placed with BellSouth. This is solely because SMNI lacks confidence in

BellSouth's ability to consistently meet installation dates that are any shorter.

: DESPITE THE EXTENDED TIME FRAMES USED BY SMNI FOR SERVICE

INSTALLATION INTERVALS, DOES BELLSOUTH CONSISTENTLY MEET
SERVICE DUE DATES?

: No. BellSouth does not consistently meet service due dates. As an example, in

the fourth quarter of 1997, service installation dates were missed due to
BellSouth-controlled reasons 23.3% of the time. Specifically, of 28 s:rvice
installations in October, 5 due dates were missed for BellSouth-controlled reasons
equaling 17.8% dus dates missed. In November, 5 of 21 service installations
missed the due date due to BellSouth-controllid reasons, or 23.8%. In December,
4 of 11 service installation due dates were missed due to BellSouth-controlled

reasons, ar 36.3%.

: WHAT IMPACT DO THESE EXTENDED INSTALLATION INTERVALS HAVE

ON SMNI AND ITS RELATIONSHIP WITH ITS CUSTOMERS’

A: Extended service installation intervals create the impression with customers that
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SMNI service is inferior to BellSouth. Since SMNI takes ownership of the quality
of service delivered to the end user, BellSouth is not mentioned as the cause of
extended intervais or delays. As a result, SMNT's reputation is impacted because
it can not rely upon the performance of its key unbundled loop supplier,

BellSouth.

: CAN YOU SUMMARIZE THE IMPACT THAT INSTALLATION AND SERVICE

PROBLEMS HAVE HAD ON SMNI AND ITS ABILITY TQ COMPETE IN THE

MARKETPLACE?

: The FOC, facility, disconnecting and service interruption problems that Sprint

has experienced are unbearahle for ALECs and their customers.

Business customers rely on their talephone systems. If they decide to switch
providers for competitive reasons, they must be able to migrate in quick fashion

and without riak. Their service has to be dependable.

Quite frankly, if customers continue to face the business-affecting problems that

have occurred in the past, it is uncertain how many if any new customers Sprint

will be able to acquire in the future. Even if Sprint is able to document that thewr
specific problems were caused by BellSouth, customers may perpetuate the belief
that while Sprint is not at fault, the company is powerless to prevent such

problems. In addition, raore existing customers may return to BellSouth, even if it

i> at greater cost.
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Until BellSouth corrects these recurring problems, SMNI and ita customera will

be unfairly victimized.

: PLEASE SUMMARIZE YOUR TESTIMONY.

: BellSouth’s failure to comply with the terms of its agreements with SMNI is

affecting SMNT's ability to compete in the marketplace in Florida. BellSouth has
not provided Firm Order Confirmation in a timely manner. BellSouth has not
identified provisioning problems in a timely manner. BellSouth has disconnected
customers seeking to migrate to Sprint service prior to the cutover date.
BellSouth has caused service interruptions to SMNI customera due ‘o call routing
errors, translations problems or failure to properly implement interim number

portability.

My testimony has highlighted specific service and installation problems SMNI has

exp.rienced in interactions with BellSouth.

BellSouth has not provided FOCs within the agreed 48-hour period, causing
Sprint to delay customer cutovers, inconvenience customers and their vendors,

and increase business costs.

BellSouth's failure to notify Sprint of faciity problems in a timely manner hgs
resulted in SMNI being forred to delay customer cutover dates. In addition to
BellSouth providing late notice of facility problems, BellSouth also has been

reluctant to provision orders where certain network configurations exist.
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BellSouth's refusal to procesa this customers’ order led to thus customer’s

conversion being delayed more than a month.

BellSouth has prematurely disconnected SMNI customers when customer cutovers
have beer. . sscheduled. Customers repeatedly have been taken out of service

because BellSouth was not able to stop its disconnect process when due dates

were changed.

BellSouth has caused service outages that have prevented SMNI customers from
making and receiving calls. Customers’ service has been interrupted for hours at a
time while BellSouth worked to identify then correct transiations, call routing and

number portability issues.

