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M 

GTE Corporation has significantly changed its organizational structure and strategic direction 
over the last few years in response to a rapidly changing marketplace. The new framework and 
structure is enabling all business units to respond more aggressively and effectively to competitive 
developments. 

Following the passage of the 1996 Telecommunications Act (the Telecom Act), the 
telecommunication landscape in which GTE operated altered dramatically. The FCC‘s newly 
issued rules goveming interconnection, universal services, and access charge reforms are a few of 
the changes that have impacted GTE’s day-to-day operations. These rules required local exchange 
carriers to make their services available to competitors on a wholesale basis and their network 
elements available to competitors on an unbundled basis. 

The purposes of the numerous organizational initiatives that have been or will be implemented 
are fourfold 

First and foremost, the telecommunications industry changed dramatically with the passage of the 
Telecom Act. GTE is entering new businesses, non-traditional competitors are emerging in the 
marketplace, and deregulation has created a fundamentally different world in which to operate. 
Technology has accelerated at a far greater pace than ever before: new customer needs are 
emerging at a rapid rate, bundled products and services are available in the marketplace, market 
opportunities are expanding both nationally and globally, and data and video, in general, is 
fundamentally changing the way businesses operate. 

Second, customers are more sophisticated and complex - customers want more choices, have less 
time, are more price conscious, demand multinational capabilities, and expect outstanding service. 

Third, competition continues to intensify. Mergers, acquisitions, and partnerships are creating 
more formidable competitors with global reach. Intense price competition, brand preferences, and 
aggressive marketing tactics are more and more prevalent, and newer, more innovative services 
are appearing in the marketplace at a rapid rate. 

Fourth, the workforce environment has changed with unemployment at its lowest in over 20 
years. Employees demonstrate lower loyalty and are increasingly sought by competitors. The 
need for specialized talent is building and qualified people are more difficult to find. 
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STUDY OBJECTIVE AND SCOPE 

Service Assurance is defined as the process of maintaining service levels that 
consistently meet customer’s expectations. 

GTE is one of the largest publicly held US. telecommunications companies 
with both wireline and wireless operations. This study focuses on select work 
centers within GTE Network Services, which is the regulated wireline 
telephone business. 

The organizational chart depicts the Network Services business unit work centers 
included in the scope of this study. 

GTE Network Services Organizational Chart 

I I 
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COSTING PRINCIPLES AS THEY APPLY TO THE SERVICE ASSURANCE COST STUDY 

Principle 1: 

The service assurance study identifies activity costs as direct or shared. This study considers 
direct and shared costs to be avoidable contingent upon the continued viability of unbundled 
network elements and offered services. If the element or service were to be eliminated, the direct 
costs would be avoided. Similarly, if a particular group of elements or services were to be 
eliminated, the shared costs relating to these elements or services would be avoided. 

Principle 2: 

The model enables the tracing of costs from unbundled network elements or services to enabling 
activities and then to the resource (labor and non-labor expenses) consumed by the activity. Cost 
causation suggests that the existence of the cost object, or lack thereof, causes the costs to be 
incurred. Eliminate the network element or service and the resources enabling the element or 
service disappear. 

Principle 3 

Long run implies a period long enough that all direct costs are avoidable. 

Cost Causation is a key concept in the cost study. 

The increment under study is the entire quantity of the service or product 
provided, rather than an incremental increase in demand. 

The service assurance cost study is based upon services offered in the State of Florida and 
Unbundled network elements required to provide said services. The study is based on the entire 
local exchange operations of GTE (local and national work centers), not just marginal changes in 
the outputs of one or another element or service. The increment studied is the actual UNE or 
service that caused the repair and maintenance activity to occur. If this increment or group of 
increments were eliminated, its repair and maintenance cost would be zero. In this regard, the 
total demand for the product or service is studied, not just incremental fluctuations in the demand. 

Principle 4 

/-- 

Any activity necessary to produce a service or support an cnbundled network 
element will have an associated cost. 

The service assurance cost study identifies and assigns costs to the work performed by network 
services personnel in the operation and maintenance of its network. 

Principle 5 Common costa are not included in the service assurance cost study. 

Common costs are costs incurred for the benefit of the organization as a whole and are not directly 
caused by a product or service provided by the organization. Such costs do not change with 
changes in the firm’s product mix or volume of output and therefore are not avoidable unless the 
enterprise is discontinued. Since these costs are incurred outside of network services, they are not 
included in service assurance process costs. 

HIGHLY SENSITIVE 
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Principle 6 Technology used in a long run incremental cost study is considered to be the 
least cost, most efficient technology commercially available for purchase and 
installation. 

The service assurance cost study assumes that both digital and fiber technology will replace 
analog and copper technology where such replacements are cost beneficial. 

Principle 7: 

This concept of forward-looking costs is applied in practice by incorporating resource requirement 
modifications arising out of process, people, or technology changes. 

Forward-looking adjustments are made in our cost study affecting process, people, and technology 
expenses based on known and planned enterprise infrastructure changes supported by interviews 
with GTE management. All service assurance process resources are calculated based on forward- 
looking assumptions and necessary adjustments were made to applicable work center budgets, 
These changes are documented in detail in the work center documentation and adjustments are 
made in the work center supporting data. 

Principle 8 

Costs shall be forward-looking. 

Service assurance cost studies are performed for the total output of specific 
services and use, as a basis, the unbundled network elements that comprise the 
service as well as other specific service costs. P 

The service assurance cost studies identify all the work activities performed by select work centers 
supporting network operations and maintenance in the Network Services Organization. Activity 
costs were assigned to specific unbundled network elements and services based upon their 
respective output of volume units. 
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SERVICE ASSURANCE PROCESS OVERVIEW 

GTE's service assurance process is responsible for maint-g service performance levels that 
consistently meet customers'. expectations. 

The service assurance cost study identified all the work activities related to repairing and 
maintaining network operations that were performed by applicable work centers in the Network 
Services Organization. Activity costs are assigned to specific unbundled network elements and 
services based upon their respective consumption of demand Units. 

The service assurance process includes all work associated with monitoring the network 
infrastructure, providing product support, restoring services, and performing preventative 
maintenance. These sub-processes are further decomposed as follows: 

Monitor Network Infrastructure 

Manage network alarms 
Resolve outages 

Perform help desk services 
Provide technical assistance 

Contact customers 
Dispatch service orders 
Restore service 

Perform disaster recovery 
Manage complaints 
Manage suppliers (servicing) 
Perform resource planning 
Managedata 

Monitor and test network elements 

Product support 

Restore Services 

Perform Preventative Maintenance 

Supporting these direct service assurance processes is an array of support and managerial 
processes that include, but are not limited to: Manage Human Resources, Perform Planning & 
Budgeting, Manage Operational Performance, Provide System Support, and Manage Customer 
Satisfaction. These shared support costs are identified and includedin the study as well. 

24 005 
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SERVICE ASSURANCE PROCESS OVERVIEW - REPAIR 
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METHODOLOGY OVERVIEW AND WORK CENTERS STUDIED 

The project study approach is to identify and analyze r e c u h g  work center costs for all 
GTE work centers involved in the service assurance process. Activity Based Costing 
(ABC) principles are employed in an attempt to assign identified costs as directly as 
possible to the services and/or network elements that caused those costs to be incurred. 
The costs associated with primary activities are directly assigned through various 
activity drivers to the services and UNEs cost objects. AU costs associated with 
supporting activities are driven via primary activities to the same cost objects. In this 
regard, the entire cost of a work center is distributed to all of the cost objects that the 
work center supports. This full distribution of economic costs is consistent with TELRIC 
(Total Element Long Run Incremental Costs) costing principles. 

The cost study methodology requires the identification, definition, and costing of the 
activities performed by the people and systems in each work center and the 
identification and costing of the “objects” supported by these activities. GTE provided 
two categories of cost objects for this study: Services and UNEs. Forward-looking costs 
are incorporated into the analysis by requiring work center directors/managers to 
forecast the cost impact of any known or planned changes to staffing levels, process 
modifications, and/or technology enhancements. 

r‘. 

Arthur Andersen consultants and GTE Costing employees conducted over 100 interviews 
(primarily work center Directors, Managers and Supervisors) to capture a wide variety of 
forward-looking, recurring cost information: Resource costs (Labor, non-labor, and 
system expense), Activities (Primary and Support), Cost Objects (UNEs and Services), 
Resource Drivers, Activity Drivers, and selected attributes. During the cost study, 
Arthur Andersen consultants performed observations of activities in the individual work 
centers in Florida and analyzed necessary statistical data. For the purpose of 
understanding the time spent on various activities supporting the output of identified 
cost objects (UNEs and Services), the STAR time reporting database was used. Analyzed 
data represents the period of a calendar year January - December 1998. 

Since several of the work centers in scope serve multiple states and/or multiple 
processes, additional dimensions of Region and Process were built into the cost model. 
Only costs attributable to the Service Assurance process for the state of Florida are 
included in the model. 

The following work centers are included in the Service Assurance process and are part of 
the Cost Study: 

HIGHLY SENSITIVE COIWTDENTUL 
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Customer Care Center (CARE) - 6230 and 6232 
National Customer Support Center (NCSC) - 6260 
Division Resource Management (DRM) - 5JA0, 5JBO 
Business Response Support and Administration (BR S a )  - 6240 
Business Response Systems Support (BRSS) - 6249 
Business Response Center (BRC) - 6248 
Business Dispatch Control Center (BDCC) - 6247 
Regional Network Reliability Centers (RNRC) - 5540 
Database Management (DBM) - 6250 
Operations Planning and Support - (OPS) - 6320 
Call Center Management (CCM) - 6270 
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Each work center has a standard name, acronym, and four-digit code that is referred to 
throughout this study. Contained in each work center section is a description of the work center's 
activities, the processes it supports, the cost obi& it supports, cost model results, an 
organizational chart, and any forward-looking assumptions used to build the work center's cost 
structure. Additionally, each section contains a study template, for the supporting data, that 
provides more detail about the work center, its activities and resources, and how those resources 
are ultimately assigned to cost objects. 

The standard template format is as follows: a work center overview, an activity and activity driver 
list, an activity breakout for each job class, a total resource calculation worksheet, a systems 
analysis, and activity driver data by cost object which is uniquely depicted for each work center 
(see work center documentation). These templates are to be used in concert with this 
documentation to provide a detailed understanding of each work center, why it was studied, and 
how its costs affect the service assurance cost model. 

The work center resources (labor, non-labor, and system expenses) are assigned by the cost model 
to work center activities based on resource drivers. There are two types of activities: direct and . 
shared. 

Network Operations Center ( N E )  - 6210-6219 
Regional Customer Operations (RCO) - 5JAI-5JA9; 5JB1-5JB9 

Direct Activities: These activities are directly attributable to one or more cost objects, where there 
is some cost causation link between the cost object and the specific activity performed. Costs 
associated with these activities are driven directly to cost objects based on the appropriate activity 
driver. 

Shared Activities: These activities support multiple cost objects and cannot be directly assigned to 
any one cost object supported by the work center. Therefore, costs associated with these activities 
are driven to cost objects through the direct activities which they support. 

The cost model results are discussed in the following documentation by work centers. The results 
are presented by cost objects (products and services) supported by the work centers. 

Most of the work centers included in Service Assurance Cost Study support other various 
processes, including Service Fulfillment and Infrastructure Provisioning. At the same time, some 
of the work centers support cost objects (UNEs and Services) that are deregulated (BTL - Below- 
The-Line) and therefore not covered in our study. Based on the interviews with GTE management, 
Arthur Andersen notes that the work center activities can support multiple processes. For 
example, the activity Resource Management supports both Service Assurance and Service 
Fulfillment. In the cost model, costs are calculated based on the activity level. The activity costs 
that are not related to the Service Assurance process or Above-The-fine (ATL) cost objects are 
separated from final UNE/Service Costs calculations. 

Costs related to the Advanced Intelligent Network (AIN), GTE's X.25 packet network, or 
Multiplexing activities have been identified and segmented from our study. These costs are 
accounted for in GTE's cost pool filings. They are not included in the Service Assurance cost 

24 009 
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model. Any references herein to these items are for documentation purposes only and these 
components should not be confused as a set or subset of our Service Assurance cost objects. 

The following section (seaion rv) contains a series of reference guides that should be used in 
concert with the documentation of this study. All cost objects used in this study appear in the 
Cost Object Dictionary. All work center activities have been consolidated into the Activity 
Dictionary. Any acronyms used in this study are defined in an Acronym List. The final section 
contains a memorandum describing how total resources are computed for each work center in this 
study. 
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COST OBJECTS 
The cost objects in the study are provided by GTE and are used in the Integrated Cost Model 
(ICM). They are divided into Unbundled Network Elements (UNEs) and Services. This table 
provides a brief description of each cost object. Services are basically a conglomeration of UNEs, 
engineered in a particular fashion. A detailed mapping of how the Services are comprised of the 
different UNEs is located in the Technology documentation of this report (Section W). 