Customer-prepared affidavits, Exhibits MAG-6 and MAG-7 attached hereto, offer
details of the impact of customer experiences.

Q: DOES THIS CONCLUDE YOUR TESTIMONY?

A Yes
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[Customer E NOOBSGS: 08019 08/08/97, 6 08/15/57]
F orange.ds1 08114 08ASR7 5 0&/14/97
FOCH

1/16/98 318 PM
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Ko

Customer A

o Dunn called BeliSouth's ICSC  BeliSoulh s ICSC

{Continued)

rep stated he was busy, bul the repeater

was installed. BekSouth's second and thisd level

escalalion process was involved at this poinl.

Circuil instalation wes completed sater In lhie day.

SM/BT - Sprind tasled the ciicults and they passed

the fest. Dunn contacted the cuslomer o advise

thal the testing passed and they were ready lo

turn up tha trunks.

5/12/87 - Migration of the customer was complete

Customer B

NOO431

04497

CANMa97

Q472687

0625/97

BeESouth faciiity problem.  Facility problem

was Created by BellSouth's fallure lo increase

capacity ai the BeRSouth Subscriber Lina

Unil (SLC) localed In Sprint ‘s central

office. BelkSouth was notified of this pioblem

Januvary 1997 but did not react untif faclitles

deplelad In Aprl.
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BellSouth FACILITIES PROBLEMS
May 1997

(FOC = Fim Ordei Conflmation)
(ASR = Access Servicas Requesl)
{PON = Puichase Ordar Number)

i ‘:r:':l; ot F : “;é‘i iilf.; =:5§|¢. "i:'!‘ !‘ ‘“’h!::‘ii j' ‘“L' i ? ¥
o 4t H Ea; i | EY&M.QF‘II
S i 40N s eorint)
N0O5750] -4/10/97] 06/02/97 4 05/06/07 o BellSouth noli®ed Sprnt facilites wera
nol avallabie.
“Supplemental ASR submitied on 4/26/97 dua date to 6/12/97.
o Because of the facility problem the due date

was changed lo 6/16/97.

o_The customer did nol accapi the due dale change
and the due date was changed o 6/12/97

o_Migration of the cusiomer was completed on
6712197,

Cuslomer B NO00255] *4/18/97 o 04/28/87] 05M6/87{c The BeliSouth technictan aither did not termnale

circult al the demaication or did nol tag the circuil
*Supplemenial ASR submitted on 4/18/97 changing due date ks, 3/2/]  Neliher Sprint nor the cuslomer could locale

the circult.
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BellSouth FACILITIES PROBLEMS
¢ June 1997

(FOC = Firm Order Conftnalion)
{ASR = Accoss Servica Request)
{PON = Purchase Qrtder Numbaer)

'ﬁt ] ,:‘2‘“:.'.:::3 3 ‘ !.;.T:.
:ii 'E!‘s :“:' :.2 :! EL. .0-' » l?ﬁﬁ‘ ! E_:. 4
i I .g 3 I
g
Curstomer A Par DI WA i [
rat0es “nanT L »

*ASF woe npplamumind g2 7837 D changs dus date i 1OIRT.
ASR wgn agphasusisd an 7AVY] 1 cungs dee tils b JHENT.

| IR A |

“ASR wns pppiemaind o 1RV07 is change Bw due dals D 7107,
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ey C Pach D804 e [0l LD 2000 [ ol 07/40M7] 18T - Becums of o DelfSouih achity problam
00 dus dons wat changedd s 711007

*ASR wis Suppismeting sn spgiemaniad en JNST i change B S dale s THART

70407 - Cumtomer docoviecies savy  Raporied
Proiem 1o Belheuth A 1o nibdng
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BeliSouth FACILITIES PROBLEMS
July 1997

0TR4RT| 0817 07731797 |0 7126/87 - BeliSoulh engineering was nol conpiets

and (acliles ware N0l ready.

o TR - FOC never recelved  Migration

complaiad.

o 8/197 - Received FOC.