Unbundled Network Elements 
VID 

VAC -Switched 

NAC - Special 

(UNEs) 
A single l i e  termination device or that portion of a multiple 
line termination device required to terminate a single line or 
circuit, and to establish the official network demarcation point 
between a carrier’s network and its end-user customer’s inside 
wire. 
The transmission facility that extends from a Main Distribution 
Frame (MDF) or functionally comparable piece of equipment in 
an end office or wire center to a demarcation point or connector 
block at a subscriber’s premises. This facility will support 
analog voice grade transmissions of 300 to 3,000 Hz, and is 
commonly used for dial tone service. 
The transmission facility that extends from a Main Distribution- 
Frame (MDF) or functionally comparable piece of equipment in 
an end office or wire center to a demarcation point or connector 
block at a subscriber‘s premises. This facility has the capability 
to provide digital signals at various speeds, including 2.4 to 56 
Kbps (DE) ,  64 Kbps (DSO), 1.544 Ivlbps (DS1) and up to 44.735 
h4bps (DS3). The DSl loop provides the equivalent of 24 voice- 
grade (DSO) channels. The DS3 loop provides the equivalent of 
28 DSl channels and includes fiber optic terminals on each end 

I of the loop. 
I A device that provides for the interconnection of signals within Cross-connect 

- 

Interoffice Transport 
Equipment 

SS7 Links 

STP Ports 

- 
physical interface facilities at  the central office. 

Switching I The capabilitv that provides a transmission path between two 
end d r s .  T h i s  in&des all work related t i the software tables 
as well as the switch hardware itself. 
The transmission facility equipment on the trunk side of the 
central office that extends access to another end office or 
tandem or meet point with transport facilities of another carrier. 
The transmission facilities that provide the connections between 
signal transfer points (STPs) and between an SSP and an STP. 
The physical interface to the SS7 network. 

24 011 
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Services 
Res-Ln 

Bus-Ln 

Bus-PBX 

Bus-CNTRNT 

Coin 

IDSN-BRI 

ISDN-PRI 

SPAC-VGLN 

SPAC-DDS 

WAC-DS1 

SPAC-DS3 

CLEC/POP Dedicated 
Transport 

Provides an access line, network interface device, switching 
Zapabilities, and dial tone for a residential customers. Known as a 
R1 line. 
Provides an access line, network interface device, switching 
capabilities, and dial tone for a business customer. Known as a B1 
line. 
Provides an access l i e  (trunk), dial tone, network interface device, 
switching capabilities, and dial tone for business customers 
utilizing a private branch exchange (PBX). Commonly known as a 
PBX Trunk. 
Provides an access l ie ,  dial tone, customer group station to station 
intercom calling. Local calling is not included, and is provided 
separately on a per minute of use basis. Commody known as 
Centranet. 
A voice grade exchange l i e  that provides switch based dial tone 
(DTF) coin operated telephones. Local calling is included on an 
unlimited flat rate basis. 
Integrated Services Digital Network - Basic Rate Interface. Provides 
for two bearer (B) channels capable of transmitting a digital signal. 
at a rate of blKbps and one data (D) channel capable of 
transmitting a digital at a rate of 16Kbps. 
Integrated Services Digital Network - Primary Rate Interface (T-1 
line). Provides for twenty-three bearer (8) channels capable of 
transmitting a digital signal at a rate of 64Kbps and one data (D) 
channel capable of transmitting a digital at a rate of 16Kbps. 
Special access service voice-grade line. Point-to-point 
unconditioned facility capable of transmitting voice or data signals 
within the frequency spectrum of approximately 300Hz to 3,000 Hz. 
These lines permit the simultaneous transmission of information in 
both directions over a circuit. 
Special access senrice digital data service. Provides simultaneous 
two-way synchronous transmission of digital data signals at speeds 
from 2.4 to 56 Kbps. 
Special access service digital signal, level one. Provides for the 
transmission of asynchronous serial data at a rate of 1.544 Mbps. 
Special access service digital signal, level three. Provides for the 
transmission of asynchronous serial data at a rate of 44.7 Ivlbps. 
Message toll voice service. Service that connects GTE's central 
office switch to another party's POP. 
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Service Assurance 
n 

DEFINITION BRIEF DESCRIPTION 

ACRONYMS AND SYSTEMS 
Below are some common telecom acronyms and systems. The acronyms are spelled out in the center 
column and a description is in the right column. 

I I 

L 

24 013 
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1 other than the local telephone operating company. 

csu 
network and a host computer. 

A device which conns ts  a digital phone line to a 
multiplexer, channel bank, or another device producing a 

Channel Service Unit 

d i g i t i  signal. 

Creates, routes and closes trouble tickets. 
A satellite transmitting television programs which can be 

CZT Customer Zone Technician Customer Zone Technician 
DATALOCK 
DBS Direct Broadcast Satellite 

/-- 
DDM 

l 

received by small dish antennas. 
Facilitates event control for front-end service hlfillment 
and repair; allows Telops to interactively negotiate w ~ t h  
GTE customers to Drovide an in-service date and time that 

Due Date Manager 

DDS 

DLC 

is acceptable to thgm and GTE. 
A private line digital service, typically with data rates at 
2,400,4,800,9,600 and 56,000 bits per second. 
Provides concentration and multiplexing of circuits 

Digital Data Service 

D i ~ t a l  LOOP Carrier 

I I 
I Dial Service Administrative Center DSAC 

DSU I Data Service Unit I Device used to connect a PC or LAN to a digital phone 

I 
DMOQ 
DNS 

I 

between the C.O. and the distribu-tion point. 

A distributed database system for translating computer 
names and vice-versa. 

Direct Measures of Quality 
Domain Name Service 

I United States. 
I The measure of the equivalent of one full-time employee. 

P 1 commission 
I Full - Time Equivalent Fl-E 
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E911/DBMS 

ESARTS 

4Tel 

FCC 
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line to allow fully digital communications. 

Provides emergency service support via an address 
routing and control system that provides emergency 
service numbers to a public service answering point with 
valid service addresses. 

Supports testing analog and digital special service circuits 

A subscriber h e  testing system; performs routine and 
demand tests on subscriber local loops. 
Regulates all interstate communications originating in the 

Emergency 911 Database 
Management System 

Enhanced Switched Access Remote 
Testing from a central location. 
Subscriber Line Test System 

Federal Communications 
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ACRONYM 
GTEDS 
IC 
ICB 

DEFINITION 
GV n.k -.,irnc 

Interexchaq 
Individual Case Basis , u1 

I cm nata +I 

I IP I Internet Protocol I Software that track 

IVRU 
IXC 
LAN 

LNP 

BRIEF DESCRIPTION 
L I I..... _I.  , - _ _  --IV1ces 

' ;eCarrier I SeeIXc ' '-&vidual Case Basis 
- .. . .  

internet address of nodes, routes 

Standardization- 
Interactive Voice Response Unit 
Interexchange Carrier 
Local Area Network 

Local Number Portabilitv 

international and national data c-ommunications. 
Interactive Voice Response Unit 
The term for a local phone company. 
A network located in a single location, or running off a 
single server. 
The abilitv of a local exchange carrier to provide the 

Implementation System 
1 Integrated Services mgltal 

I site do rmahon ,  alarm b t o r y  
I A publc, cmt - swl t ched ,  end-to-end telecommmcahons ' ' IsDN 

MARK 

MMDS 

NAC 

- 
1 I Network 1 network with signaling, switching, and transport I 

upon moving to another location. 
The automated facility management and record 
administration for inside and outside plant. 
Data services for multiple forms of media in the 
communication of information. 
The loop which connects the customer to the network. 

Mechanized Assignment & Record 
Keeping 
Multi-Media Data Service 

Network Access Connection 

I capabdthes supporhng a wide range of services 
1 Orgarwahon devoted to hgunng standards lor ' 150 I Internahonal Orgarwanon for 

- I customer'the option of keeping the same-phone number I 

' NID I Network Interface Device I NetworkLlnterface Device I 
NDI< I Nahonal Dlsaster Recovery 1 Nahonal h a s t e r  Recovery ' SEDAS I Network Element Data I The mrnk side of Data Base Admuustrahon for Recent I 

Change generation, delivery and adminishation. I Administration System 

I I telephone company. 
OSP I Outside Plant I Indudes all cables and wires extending outward from the 

network protectors on the main distribution frame and I supporting structures necessary to connect the terminal 
1 eq ipmen i  to the outside plant. 

05s I Operations support systems I Operations Support Systems 
I OUTS 1 Outage Tracking System 1 Generates reports on outages and NOC Track Trouble 1 
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P 
I I 

ACRONYM 
PBX 

POTS 
PRI 

. 
DEFINITION BRIEF DESCRIPTION 

Private Branch Exchange 

P h  Old Telephone Service 
Primam Rat- hterfrce 

A private telephone switching system, usually located on 
a customer's premises with an attendant console. 
Voice-only telephone service powered by the network. 
ISDN interface equivalent to a T-1 circuit which provides 

I 
-, _--- I 23 bearer and 1 data channels running at 1,544 megabits 

I per second. 

REACT Remote Access Test System 

" 1 ~ I Module 

Provides the ability to test and manage a 
telecommunications network; allows for centralizing and 

1 reiease time and labor data. It handles time reporting and I 

~~ ~~ 

SOLAR 

SONET 

" 
links to the A/fsystems for hacking i d  cash treatment. 
An online order entry system for installing, changmg, or 
discontinuing services in GTE California territory. 
A standard for hansmitting information over fiber-optic 

Service Order Loading and 
Retrieval 
Synchronous Optical Network 

I I I automatine the functions of network maintenance, I 

SOP 

SORCES 

SPAC 

I via a windowed environment. 
1 A switched data service with transmission speeds of 45 SMDS I Switched Multi-Mepabit Data 

cabling. 
Responsible for the distribution, provisioning, tracking, 
and editing of IXC orders. 
Responsible for the collection of orders through direct 
contact with the customer to begin new service or to 
change existing service. 
A dedicated line from a customer to a long distance 

Service Order Processing 

Service Office Record k Computer 
Entry System 

Special Access 

- I Service 
I Service Manaeement Svstem 

I megabits / sec. 
I Customer billing system for certain repair services that SMS 

I company provided by a local phone company. 
I Single Point of Contact SPOC I Single Point of Contact 
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Ip 

F 

TOM 

ntrol and over discrete transmission paths operating 

used to report and track customer and company detected 

will replace ACES/CNAS. It has similar hct ional i ty  to 
ACES/CNAS and is used for special circuits, carrier 

Facilities & ekes of trouble are rbund in the same 25-pair 
complement as a result of 4Tel demand teshg;  the pattern 
tickets are Sent to the TAC for analysis. 
The data collector of the alarm data in the wireless TONICS Mediation device 

I trunks, and interoffice transnussions. 
1 A group which can create pattern trouble hckets once TCAF I TONICS for Customer Access 

TONICS 

TSM 

environment. 
Assimilates alarm data for viewing by technicians. 

Alarm collection for asynchronous switch messages as 

Telephone Operations Network 
Integration Control System 
Total Switch Mananer 

UNE 

VDT 

VGLU 

x.25 

- - 
well as non-switch messages; provides pattern alerting, 
triggered responses, and data storage for pattern analysis. 
An unbundled component of a telephone company's 
network. 
The provisioning of video to houses and offices by a 
phone company in competition with the cable TV 
business. 
A line over which voice conversation may be received and 
transmitted in the range of 300 Hertz to 3000 Hertz. 
Allows data from many~different users to be divided into 
smal l  packets and then transmitted over a common 
transmission line. GTE's X.25 network is considered a 
common cost since it provides the infrastructure for all 
GTE internal data communications. 

Unbundled Network Element 

Video Dial Tone 

Voice Grade Line 

Packet switching standard 

HIGHLY SENSITIVE CONFIDENTIAL 
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Activity 

1 

SERVICE ASSURANCE ACTIVITY DICTIONARY 

The activities for all of the work centers studied are compiled into this list. These activities are used in the work center 
supporting data of each section. A standard activity name and number are provided for ease of reference. 

Activity Name Activity Description 

1-8ooseMce 
Provisionine 

This activity includes all work assodated with the 
rrmvisionins of BM) seMce. Tasks included in activity - 

2 AIN Provisioning 

3 All BTL Activities 

1 ~~~~~ v 

a e :  receiving the order, allocating the number to the- 
sales channel, and entering the data into the 800 
database for proper call routing. 
This activity Includes all work assodated with the 
provisioning of AIN services. Included are: receiving 
order, allocating the number to the sales channel and 
entering data. 
This activity includes all activities associated with 
Below-theLine (BTL) work. These BTL costs are not 
included in the cost studv and are therefore identified in 
l t 0 t a l t o b e ~  ated from the work center's costs. 
(Thm achhnty uuludes work supporhng the achhnty of 4 lAi1 Suppomna 

5 

.. - 
Activities. 
Infrastructure Provisioning process. 
Provisioning 
AIISupporting 
Activities - Service 
Fulfillment 

provision& work orders. Thisis an fnfrastrudure 

Thk activity indudes all supporting activities a d a t e d  
with Service Fulfillment work. As SF costs are not 
included in the cost study, the supporting SF activities 
are identified in total to be searwated from the work 

6 

non-financial perfomance metria; e.g. daily 
administrative reports, reporting functions, and status 
reports as well as benchmarking are included in this 
activity. Analysis of Trouble Data -analyzing trouble 
reports (after the trouble has been reported and the 
work has been completed) to determine specific areas 
that require maintenance. This is a proactive stance 
toward network maintenance. This activity also 

Analyze O p m t i o ~ l  This activity indudes all work assodated with 
Performance 

- 
Process 

SF 
- 

gathering analyzing and disseminating finanaal and 

SF 

SA/SF 

IF 

indudes TAC Faus. 

SF 

7A m w e r  customer calls 
(Orders) 

7B Answer customer calls 
(Trouble) 

6 Claim Management 

SA/SF 

This activity indudes all work associated with 
identifying customer needs and assessing what actions 
must be done to meet that need and who, or what 
department is best capable of meeting the customer . 
need. 
This activity includes all work assziated with 
identitylng customer needs and assessing what actions 
must be done to meet that need and who, or what 
department is best capable of meeting the customer 
need. 
Management of GTE receivables from external 
organizatimw which are not recovered by RSI (Recover) 
Specialists Incuqmrated). 

SF 

SA 

SA 

- 
ATU 
BTL 
ATL 
- 

- 
ATL 

- 
BTL 

- 
ATL 

- 
ATL 

- 
,TL/BT 

- 
LTL/BT 

- 
ATL 
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Activity Activity Name Activity Description Process 

SA 9 kvber Po0 Reoair k Activiw related to repair and maintenance as well as 

Service Assurance 
h 

ATU 
BTL 
ATL . .  

Maintenance (equipment purchase'for the Cyber Pop SerVlce. I 

Ipre-fent damage to the local ut& udrastruchlre. I 

L 

activity also involves '"on& organization initiatives. 
This organization is the end-users' single point of 
contact for notification of planned construction. Based 
on the notification, other utility and commUniCati~ 
comoanies are informed and they will assign a locator to 

- I I '  

12B Dispatching Troubles 

e. 

13 Governmental k 
External Relations 

14 Make Equipment 
Recommendations 

and routing it to the appropriate field technician. This 
activity includes various tasks performed by 
dispatchers, as answering and placing phone calls to the 
field technicians for support. Dispatching also includes 
all activities related to the preparation of daily status 
reports on resolved trouble and all activities and time 
spent on escalation. 
The activity of taking trouble related information and 
routing it to the appropriate field technician. This 
activity indudes various tasks performed by 
dispatchers, as answering and placing phone calls to the 
field technicians for support. Dispatching also includes 
all activities related to the preparation of daily status 
reports on service orders and all activities and time 
spent on expeditions. 
Management of external relationships between GTE and 
governmental, regulatory, and other external 
organizations. This activity indudes lobbying and 
assuring compliance of policies and procedures set forth 
by federal, state, and local governments. This also 
includes any time spent on contractual obligations with 
external organizations. 
Includes evaluating the performance of vendor 
equipment, and creating company guidelines and 
standards for equipment to be carried by each 
technician dass, and to be used by other camers 

SA 

SA/SF 

SA 

IPlarnmg ldisasterrecovery mdudmg resource r e a s s t p e n t  I 
II)lspathp, Orders \The acnvicy of t a h g  sernce order related mformahon I SF 12A 

.. 