(FOC = Fem "rder Canfirmation)
(ASR = Access Servica Requesi)
{PON = Purchase Order Numbar)

L) Hirey
|Cuslomer A 08/08/97 "7

Dccket NO. 971314-pp
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BellSouth FACILITIES PROBLEMS
August 1997

ihist W

L

th.

o 8/6/87 - ASR to BeliSou

o 8/7197 - FOC received fom BeASouth

o 8/11/97 - Be¥South ready o test five lines,

but nol on two. BellSouth will continue o work

on the ines.

o BellSoulh requesied tha due dale changed in order

o avold jeopardy.

o Customer migrated on 8/12/97

Customer B | NOOSSGE | O6NO1/ET

oa/18/87

117100

08/12/97

08/15/97

o B/1/37 - ASR o BellSouth

> Q14R7 - Sprint supplemanted the ASR in order

fo add signailng.

o 8/7/87 - No FOC

h LY
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o
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R " Sprints Bus Business Consulant ramsg——

Diane Sanau BeliSoulh. Salters slaled thal

Lhe facilities were not avallable and new jaciibes

would not be avallable until 8/4/97.

o Midred Graham, Sprint Manager, spoke with

BelSoulh sbout the facllily problem A decision

was made o change bhe due date to /197

because of the facllity problem. -

o 8I12/87 - BeiSouth conlacted Sprnt slaling

thal they (B (BeliSouth) wers trying to meel the 8/13/97

aue dals, but mos! kely the migration would be

completed by noon on 8/14/97.

0 B8/12/97 - GeNSouth discovered a cable problem and

notified Spant, slso & ulllily permit was required.

Facllity pesmits require a 48 hour notice, but an

An sxpedile would ba requested. The due dale

mwwﬁlmMuBMs

faciity dolay.

0 813497 - Recelved an FOC changing the due

dale to 8118/97.

o 8/15/37 - Cuslomer migralion compieted

1"
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Customer A

o FOC was not received, bacause of

{Conl..}

BelSouth's policy on access ofders.

o /2007 - BelSouth taled 1o nobly

Sprint of faciily problems until

the date of migration (926/97).

BalSouth did Mﬁ an astmaled

date the laclilies would be

be avalable,

Sprint nolied BalkSouth saveral

mes prior io W27 1 venify

¥ taclities wete avalable

Sprint was nol nosked of ihe (achly

peoblam untl the day of migration.

o BellSouth (adsd In their commitment

1o nolify Sprint 24 hours prioe 1

customer migration of factity

problama.

¢ The cusiomer migrated on 10/1/67.

This was wo days afler the original

cusiomer desired dua dale.

13




EXHIBIT
MAG-3




Docket NO. 971314-Tp
Exhibit NO. MAG-13

Page 1 of |
Srats
Frie N
AFFIDAVIT Orders O

Corr pC]n oup

glead c ]
*TATE OF FLORIDA ) et & 3

) é?ef O =]

COUNTY OF ORANGE ) S:'rl'E RECEIVED

I, George Pegram, based on information and belsef, state and allege W 79
following:

I am the general manager for the Collegiate Village lon, located at 11850
University Boulevard, Orlando, Florida. The Collegiate Village Inn is a private
dormitory facility located west of the University of Cenual Florida campus  We have
307 rooms with two students in each room.

I was first approached by Danny Adams of SMNI in February about switching
my local telephone service from BellSouth to SMN1. | was eager to do so. We are the
only dormitory in the state that is paying the hotel rate of 0 12 - 0.15 cents per call for
cails above the monthly maximum, which we routinely exceed SMNI offered 15 a fat
rate, which is what we’ve wanted for years.

The switch to SMNI was originally scheduled during spring break 1 March of
this year. The switch was delayed severai times due to problems with the engineering.
Sh NI stated their engineering was complete, however, BellSouth couldn't get their act
together. | even got so fed up I called the Florida Public Service Commission to
complain. The switch finally happened in mid-May

Further affiant sayeth naught.

‘ti Gedrge Pcﬁy_ﬂ U

o
Subscribed and sworn before me this \9" day of October, 1997

— "’) S e
‘gﬂ'-. "‘..‘ JASON R, MITCHELL !
N . - Y COMMESS N § CC 4271910

otary Public B B Wi Leriald=d ol

.My appowuatment expires on ,szafzocx)
]

Y
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AFFIDAVIT .

STATE OF FLORIDA )

COUNTY OF ORANGE )

[, Bill Pickering based on information and belief, state and allege the following:

[ am the President of First Summit Financial Group and National Sales Director for
Jefferson-Pilot Life [nsurance Company. Our offices are located at 800 North Magnolia
Avenue, Suite 1310, Orlando, Florida. My company has 10 rotary lines, one fax line and one
modem line. Telephone service is absolutely cnitical 10 my business. Every day we receive
approximately 125 incoming calls and make about 80 outgoing calls.

In July 1996, my company was approached about switching its local telephone service
from Southem Bell to Sprint. For 8 number of years our office was 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 in downtown
Orlando, | decided to try the Sprint service, although it was with some reluctance. Usually, if
I am receiving good service, | am not inclined to change. The incentive here was if we
changed, we could save $150 per month. That’s $1800 per year. That's a significant
reduction in overhead.

There were many delays in getting the service hooked up. [ kept asking, *When is this
change to Sprint going to happen?” It finally occurred in December 1996. Not too long after
we made the switch we had a half day with no phone service. Of course, it was Murphy's
Law. It was a very busy day and we got lots of complaints from agents and policy holders.
We could call out, but no one could call in. You don’t want your customers to think you're
out playing golf. | told Marty Varsubsky, my associate, that we should go back to Southemn
Bell because when we were with Southern Bell we never had these problems. We just cannot
afford to be out of service. Our Sprint sales rep, Danny Adams faxed over something from
Southern Bell saying it was their fault, bu [ didn't really care whose fault it was, [ just can’t
afford to be without phope service.

Danny Adams talked Marty into giving Sprint onc more chance and we decided to
hang in there, but after another outage 1 decided enough was enough. Thus one !sst~d two to
three hours. | made the decision that we were going back to Southern Beil. We made the
decision on Thursday and the changeover was to take place the following Mcnday.

That Monday, [ left to go to the bank about 11:30 am. [ called in to the office on my
mobile phone and it rang 20-30 times. | finally called Tumer Construction next door to have
them go to our office 10 te!l them our telephones were out. When | got back 1o the office, |
could call ont, but no one could call in ! called Southern Bell, and th:y said they would try
lccated the wechnician who had done the work, because he was close by and could come back
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to fix our problem. The technician never showed, so 1 called again and they said they would
iry to page him. When [ called the next time, they said they didn’t know why the technician
was unreachable. So 1 said, “] want to talk with hus supervisor

In the meantime, | also talked to Danny Adams at Sprint. He said ali the Southem
Bell technician had to do was to flip a switch so we could get incoming calls. Danny kept
saying that we could figure out wh ‘o blame later, but in the meantime, the important thing
was to enable us to receive incoming calls. I called every Southern Bell service number |
could get a hold of. I talked to people in Jacksonville, Miami and Atlanta. | told them to do
what Danny Adams suggested, but they would not do it. They were too busy blaming Sprint.
Southern Bell had admitied that they had written the service order incorrectly, however, they
still insisted the entire problem was Sprint’s fault and they (Southern Bell) had done nothing
incorrectly.  Since Southern Bell would not flip the switch, | asked them if they could put a
recording on the line that indicated there was “trouble on the line.” Southern Bell said no,
they would not put a recording on the line because again, it was all Sprint’s fault. When |
finally spoke with the supervisor at 5:30 p.m., he said we had caused the problem because the
number we wanted was not our number and it had not been *“aged long enough.” [ asked how
this could be...our telephone number has been the same ever since we moved downtown more
than two years ago. The supervisor also said they were new at the business of “reseliing.”