16 

17 

~~~ ~ ~ 

Customer Satisfaction reviewing, analyzing and acting upon CUStOmeI 
satisfaction survey information. 

Monitor and Control Monitor, analyze and initiate appropriate action for 
Network Elements alarms received from supplied support systems. Also 

includes alarms for the wireless product line, customer 
provided equipment (CPE), and SS7. 
Monitor, analyze and initiate appropriate action for 
alarms received from supplied support systems for 

SA 

Monitor and Control 
Network Elements ~ 

SA/SF 

I lconnechng to C T E s  network I 
1 i IMeaswe and Morutor lTtus amwtv mdudes all work assoclared wlth I SA/SF 

18 Monitor COPS Queues Timely review of all COPS queues and alerts to assure 
that r e w m  are assiened to Technicians in time to meet 

SA/SF 

P 
I 

commitments. it indudes report activity, filing, and 
paging men for clearing COPS. 

- 
ATL 

- 
ATL 

ATL 
- 

- 
ATL 

- 
ATL 

iTL/BTL i 
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Activity Activity Name Activity Description Process 

19 Monitor Internal This activity includes all work associated with SA/SF 
Procedures and 
Policies of the work center 

2OA Monitoring and 
Clearing AWAS Alerts overriding and rerouting alerts from AWAS. Making 
(Orders) 

monitoring and managing the policies and procedures 

The process of monitoring, clearing, manually 

sure all order commitments are met. The process of 
clearing an order ticket and updating dispatch 
information. 

SF 

308 Monitoring and The process of monitoring, clearing, manually SA 
Clearing AWAS Alerts overriding and rerouting alerts from AWAS. Making 
(Troubles) sure all repair commitments are met. The process of 

clearing a trouble ticket and updating dispatch 
information. 

Patches) to GTEs switches. This activity also involves 
21 Network Installing software upgrades (both Generics and SA 

Conhewation 

ATLI 
BTL 

ATL/BTL 

ATL 

ATL 

ATL 

Management actions to relieve service affecting network congestion, 
assisting with the turn-up of new network equipment 
and developing standardized methods and procedures 

.Management ltesmp; the switch to ensure it is funcnorWrp; properly I I 

(for traffic rOutinp;. I I 
_. .~~~~ ~~~~~~~~ ~ 

lprovisioning service related to wtomer orders. I 

25 

- 
a work center's future capabilities, capacity, 
performance expectations and resource requirements. It 
also includes assessing the capabilities of the 
introduction, provisioning, and the maintenance of new 
products and services. It includes all time spent 
preparing business cases, plans and work center 
budEets. Includes both operational and financial 

- _.  . 
Projects miscellaneous nature in order to support a particular 

work center. Also included in this activity is 
Intracompany correspondence. 

mixellaneous nature that support the functioning of 
Perform Special This activity includes managing projects of a SA/SF ATL 
Proiects - X.25 

IGTE's mternal X 25 network. I I 

- 
Iplanninp;. I 

ATL/BT I Administration 
support 

training, evaluating, motivating, rewarding and 
communicating with employees @ased on existing work 
standards), as well as surveying employee satisfaction. 
Troubleshooting and problemalving - idenhfylng and 
resolving issues with employees as they arise. This 

I .  . .  
Iwork with G " s  internal X.25 network. I I 

24 020 

lacnnty mcludes all day-today admuustraaon. I I 
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Admistration 
support - x.25 

. 
(imtial) training, communicating with, evaluating. 
motivating and rewarding employees (based on existing 
work standards), as well as surveying employee 
satisfaction. Troubleshooting and problem-solving - 
idenhfylng and resolving issues with employees as they 
arise. This activitv is specific to those employees who 

I .  

Iwork with G " s  mtemal X.25 network. I I 
24 020 
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31 

32 

33 

34 

35A 

Locahons 
addresses are the same. The specialist should update 
the host svstem and provide field technician directions 

and Deploymeit product support, for both new produck and existing 
products, to the work center. It indudes the 
development of training materials and delivery of 
training to the work center, as well as all administrative 
requirement% 
Includes proposing s p d c  and viable actions or 
business solutions within company guidelines relating 
to the continued repair or replacement of network 
fadlities. 

Provide Provisioning This activity involves all tasks related to the installation 
- X.25 of GTEs internal X.25 network. 

Proposing Network 
Improvements 

Provide System 
support 

This activity encornpaw the support of data and voice 
systems as well as personal computers and 
workstations. This activity includes all work (routine 
maintenance, system backups and system restoration) 
associated with ensuring the functionality of the data 
and voice systems, including ACDS, and the data and 
voice networks employed within GTE. Indudes 
updates on FC and laptop Ids and day-to-day computer 
and telephone support. This activity includes 
performing the launch of new computer desktop and 
workstation applications and upgrades to old 
applications. These applications indude but are not 
limited to TAS, AWAS, Excel and Word. 
Helping to diagnose and solve specific technical 
problems experienced by other groups related to GTE's 
internal X.25 network. Included are: software 
diagnostics, circuit or device statuses, reset ports, and 
refer circuits to field. 
Helping to diagnose and solve specific technical 
problems experienced by other groups. 

Provide Technical 
support - x.25 

Provide technical 
support 
(Infrastructrue 

(to a lob site when asked to assmt. 
ll'roduct Development IThis achnty mdudes all work assooated Wlth mgratlng 30 

SA/SF ATL/BTI 

SA/SF 

1 SA/SF 

I 
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This achvity mcludes all work assonated Wlth 
D~OVISIONII~ work orders. Thm IS an Infastructure 

I Activity I Activity Name I Activity Description 

39 

4OA 

Network Facilities and maintaining the network. 
Resolve 1-800 trouble This activity includes receiving the call conceming 800 
calls service trouble and working to resolve the problem. 
Resolve Customer This activity includes all  work assodated with installing 
Issue related to Service a Droduct/service/ or solving customer issue related to 

JPrOnsIONIIR process. 
38 IRepau and Mamtam llncludes all BZT/CZT achvihes mvolved m repamg 

\Orden l sekce order This also dude .  status reports 

l l A  

41B 

Trouble a product/service/customer problem. This also 
includes status reports. 

Resource Management Workload distributionlmanagement of manpower, 
(Orders) prioritizing work, assuring that the volumeof service 

and work orders can be completed by the available 
t d c i a n  or support personnel. Daily communication 
(including conference calls) between Workcenter (such 
as DRM, BDCC, Customer Operations) and field 
techniaans related to the scheduling of manpower (re- 
asigning BZT and C m  and analysis of missed 
commitments. 

prioritizing work, assuring that the volume of trouble 
tickets can be completed by the available techniaans or 
technical support personnel. Daily communication 
(including conference calls) between Workcenter (such 
as DRM, BDCC, Cust. 9 s . )  and field techniaans relatec 
to the scheduling of m a n m e r  (reaSSiKrdnK BZT and 

Resource Management Workload distribution/management of manpower, 
(Trouble) 

45 

UJ 

- -  
lur) and anal& of mir;sed cu&tmenb. 
!This activity indudes all time related to selling produ- 42 lSeUOneMore 

Management This &ta-is lwd?or th;routing of SS7 traffic between 
central offices and other network elements within GTEr 
network. 
This activity indudes all work assodated with 
supporling and responding to DBM issues for 911 
operations. 
Daily activity related to on-the-job training on new and 
existing poliaes and procedures and information 
systems. This activity indudes all time spent in trdnhg 
classes, whether as inskuctor or student, and includes 

Support911 

TraiNng 

and seM& associated with the "sell one more" 
program. This is a Service FdfiUment process. 

43 kite hoebions 1% activitv involves the inswction of collocated 

47 

~~ 

llocations to ensure the integrity of GTEs network. 
U 1557Database \Managing routing and lobal  transfer data for STPS. 

Video Network 
support 

Tlus amvity mvolves the mstallahon. mamtenance. and 
support of the mternal CTE video conferenang 

I I (network. 

HIGHLY SENSITIVE 

'rocess 

IP 

SA 

SA 

SF 

SA 

SF 

SA 

SF 

SA 

SA 

SA 

SA/SF 

SA -4 1 
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Service Assurance 

WORK CENTER RESOURCES AND BENEFITS CALCULATIONS 

Work Center resources are divided into two sections: labor and non-labor. These resource dollars 
are computed for each work center involved in the Service Assurance process. The resource 
dollars are then assigned through the activity model to the cost objects Which they support. 

Labor Costs 

Arthur Andersen calculated labor costs based on GTE loaded labor rates, provided by 
Jurisdictional Accounting, a department of GTE Finance. These rates are used in GTE's staff 
models and budgetary process. The loaded labor rates consist of three rates: the labor base rate, 
MICS loading rate (employee bonuses), and benefits loading rate (pension, insurance and taxes). 
The MICS loading rate was calculated at 10"h of the salary level base rate. The MICS rate applies 
only to salaried employees, as hourly employees do not receive employee bonuses. S ice  GTE 
uses a budgeted overtime rate for staffing purposes, this figure is used to calculate overtime costs 
for hourly and nonexempt salaried positions, except when otherwise noted. 

Calculations 

Labor Costs for General Management at a Given Salary Level = 
((Base Rate + MICS Rate + Benefits Rate) *Base Hours) Head Count 

Labor Costs for Non-Exempt Management at a Given Salary Level = 
((Base Rate + MICS Rate + Benefits Rate) Base Hours) + (1.5 Base Rate * Overtime Hours)) * Head Count 

Labor Costs for Hourly Employees at a Given Hourly Level = 
((Base Rate + Benefits Rate) Base Hours) + (1.5 Base Rate Overtime Hours)) Head Count 

Base Hours = 2,080 hours 

Overtime Hours = Base Hours *budgeted percentage per work center 

Non-Labor Costs 

Non-labor costs are calculated based on the most recent work center budget adjustments available. 
These costs include all non-labor expenses that come from the regulated expense accounts. 
Examples of these expense types include materials, supplies, travel, internal telecom, etc. These 
expenses are incurred by the work center as a result of the work center's operations. They 
comprise the second portion of the work center's total resource dollars. 

GTE Cost Pools 

This study is responsible for analysis all Service Assurance resource costs for the work centers 
involved in the Service Assurance process. All Labor and Non-labor dollars identified in this 
costing study has been subtracted from GTE's cost pools in order to avoid double counting. GTE 
costing group performs an extensive adjustment process to ensure all resource dollars identified 
herein are deducted from the appropriate Part 32 FCC account. 

HIGHLY SENSITIVE CONFIDENTIAL 
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SERVICE ASSURANCE WORK CENTERS 

CUSTOMER CARE CENTER (CARE) - 6230 AND 6232 

Work Center Desmption 

This work center (6232) acts as the chief interface to regional operations regarding repair needs 
and service demands. The Customer Care Centers are the primary contact for residential, small 
business, and resale service repair issues. These centers manage the testing and isolation of 
trouble in order to maximize revenue, reduce non-revenue-producing dispatches, and resolve 
customer inquiries. Trouble tickets are created in TAS and routed to other GTE work centers via 
AWAS. 

The Customer Care Center Support group (6230) provides day-to-day functional support to 
centers, coordinates administrative duties, analyzes and provides recommendations regarding 
problems, and coordinates activities relating to all CARE centers. 

Work Center Processes 

CARE is involved primarily in the Service Assurance process but has some involvement in the . 
Service Fulfillment process (e.g. Activity "Sell One More" performed by CARE representatives - in 
the process of assisting a customer with trouble, they are trying to sell them more services). 

Cost Objects Supported by Work Center 

CARE supports R1 and B1 services for retail and wholesale customers. Since the same CARE 
processes are used under the retail and wholesale environments, there are no avoided costs for 
CLEC trouble resolutions. The CLEC just displaces the end customer as the calling party. In fact, 
CARE has actually seen resolution times increase for CLEC troubles. GTE must recover the costs 
associated with CLEC service assurance. Therefore, the same cost structure is used for retail and 
wholesale service assurance. 

Internally, all costs are assigned to the UNE Switching, since all "in-house" trouble resolutions are 
cleared in the switch. However, since some troubles are sent to the central office or field 
technicians for resolution, this portion of the CARE'S costs are assigned to UNEs based on the 
Customer Operations positive time reporting system. See the Customer Operations section for 
more detail. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 
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Volume Total 
Insensitive Overall Final Network Element Volume 

Cost By Work Center sensitive 

Customer Care Center - Tampa 
6232 

Cross-connect 
Additive Cost 

Bus-In 
Coin 
p--Ln 

Addithe Cast Totd 
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NAC - Switched 
Additive Cost 

Bus-Ln 

Res-Ln 
COl" 

AddiUve COn TO181 

NAC - Swhchd ToId 

NID 
Additive Cost 

Bus-Ln 

Res-In 
COln 

Addithe Cost TOW 
NID Told 

Switching 
Additive Cost 
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Volume Total 
Overall Final Network Element VOlllmC 

cost By Work Center SUUi t iVC Inrcnsltive 

Customer Gare S&A 
6230 

Cross-connect 
Additive Cast 

BUS-Ln 
Coin 

Ra_Ln 
Additive CmI Total 

CmQcMI&iTml 

NAC - Switched 
Additive Cost 

0 " S - h  
Coin 

h - L n  
Addltlve CmI ToUl 

NAC ~ S*hd T d  

NID 
Additive Cost 

BUS-Ln 

Coin 

Rn-Ln 
Addltlve Cos# Tntal 

NID TOW 

Switching 
Additive Cost 

BUS-Ln 

Coin 

--Ln 

SmiIChU# T o w  
Addltlvc C W  Total 
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Find Service Cost By Wt,. .- -_.---. 

Customer Care Center - Tampa 

werau Scmltive Insensitive 

6232 
Bus-Ln 

Base Cost 
BW-In-Buc 

BUI Cod Topl 
n q L n  T d  

Coin 
Base Cost 

Cain-Buc 
B u c  C 1  ToUl 

coin TOW 

Res-Ln 
Base Cost 

R r a - b e u c  
8.u Cod T a l  

Ra-Ln TOW 
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HIGHLY SENSlTlV€ 

REDACTED 

24 027 
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Volume Total 
Overall Insensitive Final Service Cost By Work Center 

Customer Care S&A 
Sensitive 

6230 
Bus-Ln 

Base Cost 
Bw-Ln-Bue 

B.u Cost TOW 
Bur-Ln T W  

Coin 
Basc Cost 

Coin-Base 
B u r  Cost TOW 

coin I d  
Res-Ln 

Basc Cost 
Rcs-Ln-Buc 

B u r  COR T o l d  
Ra-Ln T d  

/-- 

Find scnicc Cm fa 6230 
HIGHLY S E N S m  

REDACTED 

24 028 
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GTE - Florida Cost Study 

Adm inistiator 

Service Assurance d 

Tampa 
Customer Care - 

r -  

Organizational Structure (includingfonuard-lwking adjustments) 

Secretary 

Customer Care 

Adm inistrative 
Clerk - 

-c____ 

I AVP 

Resource Senior 
Management Administrators 

Group Systems 
Supervisor (2 ) 

Secretary i 

Quality 
Trainer 

HIGHLY SENSITIVE 

REDACTED 

CONFIDENTIAL 
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GTE - Florida Cost Study 
Service Assurance 

/- REDACTED 

24 030 
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Customer Care Center - Tampa 
Virginia Filing 
Work Center Codes: 62s2 

&I Service Assurance [.I Infrastructure Provisioning Number of employees: 

k!l Service Fulfillnicnt 

0 Billing and Collections 

Work Center Description: 

~ ~~~ ~ ~ ~ _ _  ~~ ~~ - ~~~~ ~. 

__ I I Sales. Marketing, and Advertising 

0 Other 

Customer Care Center provides customers with 
helpand repairon RI. BI. and Coin Lines objects: Switching 

Number of contractors: 

Total number of FTEF: 

UNEs identified as cost 
____ - 

~ - 
NID, NAC Switched. Cross Connect. 

States Supported by the  
Work Center: 

KY, AL. NC. SC, VA, FL 

Market Segments 
Supported by the Work 

Residential. Business and CLEC's 

I l l t i l l l .Y  SENSllIVE 

Services identified as cost 
objects: 

Res Line, Bus Line, Coin 

Notes: 

REDACTED 

CONFII)ENIIAL 

Staff Secretary -no job class information 
provided, classified in model as Non-Exempt 
Management Level IB. 



GTE 
Service Assurance Cost Study 

Customer Care Center - Tampa 
Florida Filing 
Work Center AcUvilies Work Center Codes: 6232 

Actidtier ATUBTL DirecclShnredlCommon Process Primry/supportiog 

Answer cusluiiy~ culls (Tmbls) A n  Dimct Ssrvicr A s s u m  PfllUMY 

Anslyn ~ a t i o n a l  Rrfommmx ATL Shad ScNius Assurnncs Suppming 

Monim l n k d  Proccdurer and Policies ATL Shad .%Nice Assurance Suppaning 
Rrform Special Projects ATL S h a d  Suvicc Assurance Supparting 

P e r s d  and Adminisudlion Suppan ATL Shad Service Assurance Suppaning 
Roduct avelopmen1 d Dcplaymnl ATL Shved Service A u u ~ c e  Supponing 
Pmvide Splsm Suppan ATL Shved Scrvicc Arwrancc Suppning 
Rerolve Curtom Trouble ATL D m t  Service ASI"ranCC R i w  

Suppming Resource Management (Trouble) An.  Shved 
Scll One Mom An. D i m t  Suvicc Fulfillment Wmvy 
Training ATL Shved Scrriec ASSURW S u p p l i n g  

perform workcsatu Planning ATL Shad Service Arruranee supponing 

Service Assurance 



/-. 

Customer Care Center - Tampa - 6232 
Florida Filing 

h- custom calk (Tmublc) 
Rualve Custom Tmubk 
sell OK Mom 
Training 

CARE R e p  TOW 

Facility Clerk 
h s w  cusiomr calls (Tmuble) 
Resolve Curtomr Tmuble 
Sell On More 
Training 

Facility Clerk TOW 

Manager 
A n a l p  0pCntion.L Moms 
P c r t m  WwLccntcr Planning 
P m d  and Adminiswdm S u m  
Reooive Custom T m b k  

Mmagsr TOW 

Offline CARE Reps 
AnalyzcopcratioMlM0nLlana 
Resolve Cus lom Tmvble 
R a o v n r  Manapmml (Tmubk) 

Ornine CARE Reps Tom1 

Quality Trainer 
Analycc 0paSdon.l M w m a n a  
Monitor L n ~ d  M u m  and Policieo 
Penemel and Administration Support 
Rodust tkvelopmau and Deploymcnl 
Sell OK Marc 

Quality Trainer TOW 

Resource Management Group 

R a a u m  Manngemml Group TOW 
Raoura M n r u g u w t  (Tmubk) 

RMG - FMLA issues 
A r u l p 0 p C n I i a n a l P a f ~  
PeMlUrl d Admimiswdon Suppon 

RMG . FMLA Ima TOW 

RMG Clerks 

RMG Clerks TOW 
R u o m  M n n a g e m t  (Tmubk) 

HIGHLY SP(SlTM3 CONFiDENILU 

REDACTED 

24 033 
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GTE 
Senice Asunnce cost S l d Y  

Customer Care Center - Tampa - 6232 
Florida Filing 
Work Center Activities by Job Class 

% of Ti Spat  Position Activitia 

RMG Supernsor 
Rnwncl and h ~ ~ t r s n ~ a .  Soppori 
R- M v l ( T r w M )  

RMG Supcwiwr TOW 

Section Manager 
Per fm SpCc1.l Rolcctr 
PCrfOrm wockcenw n-s 
PaJoMel and AdnnNstTptlon Sllppwt 

Section Manager TOW 

Staff Secretary 
AnalyLeopcrauOpuaflorvlPaf- 
Pafarm w0ckcenmPiaMu.g 
RMNlcldAdm~ly~mmSWnm 
Resolve Customs Tmubk 

shn Secre1.q TOW 

Supervisor 
p a f m  specul Fmlcfu 
prrrnvlcl m d  AdmuusnaUm Suwr l  
Raolw Cust- Tmubk 
Raowcc M s n y m c n t  (Tmubk) 

Supcrviror TOW 

Support Clerk 
Perform Spsclal FioJecls 
mfmw0ckcenmPiaMu.g 
PmMUrl ad AdmlllltMm Sappon 

Support ClrrkToW 

Systems Adrmn 
Ron& System Supeon 

System A d n i n  TOW 

/-- 

REDACTED 

HIGHLY S W S m M  

24 034 
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GTE 
Service Assurance Cost Study 

Customer Care Center - Tampa4232 
Florida Filing 

c. 

Lwzx 

Only the costs related to ATL, Service Assurance activity, are included in our model. All BTL work time is aggregated into the 

template. 

The BTL percentages represent time spent on non-regulated services (ie..Long-Distance, Wireless, CPE) 

* "BTL activity" and segmented from our study. The ATL/BTL breakout is calculated and explained on subsequmt pages of this 

c 

24 035 



GTE 
Service Asuranru Ciisl Sludy 

Customer Care Center - Tdmpa-6232 
Florida Filing 
Work Center Resources 

~ Labur nwrceh 
c....-" 

N 
0 

3 
HIGHLY SENSITIVE n 

REDACTED 

INFORMATION KESTRICTEU 



GTE 
Service Assurance Cost Study 

Customer Care Center - Tampa - 6232 
Florida Filing 
Work Center Resources 

NQpX 

Overiime is paid at time-and-a-half of the employee’s base rate. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “ P e r f o m c e  Compensation.” 

The ”Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits 

Percent of labor and non-labor expenses assigned to each state is based on trouble tickets. See TAS ticket page of the template 
for calculation. 

Non-labor expenses are based on work center August 1998 outlook. 

HIGHLY SENSITIVE CONFIDENTIAL 

24 037 
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Customer Care S&A 
Florida Filing 
Work Center Codes: 

0 Service Assurance [I Infrasuucture Provisioning Number of employees: 

W Service Fulfilliiieiil Number of contractors: 

0 Billing and Collections U Other Total number of FTES: 

UNEs identified as cost Work Center Description: 

~~~~ ~ . ~~~~ .~ ~ ~ ~ ~- ~~ ~ .. . ~~ ~~ ~____ ~ ~~ ~~~~~~ ~ .~ ~ 

1.1 Sales. Marketing. and Advertising 

___ - __. ~_____- 
NID. NAC - Switched, Cross Connecl. The Customer Care Center Support group 

provides day-to-day functional supporl to objeck Switching 
centers, coordinates administrative duties, 
analyzes and provides recommendations 
regarding problems, and coordinates activities 
relating to all CARE centers. 