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

A few days later I received a visit from a guy frorn Southern Bell who flew down from
Atanta. ''e'd been with the company 35 years. He said Southern Bell had made mistakes
and apologized, because this had been handled improperly at every step of the way. He told
me this 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 1o me.

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

Further affiant sayeth naught. K i
<AL "‘:é‘—\

Bill Pickering
. , bas
Subscribed and swom bcfoiz me this ?' day of Octaber, 1997
) e + s STV s BLAUR
{ My Comm Lo & 142001

Notary Public

LI
y Bonded ‘l‘ Senece 31
My Commission Expires on é//;,/aoo / %m (836020

"ty g | O 1
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AFFIDAVIT
STATE OF FLORIDA )
)
COUNTY OF ORANGE )

[, Sean Laney, based on information and belief, state and allege the following.

I am the club manager of the Citrus Club, which is a dining establishment located on the
18th floor of the Republic building in downtewn Orlando. it is & membership dining facilicy
patronized by the Orlando business community. We have very lirtle “walk in traffic.” Most of
our business is by reservation. [n addition we have s significant catering and private party
business. We have |6 voice and two data lines. Our decision to switch from Southemn Bell o
SMN! was based on economics. The SMNI proposal was going to save us 51,000 per year.

We switched to SMN] service in December 1996, The installation was very hairy. The
Sprint crew was scheduled 10 come in on Saturday. That Friday at 4:00 p.m. the entire phone
system went away. It completely disappeared. It finally came back at 5:00 p m. Southemn Bell
had turned off everything a day early. We could not call out and customers who tried to call in
got a recording that said, “This number has been disconnected.” This was devastating to our
business because Friday nights are a busy time for us and our customers could not call in for
dinner reservations. It took until mid week to completely restore service

Since then the exact same scenario has happened twice With these iwo occurrences
incoming callers would get an unending ring...as if you weren't answering your telephone |
know that both of these incidents were caused by problems at the Southern Bell location. The
mo: ecent incident was in July and the previous incident occurred in June. The July incident
began the night before. | tried to dial out on the main line. [ would artempt to dial out and then
would put the line on hold to access the next line. We were down until lunchume with both of
these incidents. That is devastating to our business because our members cannot get through to
call for reservations.

["ve thought it might be easier to swilch back. I'm frustrated. [t seerns that the people
you pay your bill to shouid be accountable for the service you recerve. [t's frustrating because
we are not paying our bill to Southern Bell and yet when they are the root cause of the problems,
there is no sense of urgency with them 1o get it corrected because we don’t pay them.

Further affiant sayeth naught. g /

Sean Laney V

[T
Subicfibcd and swom betore me this l day of October, 1997

gl
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AFFIDAVIT

STATE OF FLORIDA

st

COUNTY OF ORANGE )

I, Julis Downs, baseu on information and belief, state and allege the foilowing:

I am the Director of Human Resources and Administration for WMFE, Channel 24, the public
television station for Orlando, and 90.7 on the FM disl, the public mdio station. WMFE has 12 PBX trunk
{ines and 32 “BI” business lines, including one fifteen iine rotary group, one three line rotary group and 14
privae lines. Daring the summer of 1996 we were approached by Sprint Metropolitan about the possibility
of switching our local telephone service from Southern Bell. We made the decision to swuch because of the
substantial savings we could receive by twitching to SMNI. We also believed that switching from Southern
Bell to SMNI would be transparent to us a1 WMFE and to those calling WIMFE.

Our ariginal cutover date from Southern Bell was scheduied for October 17, 1996 | was scheduled
to be out of iows October 13, 30 | requested that we postpone the cutover in case there were any problems.
The rescheduled anover date was November 7, 1996, however, for some unknown reason BellSouth
disconnecized all sexvice to WMFE during the earty moming hours on October 22, 1997, It took three days to
get servcie totaly restored to WMFE with the work being completed one day before the commencement of

our radio membexship drive, which is totally dependent on telephone calls to generate revenuc.