States Supported by the National 
Work Center: 

Market Segments 
Supported by the Work 

Residential, Business, and CLECs 

x 
Ita 

0 
0 
cb 

IIIGI1I.Y SENSU IVE 

Services identified as cost 
objects: 

Res-Ln, Bus-Ln. Coin 

Notes: 

REDACTED 

CONFIlItN'I IAL 



GIE 
Service Assurance Cos1 Study 

Customer Care S&A 
Florida Filing 
Work Center Activities Work Center Codes: 6230 



GTE 
Service Amvnoee Cart Study 

Customer Care S&A - 6230 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

AVP 

AVP TOW 

Executive Secretary 11 

Exreutlrc k r r u r y  U Toul 

Staff Adnun 

Stan A h o  TOW 

- 
Penomel and A d m N i ~ M  Suppon 

Personnel and Admrurmnon Support 

Personnel and Admmmnon Support 

Support Mgr. 
Pcmnnel and AdmNlrmon Support 

Supporl M u .  TOW 

REDACTED 

CONFIDENTIAL 
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GTE 
Service Assurance Cesl Study 

Customer Care S&A-6230 
Florida Filing 
Work Center Resources 

Labor Resources 

Rates Base OT 
Base MlCS Bfts HoursRate 6001 6002 6004 6153 Benefits Total tTE Position Pay Level 

REDACTED 

IC 
b 

0 
4 
CI 

IIItiHLY SENSITIVE 



GTE 
Service Assurance Cost Study 

Customer Care Center S&A- Tampa - 6230 
Florida Filing 
Work Center Resources 

P 

&?kX 

Overtime is paid at time-and-a-halfof the employee’s base rate. 

Exempt pay is computed fmm the “Base Rate” for s&ed employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “Performance Compensation.“ 

The “Benefits Rate” is w d  to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits 

Percent of labor and non-labor expenses assigned to each state is based on @ouhle tickets. See TAS ticket page of the hnplate 
for calculation 

Non-labor expenses arc bascd on work cents August 1998 outlook. 

REDACTED 

n 
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GTE 
Service Assurance Cost Study 

ARTHUR ANDERSEN LLP 

CARE Work Center 6230 and 6232 
Florida Filing 
Work Center Inforniation Systems 

ACTIVITY 

HIGHLY SENSITIVE CONFIDENTIAL INFORMATION RESTRICTED 



GTE 
Service Assurance Cost Study 

ARTHUR ANDERSEN LLP 

CARE Work Center 6230 and 6232 
Florida Filing 
TAS Uaily Activity Report' 
Services Io UNE's Mapping 

MeasurPmrnls Nov-97 Dec-97 Jan-98 Pcb-98 Mar-98 Apr-98 May-98 jun-98 jul-98 Aug-98 Sep-98 Told 

REDACTED 

HIGI1I.Y SENSIIIVE 



/-- 

Customer Care Center - Tampa-6232 
Florida Filing 
Cost Object Driver Perceatnges 

Setvice Driver 
B " L h  
CO," 
Rw-h 

Told Driver PrrrrOt8Se 

REDACTED 

HIGHLY S W S N  CONRDENTlAL 
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GTE 
Service Assurance Cost Study 
Florida Region 

CARE Work Center 6230 and 6232 
Florida Filing 
TAS Ticket Calculations' 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 

ARTHUR ANDEFtSEN LLP 

INFORMATION RESTRICTED 





GTE - Florida Cost Study 
Service Assurance 

Sa t iona l  Customer Support Center (NCSC) - 6260 

Work Cetiter Description 

This department is involved at the front end of all of GTEs new product and service deployments 
by providing customers with repair assistance on these services and by improving the company’s 
abilities to deploy advanced products and services. As such, this group interfaces with various 
other operations and product management/deployment groups to improve and enhance the level 
of service provided to users of advanced products and services, including both network and BTL 
products. All BTL costs were excluded from this study. This department consists of the following 
groups: 

NCSC System Support 
Complex Product Support 
NCSC Training and Testing 
NCSC Analyst 
Administration 

NCSC System Support is responsible for administration, maintenance, and support of PCs, 
Legacy, and Client/Server based systems, call center administration, network problem resolution, 
NCSC hardware/software support, and maintenance of Care system users and NPA/NNX 
databases. 

Complex Product Support is responsible for overall product support activities, consultative 
relationships with Network Services staff groups, technical consulting, trouble analysis for major 
customers, second level support for NCSC Analysts, and project management for new products 
and services. 

NCSC Training and Testing is responsible for new product training coordination and curriculum 
development and presentation. 

NCSC Analysts use independent judgement to provide consulting and trouble analysis and act as 
a feedback loop to product management. They are the work center‘s primary interface to 
customers and generate the vast majority of trouble tickets. 

Work Center Processes 

NCSC primarily supports Service Assurance. 

Cost Objects Supported by Work Center 

The regulated services supported include ISDN Basic Rate Interface, ADSL, and Centranet. 

All corrective work is done in the switch database, so Switching is the only UNE cost object 
supported “in house”. The vast majority of troubles generated by the NCSC are resolved “in 

24 047 
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GTE - Florida Cost Study 
Service Assurance 

110u.e'' @<,:~~;Lmall>- ,  :roubles result in tield dispatchers ivherebv S.AC-S~\-it ihed or \~ - \C-~FLY: .~  
ivill be repaired 

HIGHLY SENSITIVE CONFIDENTIAL 
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Final lVrhvork Elrnrerrt Volume Volume Total 
Cost BJ Work Crrrier Sensitive Insensitive O\er i l l  

National Customer Support Center 

6260 
NAC - Special 

Additive Cost 
Bur-CNTRNT 
ISDN-ERI 

Additive Cost Total 
NAC- Special Told 

NAC - Switched 
Additive Cost 

Bur-CNTRNT 
ISDN-ERI 

Additive Cost Total 
NAC - Switched Told 

Switching 
Additive Cost 

BUS-CNTRNT 
ISDN-BRI 

Addillve Cost Total 
Switchins Told 

REDACTED 

24. 049 
Ftnal Network Element Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 
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Final Service Cost By Work Center Volume Volume TOtll 

National Customer Support Center 
6260 

Sensitive Inrensiti\e O\erall  

Bus-CNTRNT 
Base Cost 

Bur_CNTRUT-Barc 
Baic Cost Total 

Bur-CNTRNT Told 

ISDN-BRI 
Base Cost 

ISDN_BRI-Base 
Bare Cost Told 

ISDN-BRI Told 

Final Service Cos1 lor 6264 
HIGHLY SENSITIVE 

REDACTED 

24 050  
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GTE - Florida Cost Study 
Service  .Assurance 

I \  urk CL,rrtcr. Cu3t \lode1 Resiilts 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

Organizational Structure (includingfonuard-Iooking adjustments) 

National Customer Service Center 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 

24 051. 
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GTE - Florida Cost Study 
Service Assurance 

4ssulrl;rtrciiis \ l , r t fe  f o r  Forawrd-Looking S t d y  

REDACTED 
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National Customer Support Center 
Florida Filing 
Work Center Codes: 6260 

M Scrvice Assurance U Infrasuuclurc Provisioning Number of employees: 
~ . ~ ~~ ~~~~ -. . ~~~~~~ ~ ~ ~~ ~~~~~~~~~ ~~ ~~ 

CJ Service Fullillnient Ci Sales, Marketing, and Advertising Number of contractors: REDACTED 
L7 Billing and Collections 0 Other Total number of FTEs: 

Work Center Description: Provides custoiners with Help and Repair on UNEs identified as cost 
new products and services. objects: 

-~ .~ .- 

Switching. NAC-Switched, and NAC_Sl,c.cuI 

States Supported by the National 
Work Center: 

Market Segmenls 
Supported by the Work 

All Markets; Retail and Wholesale 

Services identified as cost 
objects: 

Bus-CNTRNT. ISDN-BKI. and ADSL 

Notes: 

HIGHLY SENSll IVL 
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c x f i  
Service Auuraner Curt Sludy 

National Customer Support Center 
Florida Filing 
Work Center Activities Work Center Codes: 6260 

ATL Shared Suvicc Assu ianc~ul f i I In~n~  
ATL UlreLl Suvice Assurance 

ATL Shared Service Anurancc 
ATL S h a d  Service Awrmcr  
ATL Shared Service A~~urilncr 
ATL Shared Service Assurance 
ATL Shared Service Assurance 
ATL S h d  Service Arrurance 
ATL Uirrcl Service Assurance 
ATL Sharrd Servicr Assurance 
ATL Shared Service Asssurancr 

INI~OUMR I ION HI  \ I  lil( 1 I 1 1  Ill(itll~Y S1-NSIIIVI: <'(INI'IIJt:N I IAl. 



GTE 
srr,ice .?.ssurince Cost Stud? 

S a t i o n a l  Customer Support Center - 6260 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 

Admin 

% of Time Spent 

h n r w r  Customer calls (Tmubk) 
Product Development and Deployment 
Resolve Customer Trouble 
Training 

.Admi" Total 

Analyst 
Answer customer calli (Trouble) 
Resolve Customer Trouble 
TL2l"i"g 

.Analyst Total 

Dept. clerk 
Perform Special Projccu 

D~pt.clerkTots1 

Director 
Analyze Opcntional Performance 

Meaurr and Monitor Customer Satisfaction 
Perform Workccntsr Planning 
Penanncl and Adminirmuon Suppon 
Product Developmcnt and Deployment 
Resource Management (Trouble) 

Director Total 

Hmrainer 01 
Penonnel and Adminisvation Suppon 
Product Development and Deployment 

HIUTrainer 01 Total 

HFUTrainer 02 
Personnel and Adnunismtian Suppon 
Product Development and Deployment 

HIUTrainrr 02 Total 

Project Management 
Analyls Operational Performance 
Mcz~~ure and Monitor Cvrmmer Satinfactlorn 
Pcnonnel and Adminirmtion Suppan 
Pmduct Development and Deployment 

Project Management Total 

Resource Management 
Analyze Operational Pcrfonnanncc 
Resource Managemcnt (Trouble) 

Resource BIsnagrmrnr Total 

REDACTED 

HIGHLY SENSITIVE CONFDENTLAL 
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GTE 
S e n i c e  .Assurance Cost Study 

Satianirl Customer Support Center - 6260 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 

Section Manager 

% of Time Spent 

~ n a l y z e  Operational Performance 
perform Workcenter Planning 
pe~onne l  and Adrmniruation Suppan 
Product Development and Deployment 

Section Manager Tala1 

Sr. Admin 
~ n r w e r  customer calls (Trouble) 
Product Development and Deployment 
Resolve Customer Trouble 
Training 

SI. Admin Told 

Staff Admin 
Andy= Operational Performance 
perform Warkcmtcr Planning 
Penonnsl and Administration Suppon 
Product Dsvelopmcnl and Deployment 

Staff AdminTatsl 

Staff Sec. 

Staff See. Total 

Supervisor 

Pe~sonnsI and Administration Suppon 

Answer customer calk (Trouble) 
Personnel and Administration Suppon 
Resource Management (Trouble) 

Supervisor Total 

Systems Administrator 
Analyze Operational Rrformancc 
Perform Spccial Project$ 
Provide System Suppon 

S y ~ t e m  Adminislrztor Total 

Systems Assistant 
Analyze Operational Performance 

Provide System Suppon 
Perform Spcclal Project$ 

Svstenu ArsbtDnlTotDl 

REDACTED 

HIGHLY SENSITIVE CONRDENTlAL 
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GTE 
Seryice .assurance Cost Stud? 

SCSC \Vork Center - h260 
Florida Filing 
\Vork Center Acti~ities by Job Class 

.A, trouble ticket is usually closed by the NCSC rep who takes the call. It could, however, be transferred to a Supervisor within 
the NCSC, a C.O. Tech, a Field Tech, a DBM analyst or the NOC for resolution. In these cases, the NCSC rep I S  notified when 
the issue is resolved and is responsible for ensuring the trouble issue is completed properly. 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE 
Service .Assurance Cost Study 

.yCSC \Vork Center - h l h o  
Florida Filing 
\\'ark Center Resources P 

&&x 

overtime is paid at time-and-a-half ofthe employee’s base rate 

~ x ~ m p t  pay is computed from the “Base Rate‘’ for salaried employees. Non-Exempt Pay is computed from the “Base Rare” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits 

Percent of labor and non-labor expenses assigned to each state is based on resolved trouble tickets. See The State Cost 
Assignment page of the template for calculation.. 

The credit to SAP element code 6790 represents a stretch goal to decrease expenses by this amount. 

Non-labor expenses are based on August 1998 outlook 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE 
Seru.-e Assurance Cost Study 

NCSC Work Center - 6260 
Florida Filing 

Information Systems 

HIGHLY SENSITIVE CONFIDENTIAL 
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rc 

Resolve Problem 

Activity Drivers Trouble Tickets 
State 1/1/98 ~ 813 1/98 

Activities 

ARTHUR ANDERSEN LLP 

State's 
percentage 

GTE 
Service Assurance Cost Study 

ZCSC \\.ark Center - 6260 
Florida Filing 
Rate Cost Assignment 

IL 
IN 
KY 
MI 
MN 
MO 
NC 
NE 
NM 
NV 
OH 
OK 
OR 
PA 
sc 
TX 
VA 
WA 
WI 

TOTALS 

REDACTED 

Note: This table shows the trouble ticket volumes by state, processed by the NCSC over an 8 
month time period. These counts are used to drive the NCSC's costs to the different states it 
supports. 