During the rescheduled cutover oaly {3 of the lines could be cutover because of technical problems
on BellSouth'sead. This resulted in a second cutover date of November {3, 1996. On that date BellSouth
had a service tecdhmician and s supervisor on sitc Lo assist with the cutover. Both were professional and
efficient in workisg with me and with SMNI, and we were able to cutover the remaining 30 hnes.

In addiien our tclepbone number was temporarily ¢liminated from BeliSouth’s directory assistance.
v . discovered i Guite accideotally, when a caller pointed this out to us.

There were times when [ thought maybe we should go back to BellSouth, but [ just don’t want to
reward them forwbat [ believe 10 be unexplained and inexcusable behavior. [1°s a manter of principle.

Anachad to my affidavit is a memo | wrote to our President, Steve Steck, when [ was asked (o
explain the probiems we had been having with our lelephone systern. | also have attached a etter he wrote 1o
Thomas Hunt, afBe{} South coacerning the problems we experienced.

Furthver affiant sayeth naught.

Julis Powns

Subscribed sutswomn before e this_/_ day of October, 1997
Nowry Public

My CommissemExpireson __2/13 [30p
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907 11510 € Camax D
e Omgo, FLomns 12817-45699
{400 273. 22300

Mr. Thomas E. Hunt

Regional Director

BellSouth

500 North Orange Avenue, Ste 568
Orlando, Florida 32801

Dear Tom: December 3, 1996

Recently we experienced some exasperating moments with BellSouth. | thought
you ought to know about it.

i have enclosed a copy of a memorandum from WMFE's Director of
Administration, Julia Downs. She itemizes the difficulties she and WMFE experienced
with BellSouth.

Surely, the instancas she describes are not behaviors or procedures you
condone. After your reflection on her comments, | would appreciate your thoughtfu!
response.

By the way, before we switched from BellSouth to Sprint, we asked if BellSouth
wouid care to negotiate in some manner to keep our business. BellSouth declined.

Best Holiday Wishes,

Stephen McKenney Steck
President and Chief Executive Officer

[}
Potarn) 1 XN gox

Enclosure

c Julia Downs
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TO: Steve Steck
FROM: Julia Downs /{9
SUBJECT: Telephone Service

DATE: November 22, 1996

This memo is tn response to your questions and concems 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 thosc calling WMFE. However, several things
have happened that made that change painfully obvious.

First, the cutover was tentatively scheduled for October 17. Because | was going to be
out of town beginning October 18, we decided to postpone the cutover, just in case there
were any problems. Bell South was notified of this postponement. However, for some
reason unknown to anyone, Bell South disconnected all service to WMFE during the
early moming hours of October 22. [t took three days to get service totally restored to
WMEE, the work being completed just one day before the start of our Radio Membership
Drive, which is totally dependent on telephone calls to generate revenue.

Second, our cutover was scheduled for November 7. Of the 43 lines that needed to be
cutover, they could only complete 13 of them because of technical problems on Bell
South’s end. This caused us to have to schedule another cutover date on November 13.
Cn that date, Bell South had a service technician and supervisor on site to assist with the
cutover. They were both professional and efficient in working with mc¢ and Sprint
United, and the remaining 30 lines were cutover at that time,

Third, Bell South terminated all of WMFE's long distance calling .ards  We did not
request that and it should not have been a part of the service discoanertion  You. of

course, were stranded out of town without a long distance calling card
L]
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Memorandum to Stephen McKenney Steck
November 21, 1996
Page 2

And fourth, our telephone number was temporanly eliminated from Bell South’s
directory assistance, which w. an error on their part. We discovered this when a caller
pointed it out to us.

I would like to point out that while this is a new process for the telephone companies; in
my opinion there were too many unexplunable accidents on Bell South's pan.