HIGHLY SENSITIVE CONFIDENTIAL 
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\ationat Cuhtomer Support Center-6260 
Florida Filing 
Cost Object Driver Percentages 

Service Driver 
4DSL 
Bus CNTR3T 
ISDN-BRI 
Other REDACTED _ _  
Total Driver Percentage 

HIGHLY SENSITIVE CONRDENTLU 
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GTE 
Service Assurance Cast Stud? 

\CSC \Yark Center - 6260 
Florida Filing 
Cost object Driver Percentages 

- Notes: 

Cost object driver percentages were provided by the NCSC management through the interview process 

HIGHLY SENSITIVE CONFIDENTIAL INFORMATION RESTRICTED 



GTE 
Service Assurance Cost Study 

ARTHUR ANDERSEN LLP 

NCSC Work Center - 6260 
Florida Filing 
Service Type Cost Assignment 

Percentage of time spent on specific services' 

UNE Assignment (Calculated from Disposition Codes on TAS trouble tickets? 
%'S 

Other Objects' 
NAC-Switched 
NAC-Special 

Switching 
Total 

Notes: 
* "Other objects" represents work activity on BTL or Service Fullfilment cost objects. This 
percentage is excluded from our study. 

assigned to a UNE cost object, based on the disposition code used to "clear" the ticket. The 
disposition code describes the item that was repaired to restore proper service. 

GTE provided a count of TAS trouble ticket reports from 1/98 - 8/98. Each of these troubles was 3 

HIGHLY SENSITIVE CONFIDENTIAL INFORMATION FILS I l i l ( ,  I 0 





GTE - Florida Cost Study 

c 

Service Assurance 

Division Resource SIanagement (DRhl) - 51A0, j lB0 

CVork Ceriter Description 

DRM provides both mechanized dispatch monitoring and manual dispatch of trouble and service 
orders. DRM coordinates and monitors Florida Regional Customer Operations field technicians 
(CZTs/BZTs) for service installation and repair for residential customers as well as one and two 
line business customers. 

The DRM has several functions. The DRM works to ensure that the technicians select the 
optimum job. It must ensure that each district has enough technicians to complete the day's work. 
This often includes moving technicians from their assigned areas into another district. The DRM 
develops forecasts for the next two weeks' activity based on historical data. The work center also 
corresponds with the CARE Center regarding customer negotiated due dates. 

The DRM in Florida consists of two work centers that have divided their responsibility on a 
geographical basis into: 

DRM Inland (5JAO) 
RM Coastal (5JE30) 

Work Center Processes 

DRM supports both Service Assurance and Service Fulfillment Processes. A 1imited.amount of the 
work center time is spent on activities related to Infrastructure Provisioning. 

Cost Objects Supported by Work Center 

Since DRM supports the customer operations field technicians, its costs are assigned to UNEs 
based on the customer operation's positive time reporting system (STAR) for CZT technicians. See 
the Customer Operations work center documentation for more detail. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

HIGHLY SENSITIVE CONFIDENTIAL 
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t'olume Told  Firla1 .Verw,ork E[erfrerit Volume 
c,m By llbrk Certter 
Division Resource ~Ianagement-Florida-Coastal 
5fBO 

Sensiti~e lnrensifi\e O\erall 

Cross-connect 
Base Cost 

croirsonneet-Base 
Base Cost Toll1 

Cross-connect Told 

Interoffice Transport 
Base Cost 

Bare Cost T01.1 
lnteroJj7ce Tmnrpon Total 

lntemfflec Transpan-Bass 

NAC - Special 
Base Cost 

Base cost Total 
NAC - Special-Base 

NAC- S p c i d  Told  

NAC - Switched 
Base Cost 

Ba9r Cost Tolnl 
NAC - Svilchrd Total 

NAC - Switehcd-Bsc 

NID 
Base Cost 

NID-BnK 
Base Cost Total 

,VID Total 

Swirching 
Base Cost 

Switching-Bars 
Base Cost Total 

Switchin8 Total 

Final Network Elcrncnt Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

24 067 
Florida 

INFORMATION RESTRICTED 



P 

Final ,Vetwork Elernerrt Volume Volume Tot31 
Sensithe Insensiti\ e Ckerdl Cosr By Il’ork Cerrter 

Division Resource I\.Ianagement-Florida-Inland 
SJAO 

Cross-connect 
Base Cost 

Bare Cost Total 

crorr-conneci-Bare 

Crorr-eonnscl T o l d  

Interofice Transport 
Base Cost 

Barr Cost Told 
Inrrroflce Transporl TO14 

interornee Tranrport-Bsre 

NAC - Special 
Base Cost 

Barr Csst Total 
NAC . Spcclal-BaSe 

NAC- Spre1.d Told 

NAC - Switched 
Base Cost 

Base Cost Total 
NAC- Switched Total 

NAC . Switched-Bnu 

NID 
Base Cost 

NID-Bare 
Barr Cost Told 

NID T o l d  

Switching 
Base Cost 

Base Cost Told 
Swmhmg-Base 

Suitchin: Told 

REDACTED 

Final Ncrwork Element Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

Flonda 
INFORMATION RESTRICTED 



GTE -Flor ida  Cost Study 
Service Assurance 

HIGHLY SENSITIVE 

REDACTED 

24 069 
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GTE - Florida Cost Study 
Service Assurance 

6 

REDACTED 

HIGHLY SENSITIVE 

24 070 
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GTE 
Service Aarurninu c'usl Study 

Division Resource Management - Florida-Inland 
Florida Filing 

W o r k  Center  Codes: %IAo Work Crnlrr  Aclivilies 

HICII1.Y SENSIIIVL- 



CTE 
service .assurance Cost Study 

z" 

Division Resource '\Ianagernent - Florida-Inland - 5JAO 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 

Adrnin Support Clerk 

% of Time Spent 

AI1 BTL .Acuv!ties 

All Supporting Activities. Service Fulfillment 
Personnel and Adminimation Suppon 

Admin Suppoor1 Clerk Tolal 

Assigner / Dispatcher 
All BTL Activities 
All Supponing Activities - Servlcc Fulfillment 
Answer customsr calls (Ordcn) 
~ n s w e r  customer calls (Tmuble) 
Dispatching Ordcn 
Dispatching Troubles 
Monitor Internal Pmcdunes and Policies 
Monironng and Clewing System (Orden) 
Monitoring and Clcanng System (Troubles) 
Pcnonnel and Adminismuon Suppon 
Plotting Work Loeauans 
Provide technical ruppon (Orden) 
Provide rcchnicd  upp port (Trouble) 
Resolve Curtomr lrrue nlaled to Service Orden 
Resolve Curtomsr Trouble 
Resource Management (Orden) 
Resource Management (Trouble) 
Training 

.Arrigncr I Dispatcher Total 

DRM Manager 
All BTL A&vities 
All SuppoNng ActiwUm - Servicc Fulfillment 
AnaIyzt Operational Performance 
Disaster R e c o v q  Planning 
Monirar Internal Pmccdum and Policiu 
Perform Workcenter Planning 
Personnel and Administration Suppon 
Resource Management (Orden) 
R~SOYICC Management (Trouble) 

DRM Mnnngtr ToUI 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE 
Serrice .issurance Cost Study 

r' 

,--- 

Division Resource SIanagement - Florida-Inland - jJ.40 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 90 of Time Spent 

Service Clerk 
All BTL Activities 

All Supporting Activities. Service Fulfillment 
,Answer customer calls (Orden) 
ADIWC~ c ~ ~ c o m e r  calls (Trouble) 
Dirpatching Orden 
Dispatching Troubles 
Measure and Monitor Customer Satisfaction 
M O ~ ! ~ O I  md Contml Network Elements 
Monitor lnicrnal Rocedurcs and Policier 
Monitoring and Clearing Systems (Orders) 
Monitanng and Clearing Systems (Troubles) 
Perfom, Special Projecu 
Pcnonnel and Adminirmtion SuppoK 
Provide technical ~ p p o n  (Orders) 

Provide technical ruppon (Trouble) 
Reralvs Curtomer krve related to Service Orders 
Resolve Customer Tmublc 
Resource Management (Orders) 
Resource Management (Trouble) 
Training 

Service ClorkTotal 

Supervisor - Dispatch 
All BTL Activities 

Analy~e Opentional Pctfoformmce 
Monitoring and Clearing System (Orders) 
Monitodng and Cleaing System (Troubles) 
Rcnonnel and Adminiruadw Suppen 
Rerolve Curtamer krue related to Service Orders 
Resolve C u s t o m  Trouble 
Reroures Management (Orders) 
Rerourcc Mansgemcnt (Trouble) 

All SUpporlhg Aclivitics . Service Fulfillmen1 

Supenisor. DbpnIch Total 

Supervisor. Dispatch I1 
All BTL Activities 
All Supporting Activities - Service Fulfillment 

Monitodng and Clearing System (Orden) 
Monironng and Clearing Systems (Troubles) 
Perronnel and Admnirmtion Support 
Rsrolve Customr krue relaled to Selvicc Orders 
Rcrolvc Customer Trouble 
Resource Management (Orden) 
Resource Managemmt (Trouble) 

Analyze opentmnal Performance 

SupcrYiror . DI6pPICh I1 Tots1 

HIGHLY SENSITWE 

REDACTE 

CONFIDENTIAL 

24  0174 
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CTE 
srrrice .~ssurance Cost  Study 

I)i\ ision Resource llanagement - Florida-Inland - 5J.AO 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Supervisor - Dispatch I11 
All BTL Activities 
~ l l  Supporting Activities - Service Fultillment 
~ n a l y z e  Operational Performance 
Manironng and Clearing System (Orden) 
Monimnng and Clearing Systems (Troubles) 

Personnel and Administration Svppon 
Resaucce Management (Orders) 
Resource Management (Trouble) 

Supervisor. Dbpstrh 111 Total 

Supervisor - DRM 
All BTL Activities 
All Supporting Activifle - Service Fulfillment 
Analyze Operational Performance 
Perform Warkcenter Planning 
Personnel and Administration Suppan 
Provide System Suppan 
Resource Management (Orders) 
Resource Management (Trouble) 

Supervirar . DRM ToIPI 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 
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DIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 

24 076 
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DIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

A C T l V l N  PERCENTAGE CALCULATOR 

REDACTED 

/-- 
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DIVISION RESOURCE MANAGEMENT 
~ 

FLORIDA FILING 
ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 

P. 
I . ._ 

iD 

24 0.78 



DIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 

24 079 



DIVISION RESOURCE MANAGEMENT 
WASHINGTON FILING 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 

24 030 



OIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 

24 081 



DIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 



DIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 

2 4  033  





GTE 
Senice .tssuranre Cost Stud) 

Divi.iion Resource \lanaqenient (DR\I)  - SJAO 
Florida Filing 
\\'ark Center Resources 

Overtime is paid at time-and-a-half of the employee’s base rate. Percentages (4.0% for Service Clerks and Dispatchers, 3.0% 
for Administrative Support Clerks) of overtime were provided by DRbf Busmess Analyst. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 ”Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits 

Non-labor resources for the Division Resource Management are included in the non-labor resources for Customer Operations 
Work Center. 

HIGHLY SENSITIVE CONFIDENTIAL INFORMATION RESTRICTED 



Division Resource 3Ianagernent-5J.40 
Florida Filing 
Cost Object Driver Percentages 

Unbundled Network Element Driver 
C<OiS-CO""eC, 

REDACTED 
Switching 

Total Driver Percentage 

HIGHLY SENSITIVE CONFDENTLU 
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GTE 
Serrice Assurance Cost Study 

Di\ision Resource \Innagement I D R l I )  - 55.40 
Florida Filinq 
Cost Object Driver Percentages 

/- 

,Vores: 

Cost object driver percentages are based on CZTI and CZTII technician hours derived from the 1998 STAR database. 