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

)d
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ENY
File Ng
AFFIDAVIT Orders T~
Soring
STATEOF FLORIDA ) fewa © @
) sc, o) [
COUNTY OF ORANGE ) st g s
Other -
DATERr-- o
I, Rocky Santomissino, based on information and belief, state and allege the
following: 0cT 79

[ am the vice president and secretary-treasurer of J. Rolfe Davis [asurance, with
principal offices located at 11 South Bumby Avenue, Orlando, Fiorida. We are a large
independent insurance agency located in downtown Orlando. We had been using Vista-
United (Disney) for our telephone equipment maintenance and had been happy with the
service they provided. In addition, United had been our local telephone service provider
in our Longwood office and we'd always been happy with them, so it seemed natural to
switch to someone we knew, with whom we’d had a previous good business relationship
Qur telephone service consists of a total of 43 lines; 18 business (B1) lines, 20 flat-rate
combination PBX trunks in three rotary groups, five Direct Inward Dial (*DID') PBX
trunks and 20 DID numbers. Our decision 1o switch to SMN] was purely economic W
are bottom line onented, and with SMNI's proposal we were going to save $1,000 per
month or $12,000 per year.

We began talking to SMNI in February of this year. The actual switcb to SMN]
took a' »ut 90 days to occur. As I look back in my planner, I note an entry on March 12
and see an entry “Spnint switchover?” The switchover began on Saturday, March 15 and
was completed on Saturday, March 29, 1997. However, on Monday, April 1, when our
main number, 896-0550 was dialed, our custorners heara a BejlSouth recording staung,
“This number has been disconnected.” We have 7,000 clients and receive 700-800 calls
a day. Clearly this type of recording is totally unacieptable. In addition, some of the
lines were completely dead or had a consiant busy signal. We continued 1o expenence a
lot of problems throughout the month of Apnl.

In August we had another bad experience when we tried 1o set up a satellite office
We had acquired another agency of || people and nceded to move staff out of their
existing offices to a8 new location several blocks south ¥ our man office, before we could
bring the acquired employees into the main office. We signed the contract for telephone
services in late July, and we wanted the new facility up and running by September 1. |
didn’t want the employees sssociated with the move to relocate until the teicphone
service was up and workung. The phone service was scheduled to go tn on August 22
Oo August 21, the day before the cutover was to occur, a BellSouth employee either
mailed or delivered schematic drawings to the office manager at the satelhite office
indicating BellSouth’s cable facilities at the new location would not support the services
requesied | was very displeased. The office manager had nothing to do with the
tetephone decisions. And it’s my understanding that BeltSouth should have been dealing
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directly with SMNI, not us and certainly not with an office manager who had notlung to
do with the telephone service. The installation of telephone services at the new location
was completed the week of September 1, 1997 We continued to have numerous
problems with the DID lines, tie lines, etc. for almost two weeks after the installation
date.

Finally on Scptember 5, SMNI was supposed to contact BellSouth 10 have them
forward calis on both the main line, 894.7024, and the fax line, 894-7027, from the
acquired agency to J. Rolfe Davis' offices effective at 5:00 p.m. on Friday, September 12.
BellSouth disconnected the lines at 5:00 am., not 5:00 p.m., as we had requested. The
calls to the fax line were not forwarded all weekend, because I kept checking and | would
get a recording, “The number you are calling may not be connected.™

I'm not mad at Sprint. I think we are the victims of circumstance. | personally
am a fanatic for organization and dewil. 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. ['ve had to dea! with numerous
client complaints, employee concemns and complaints, and the unhappiness and
frustrations of our board of directors, including our president. Due to these numcrous
problems, my position these last seven months has been pure hell. Based on my
experience, the only way | would switch again 15 1f it could happen quickly and
painlessly. { am convinced that BeliSouth is trying fo sabotage SMNI's effurts 1o enter
its markets. However, as a customer | am caught 1n the crossfire.

Further affiant sayeth naught.

Rocky Sant sino

Subscnbed and swomn before me this é‘g day of Octobes, 1997.

wt "Q$

* CYNTHIA L HOLT
My Cotrrmeion CCaR08a8
Gmpres Sup O8 1990

Not Public

-,

>
o

My appoinument expires on q9-6-99