'A 
HIGHLY SENSITIVE CONFIDENTIAL 
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Division Resource Management - Florida-Coastal 
Florida Filing 
Work Center Codes: 

&/ Service Assurance U Infrastructure Provisioning Number of employees: 

M Service Fulfillment 

~ ~~ ~ ~- ~ .~ ~~~~ ~. ~~~ ~~ ~ ~~~~~ ~~ 
~~~~ ~~~~~ ~~ ~~ ~~ ~~ ~~~ 

0 Sales, Marketing, and Advertising REDACTED Number 01 contractors: __  
Total number of FTEs: 

UNEs idenlified as cost 
objects: 

-~ ~~ 

0 Billing and Collections 

Work Center Description: 

0 Other 

DRM provides dispatch administration for 
mechanized dispatch monitoring as well as for 
manual dispatch of trouble and service 
ordersw. DRM coordinates and tracks 
manpower for service installation and repair. 

NAC-Switched, NAC-Special, NID. C r w  
Connect, Switching, Mutliplexing, Intctolticc 
Transport 

States Supported by the Florida 
Work Center: 

Market Segmenls Residential, Business (1-2 lines), and Cable Notes: 
Supported by Ibe Work (interoffice trunks) 

Services identified as cost 
object% 

Res Line, Bus Line. Coin. Bus Centranet 

Illlill1.Y SCNSII IVE <'ONI'IUEN rlAL 

General Manager. Executive Secretary. mJ 
Quality Trainer costs are charged to thc I)KM 
work center code 5180. These employcch iitc 

considered Customer Operations employccs 
and are therefore included in the Customci 
Ops section of this model. 

INHIKMAIION KI:, IIV11 I I I 1  
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Srrvirr Auurnncr Curl Study 

Division Resource Management - Florida-Coastal 
Florida Filing 
Work Conler Activities Work C e n t e r  Codes: 

All Suppurling ACliVilieS - Service Fulfillrrml 

Uiraster Rwovrry Planning 
Dispatching Orden 
Dqmlching TIwblcs 

Mrarurc and Monilor Cuslumrr Satisfacuun 

Momlor hrml Pmedurrr and Policies 

Monilonng and Ckanng Synrm (Orden) 

Monw"ng and Ckanng Systems (Troubles) 

Pufonn Workcenler Planning 

Psrsonncl and Adrmnislrvlion Suppofl 

Rcsolvr Cusloiner ksue rrlalrd 10 Service Or&= 

Kerolvc Curlonu Tmubk 

Resource Managrmcnl (Oidm) 
Rrrourcs Management (Trouble) 

Sell One More 

Training 

A ~ ~ I ~ ~  ~ ~ ~ ~ ~ ~ ~ r l  Perf-- 

Prrrorlll Spcarl Pro)cas 

AN. 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

S h d  
S h d  

S h d  

Direct 
UirecL 

Sharrd 
Shnrcd 
S h d  

Shmd 
S h d  

Shared 

S h d  
Shared 

Shad  
Shnrcd 
Shared 

S h a d  

S h e d  

S c r v m  Ful fd lnml  
Srnirr Asurancc 

Service Annurmce 

Service Fulfillmml 
Scrvicc Assurance 

Service Assurance 

Service Arrurmcr 

Scrvice Ful5llment 

Service Arrunncc 

Service Assurance 

Service A E S U ~ ~ ~ C L .  

Scrvicc Arrurmcr 

Scrvicr FulSllsunl 

Service A S E U ~ C C  

Service Fulfillmca 
Scrvicr A~surrncc 

Srrvicc Fullilliiicnl 

Srrvicc Asurancc 



GTE 
Service .Assurance Cost Study 

Diyision Resource 1Ianagement - Florida-Coastal - 5JBO 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 90 of Time Spent 

Admin. Support Clerk 
All BTL Activities 

All Suppaning Activities -Service Fulfillment 

Penonnel and Administration Suppan 

Admin. Support ClerkTolnl 

Dispatch Clerk 
All BTLAcUvitieS 

~ l l  Supponing Activities . Service Fulfillment 

Dispatching Orders 
Dispatching Troubles 

Monitoring and Clcaing Systems (Orders) 

Monitoring and Clearing Systems (Troubles) 
Penonncl and Administration Suppan 

Tmning 

Dbpatch Cl r rkTols l  

Dispatch Router 
All BTL Activities 
Al l  Supporting Activities. Service FulfiUment 

Dispatching Orders 
Dispatching Troubles 

Monitonng md Cleaing System (Orders) 
Monitonng and Cleaing System (Troubles) 
Perform Special Projects 
Training 

Dispatch Router Total 

Dispatch Supervisor - Clerks 
All BTL Activities 

All Supporting Acuviticr - Service Fulfillment 

A n d y z  Operational Performance 
Monitonng and Cleating System (Orders) 
loni ionng and Cleanng Systems (Troubles) 

Perform Special Projects 
P e ~ ~ n n e l  and Administration Suppon 

Resolve Cvrtomr hsue related to Service Orders 
RSOIVS Customer Trouble 

Rerourcc Mansgemnt (Orders) 
RCSOURI~ Managemat (Trouble) 

Dispatch Supervisor. C l e r k  ToUl 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE 
Service .Assurance Cost Study 

Ilivision Resource \[anagernent - Florida-Coastal - 5 JBO 
Florida Filing 
Work Center Activities by Job Class 

Position .Activities % of Time Spent 

Dispatch Supervisor-Routers 
All BTL Acnvitics 

All Supporring Activities .Sewice Fulfillment 
Analyze Operational Performance 
Monitoring and Clcaring Systems (Orders) 
Monitoring and Cleanng Systems (Troublcrl 
Perform Special Projects 
Pcnonnel and Adminirvation Suppon 
Resolve Customer krue telatcd to Ssrvicc Ordcrr 
Rcrolve Customer Tmuble 
Resource Management (Ordcrs) 
Resource Management (Trouble) 

Dispatch Supervisor.Roulerr Total 

DRM Supervisor 
Ail BTL Activities 
A l l  Supporting Actwt ic~  - Sewice Fulfillment 
Analyze Operational Pcrformancc 
Moniroring and Clearing Systems (Orders) 
Monitoring and Clearing Systems (Troubles) 
Personnel and Adminisvationsupport 

DWI Supervisor TOPI 

Project Coordinator 
All BTL ACtwitics 

All Supporting Activities - Sewice Fulfillment 
Perform Special Projects 
Personnel and Adminisvation Support 

Sell One Mote 

Projcel Coordinator Total 

Resource Manager 
All BTL Activities 

Ai l  Supporting Activiucr . Service Fulfillmnt 
Analyze Operational Performance 
Dirvstcr Recovery Planning 
Monitor h e m a l  Rocedum and Policies 

Perform Special Projects 
Per fan  Workfcnm Planning 
Personnel and Adminisvation Suppon 
Rerourcs Management (Orders) 
Resource Mvlagcmsnt (Trouble) 

Resource Manager Total 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 

24 091. 
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DIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTIVIlY PERCENTAGE CALCULATOR 

REDACTED 

24 092 



DWISION RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTIVITY PERCENTAGE CALCULATOR 

/-- 

REDACTED 

24 093 
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DIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

4CTIVlTV PERCENTAGE CALCULATOR 

REDACTED 

24 034 



DIVISION RESOURCE MANAGEMENT 
FLORIOA FILING 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 

2 4  095 

P 



DIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTIVITY PERCENTAGE CALCUUTOR 

/-- 

REDACTED 

HIGHLY SENSITIVE 
CONFIDENTIAL 
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DIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTWY'  PERCENTAGE CALCULATOR 

REDACTED 

24 097 



OlVlSlON RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 

24 098 



DIVISION RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTlVlrY PERCENTAGE CALCULATOR 

/-- 

REDACTED 

24 099 



DNlSlON RESOURCE MANAGEMENT 
FLORIDA FILING 

ACTNlTY PERCENTAGE CALCULATOR 

REDACTED 

24 200 
P 



AC""lty I 

REDACTED 

Pmd"sWHM.1. A. UWy' 
A 0 CsA+B 

AsUvlly Name 
N.1VOIR CPE ,cops,Bn x rota n m  spat 00 

ISORCEYNOCViTASMTL AcUrlW 



Act lv~ty  # 

REDACTED 

Asllrlly' 
B C-A+B 

PmducWM.n.ta 
A 

Actlvily Name 
N.W* CPE x O I T O I ~ I  nm. sp."t 

lSORCESINC€V~AS!AlL (COPS)BTL on Acuvw 

1 

24 102 



P 

Astlvirv # 

Pmdus(llMark.t. ACUVW' 
A 0 C.A.8 

Activih Name 
N.MOr* CPE x O~TOUI nm. sp.nt 

(S0RCESINOCV~AS)ATL ICOPSl0TL on AsUvily 

REDACTED 



REDACTED 
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GTE 
Service .xssurance Cost Stud? 

Diyicion Rpsource \ I : inngenlent ( D R \ I )  - 5.IBO 
Florida Filing 
{I’ork Center Resources 

&J&& 

Overtime is paid at time-and-a-half of the employee’s base rate. Percentage (3.0% for non-exempt employees) of overtime was 
provided by DRM Business Analyst. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay IS computed from the “Base Rate” for 
employees who receive oveflime pay. 

MICS Pay is amibuted to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits 

Non-labor resources for the Division Resource Management are included in the non-labor resources for Customer Operations 
Work Center. 

2 4  106 
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f. 

Di\ i,ion R e m u r c e  \lanagement-jJBO 
Florida Filing 
Cost Object Driver Percentages 

Unbundled Network Element Driver 

lnrcroifice r n n r p o n  
Cr0WCO""eCt 

LIulllplCIlng 
v.4c - Special 
VAC - Swahed 
NW 

REDACTED 
S*mhmg 

Total Driver Percentage 

HIGHLY SENSmWE C 0 N RD E N T L4L 

24 107 
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GTE 
Service Assurance Cost Study 

I)i\irion Resource \lan:reernent I V R I I )  - IJDO 
Florida Filing 
Cobt Object Driver Percentages 

c. 

Nores: 

Cost object driver percentages are based on CZTI and CZTII technician hours derived from the 1998 STAR database. 

/-- 
HIGHLY SENSITIVE CONFIDENTIAL 
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Technician Hours - Florida 
~ - ~~ 

~ ~ 

~ 

Customer Zone Technician IIA&R Technician-201 
lnrcraffice Transpon 
!4ulupIrning 
NAC - Sprclal 

NAC - Switched 
NW 
Switching 

T ~ w . ~  Hours . Customer Zane Technictan IUI&R Technician-201 

Customer Zone Technician 1-211 
cross-connect 
heroffice Tranrpan 
Multiplerlng 
NAC . Specld 

VAC - Switched 
Swirching 

Total H o u r  . Curtamcr Zone Technician 1-2 I I 

Business Zone Technician-221 
cross-connect 
Mulliplsxing 

NAC. Spec14 
NAC. Switched 
NW 

Tala1 Houn - Burinerr Zone Technician-221 
Total Hours - Florida 

HIGHLY SENSITWE 

REDACTED 

C O N F D E N T M  

24 t o 9  
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GTE 
Service Assurance Cost Study 

Division Resource Management (DRM) - 5JA0 & SJBO 
Florida Filing 
Work Center Information Systems 

I 

I SYSTEMS USED 
I I 

ACD 
AWAS 
MAPPS 
NOCV 
PAL 
RDM 
TAC FOCUS 
TAS 
TELEMEDIA 
TSO 
DB2 / MAINFRAME APPLICATIONS 
ADS2 
DDM 

I 
I 

hl 
Ip 

+ * 
0 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE -Florida Cost Study 
Service Assurance 

~ 

Business Response 
n 

This organization is responsible for insuring network reliability as the primary operations 
interface to GTE's interexchange carrier'customers and all business customers (multi-line and 
above) by directing and controlling all special, switched, and CPE service provisioning, 
maintenance/repair, testing, and administrative functions on a national level. 

The goals of the Business Response department are to increase customer satisfaction with each 
servicing event, reduce the cost of delivering service assurance, integrate assurance and fulfillment 
activities, and enable differentiation by customer set and work activity. 

This organization consists of the following groups: 

Provisioning (BRPC) 
Response (BRC) 
Dispatch & Control (BDCC) 

BR Systems Support (BRSS) 
- Enhanced Product Group (EPG) 

- Results/Admin Support (BR S&A) 

This study focuses on the Business Response Center (BRC), Business Dispatch and Control Center 
(BDCC), BR Systems Support, and Business Response S&A work centers. These are the only 
Business Response work centers that are part of the Service Assurance Process. 

HIGHLY SENSITIVE CONFIDENTIAL 
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Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

Business Response Headquarters ~~ I Labor I Non-Labor I 
Tampa BRC % - 
Tampa BDCC % - 

REDACTED 1 Other BR Work Centers 
Total Headquarters Resources 

P 

HIGHLY SENSITIVE CONFIDENTIAL 
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c 

Final Network Element Volume Volume Total 

Cost By Work Center 
Business Response Headquarters 
6240 

Sensitive Insensitive Overall 

Cross-connect 
Base Cost 

crorrsonncci-Bare 
Base Cast Total 

Additive Cost 
Bur-Ln 
Bur-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Total 
C,o*,-cOnnect Toml 

Interofice Transport 
Additive Cost 

Bur-Ln 
Bur-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VCLN 

Additive Cast Total 
btrroflce Tronsprt Total 

NAC - Special 
Base Cost 

Base Cost Total 
Addihve Cost 

0"s-L" 
B"S_PBX 

NAC - Spectrl-Bw 

ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Told 
NAC - Special T a d  

REDACTED 

24 113 
Final Network Elcmnt Cost by Work Ccntcr 
HIGHLY SENSITIVE CONFIDENTIAL 
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MFDRMATION RESTRICTED 



Volume Volume Total 

P 

Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 

Business Response Headquarters 
6240 

NAC - Switched 
Base Cost 

Bare Cost Total 

Additive Cost 
Bus-Ln 
Bur-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cart Tot81 
NAC- Switched Tot4 

NAC - Swirched.6.w 

NID 
Base Cost 

NiD-6.w 
Base Coil Total 

Additive Cost 
Bus-Ln 
Bus-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Told  
NID Told 

Switching 
Additive Cost 

Bus-Ln 
Bur-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additlve Cost Total 
Swilchiq Told 

Find Network Element Cost by Work Centcr 
HIGHLY SENSiTlVE CONFIDENTIAL 

REDACTED 
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Final Service Cost By Work Center Volume Volume Total 

Business Response Headquarters 
6240 

Sensitive Insensitive Overall 

Bus-Ln 
Base Cost 

Bur_Ln-Bsre 
Base Cost Total 

8”s-Ln Told  

Bus-PBX 
Base Cost 

Bur-PBX-Base 
Barr Cost Total 

S~S-PBX md 
ISDN-PRI 

Base Cost 

Barr Cost Total 
ISDN-PRI-Bare 

ISDN-PRI Told 

SPA C-DDS 
Base Cost 

Base Cost Total 
SPAC-DDS-8- 

SPAC-DDS Total 

SPAC-DSI 
Base Cost 

Base Cart Tetd 
SPAC-DS I - B P S  

SPAC-DSI nrd 

SPAC-DS3 
Base Cost 

SPAC-DSJ-Base 
Base Cost Told 

SPAC-DS3 Told 

SPAC- VGLN 
Base Cost 

Base Cost Toul 
SPAC-VGLN-BUc 

SPAC-VGLN ToId 

REDACTED 

24 I15 

Final Service Cost for 6240 
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Service Assurance 

14 
Organizational Structure (current status) 

Business Response S B A  

REDACTED 

n 
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Business Response Headquarters 
Florida Filing 
Work Center Codes: 6240 

a Service Assurance Infrastructure Provisioning Number of employees: 
~~ ~~ ~~ ~~~ .~ ~~ ~~ ~~~~~~~~~ ~ .... ~ 

&I Service Fulfillment 0 Sales, Marketing. and Advertising Number of contractors: ~.~ REDACTED 
0 Billing and Collections 0 Other TOM number of FTES: 

Work Center Description: Administrative overhead for BRC. BDCC, UNEs identified as cost 
BRPC, & EPG objects BRCs, BDCCs. and BRPCs. 

.~ ~ ~~ ~ ~~~~ ~ - - ___ ___ 
Costs shared among all UNEs supported by 

SIates Supported by the National 
Work Center: 

Market Segmenls 
Supported by the Work 

Business. CLEC, and Carrier 

HIGHLY SENSlllVE 

Services identified as cost 
objects BRCs, BDCCs. and BRPCs. 

Costs shared among all Services supported by 

Notes: 
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GTE 
Service Assurance Cost Sludy 

Business Response Headquarters - 6240 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 

AVP 

9c of Time Spent 

Personnel and Adminisintion SuppOR 

.AVP Told 

Coordinator - Circuit Design 

coordinator. Circuil Design Total 

Executive Secretary I1 

Exceullvc Secretary II Total 

Personnel and Adminirtralion Suppon 

Personnel and Administration Suppon 

Mgr - Bus Resp Adm & RslS 

Mgr . Bus Resp Adm & &Its Total 

Pro) Mgr - Busn Dtsp Implementatton 

Pro] Mgr . Busn Dlrp Implrnwntation Total 

Staff Admin - Busn Resp Proc Mgmt 

Stan Adrmn. Busn R n p  Roc Mgmt Told 

personnel and Adrmnrrvdrion SuppR 

Pcnonnel and Adrmnrrtrauon Support 

Personnel and Adrmniruallon SuppR 

REDACTED 

24 1-19 
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GTE 
Service Assurance Cost Study 

Business Response Headquarters - 6240 
Florida Filing 

0 Work Center Resources 

Overtime is paid at time-and-a-half of the employee’s base rate. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay IS amibuted to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

The resource dollars are assigned to all Business Response work centers based on the amount of FTE’s in each work center. 
See the Cost Assignment for BR S&A and BRSS Work Centers template. 

Non labor expenses are based on August 1998 outlook 

P 
HIGHLY SENSITIVE CONFIDENTIAL 
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GTE 
Service Assurance Cost Study 

Husinrss H~sllanrr I lrud~uanrrs (BR S&A - 6240) and tlurinrsr Response Syrlcms Suppons (LIUSS - 624s) 
Florida Filing 
Cor1 Arrignmrol far BR S&A and BUSS Work Cenlm. 

HlGHLV SENSITIVE CONFIDtNlW 

ARTHUR Ai SEN LLP 

REDACTED 





GTE - Florida Cost Study 
Service Assurance 

Business Response Svstems S u p ~ o r t  (BRSS) - 624s 

Work Center Description 

The Business Response Systems Support group is responsible for National Business Response 
system support, an interface with HQ staff, and coordination of new systems activities. It works 
directly with GTEDS to facilitate systems issues and respond quickly to Business Response work 
centers’ systems needs. 

Work Center Processes 

Since this work center supports all Business Response work Centers, it is involved in the Service 
Fulfillment, Service Assurance, and Infrastructure Provisioning processes. This study focuses only 
on the Service Assurance portion of its costs. 

Cost Objects Supported by Work Center 

BR SS costs are assigned to the work centers it supports (all BR work centers). Then a portion of 
these costs is assigned to each state in the work center’s temtory. Since the Tampa BDCC and 
BRC work centers are the only BR work centers supported by BR SS, that are included in the 
Florida cost study, a portion of BR SS costs is assigned to these work centers based on the 
headcount of each work center relative to the total BR headcount. The resources are divided into 
Labor and Non-Labor and are assigned to cost objects based on the specific assignments within-the 
BRC and BDCC. See the BRC and BDCC templates for more detail. 

7 Non-Labor I 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

HIGHLY SENSITIVE CONFIDENTIAL 

24 125 
INFORMATION RESTRICTED 



Volume Volume Total 
Sensitive Insensitive Overall 

Final Network Element 
Cost By Work Center 
Business Response System Support 
624s 

Cross-connect 
Base Cost 

Base Cor1 Total 

Additive Cost 

Bus-Ln 
Bur-PBX 

CmrrsonnccI-Basc 

ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Total 
Cms,-co"nm Told 

Interofice Transport 
Addihvc Cost 

BuS-Ln 
Bus-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Addltire Cart ToI.1 
btcroJJ7ce Tm"rpOr1 Totd 

NAC - Specral 
Base Cost 

Base cost Total 
Addihve Cost 

Bur-Ln 
Bur-PBX 

NAC - SpeciaI-Basc 

ISDN-PfU 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additlvr COII Told 
NAC ~ swci.r Tmd 

REDACTED 

Find NeWork Elemnt Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 
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/- 

FinaI Network Element 
Cost By Work Center 
Business Response System Support 
624s 

Total Volume Volume 
Sensitlve Insensitive Overall 

NAC - Switched 
Base Cost 

Barr Cost T0t.1 

Additive Cost 
6"S-L" 
BUS-PBX 

NAC . Switched-Bare 

ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Total 
NAC - Switched Total 

NID 
Base Cost 

NID-Bnu 

Additive Cost 
6"S-L" 
BUS-PBX 

B8Se COS1 Total 

ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Total 
NID Total 

Switching 
Additive Cost 

6"s-L" 
BUS-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DS I 
SPAC-DS3 
SPAC-VGLN 

Addltlvc Cost TOW 
SwiIchiq TOM 

Final Network Elcmcnl Cor1 by Work Carer 

HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED 
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Total Final Service Cost By Work Center Volume Volume . . .-. 
Sensitive Insensitive Overall 

Business Response System Support 
624s 

Bus-Ln 
Base Cost 

Bus-Ln-Bau 
Bare Cost Total 

Bus-Ln Torn1 

Bus-PBX 
Base Cost 

Bur-PBX-Bare 
Barr Cost Total 

Bus-PBX Tofa1 

ISDN-PRI 
Base Cost 

ISDN-PRI-Bare 
Base Cost Totd 

ISDN-PU Told 

SPA C-DDS 
Base Cost 

SPAC-DDS-Bau 
68- COS1 Told 

SPAC-DDS Tord 

SPA C-DSl 
Base Cost 

Base Cost Total 
SPAC-DS I -Base 

SPAC-DSI Told 

SPA C-DS3 
Base Cost 

Barr Cost Tots1 
SPAC-DS3-Base 

SPAC-DS3 Tofa1 

SPAC-VGLN 
Base Cost 

Base co*t T0t.l 
SPAC-VGLN-Bprc 

SPAC- VCLN Told 

Final Service Cost for 6248 
HIGHLY SENSITIVE 

REDACTED 
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Organizational Structure (current status) 

HIGHLY SENSITIVE 

REDACTED 
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Business Response System Support 
Florida Filing 
Work Center Codes: 6245 
~~ ~~~ .~~ ~~~ ~~~ 

M Service Assurdnce M Infratrwture Provisioning Number of employees: 

&1 Service Fullillmenl ~ 0 Sales. Marketing, and Advertising Number of contractors: REDACTED 
Tolal number of FTEs: 

UNEs identified as cost 

0 Billing and Collections 

Work Center Description: 

0 Other 

Support Systems for BRC. BDCC. BRPC, and 
EPC objects: 

~~ 

- 

Costs shard among a11 UNEs supported by 
BRCs. BDCCs. and BRPCs. 

Slates Supported by the National 
Work Cenkr: 

Market Segments 
Supporled by the Work 

Business, CLEC. and Carrier 

Services identified as cost 
objects: BRCs, BDCCs, and BRPCs. 

Costs shared among all Services supported by 

Notes: 

HIGHLY SENSlrlVE INkOIiMA I ION l i l :S~ ' i i i l ' ' l l l ~  
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GTE 
Service Assurance Cost Study 

Business Response Systems Support - 624s 

Work Center Activities 
P Florida Filing 

Nares 

AI' 
is uJsv for BRSS WC 

:mployees spent 100% of their time supporting systems used For the purpose of the ABC calculatlon, only one activity 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 
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G'TE 
Service Assurance Cost Study 

Business Response System Support - 624s 
Florida Filing 
Work Center Activities by Job Class 

% of Time Spent Position Activities 

Adrnin - CA 

f i  

. 

n 

Provide Syriem Support 
Admin. C h  Total 

Admin - FL 

Admin - FL Total 

Adrnin - [N 

Admin. IN ToIPI 

Admin - PA 

Admin. PA Total 

Admin . TX 

Admin. TX Total 

Admin Clerk - TX 

Admin Clerk. TX Total 

Admin Support Clerk - FL 

hdmin Support Clerk. FL Total 

Provide Syriem Suppon 

Pmvidc System Support 

Provide System Support 

Provide System Support 

Pmvide System Suppart 

Provide Syricm Suppon 

AssignerIDispatch - FL 
Provide Syrvm Svppon 

AssigncrlDirpsteh . FL Tom 

Assignment Clerk - CA 

Assignment Clerk. CA Toul 

Business Response Assistant - IN 

Burinru Response A ~ k t n n t .  IN TOW 

Coordinator - TX 

Coordinator - TX Total 
DBI Adrnin Clerk - CA 

DBI Admin Clerk. CA Total 

DBI Assignment Clerk - CA 

DBI Assignmrnl Clerk. CA Toul 

Provide System Support 

Provide System Support 

ProvideSyrtem Support 

Provide Syrtem Support 

Provide System Support 

HIGHLY SENSITIVE CONFIDENTTAL 

REDACTED 
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GTE 
Service Assurance Cost Study 

Business Response System Support - 624s 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 

Equipmenl Techs - FL 

Equipment Teehs . FL Total 

Facilities Clerk - FL 

Facilities Clerk - FL Total 

Manager - CA 

Manager. CA Total 

Section Manager - C A  

Section Manager. CA Total 

Section Manager - IN 

Section ~ M ~ n ~ g c r .  IN Total 

% of Time Spent 

Prowde System Suppon 

Provide System Suppon 

Provide System Suppon 

Provide System Suppon 

Provide System Suppon 

Sr. Admin - CA 
Provide System Suppon 

Sr. Admin. CA Told 

SI. Admin - FL 

SI. Admin . FL Total 

Sr. Admin - IN 

Provide System Suppon 

Provide System Suppon 
SI. Admin. IN Total 

SI. Secretary - IN 

SI. Secretary. IN Tohl  

Supervisor - CA 

Provide System Suppon 

Provide Syrrem Suppon 
Supervisor. CA TOM 

Supervisor - IN 

Supervisor. IN Total 
Rovidc System Suppon 

REDACTED 
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GTE 
Service Assurance Curt Sludy 

Business Response System Support-624s 
Florida Filing 
Work Center Resources 

Labor R~swrees 

RaleS BW OT 
FTE Position Pay Level Base MICS BfcS HnursRate 6001 6002 6004 6153 Benefits Total 

rn 
0 
b 

HIGHLY SENSIIIVE IN H JK MATION H ESIK I(' I l l 1  J 
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(XE 
Service Assurance Cusl Study 

Business Response System Support-624s 
Florida Filing 
Work Center Resources 

Non-Labor Weswrces 

SAP Ebmnl  Cede Dollars 

REDACTED 
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GTE 
Service Assurance Cost Stud? 

Business Response Systems Support - 624s 
Florida Filing 
Work Center Resources 

Norer.. 

Overtime is paid at time-and-a-half of the employee’s base rate. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” fol 
employees who receive overtime pay. 

iMIcS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

The resource dollars are assigned to all Business Response work centers based on the amount of FTE’s in each work center 
See the Cost Assignment for BR S&A and BRSS Work Centers template. 

Non labor expenses are based on August 1998 outlook. 

24 137 
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Service Assurance Cost Study 

Business Response Headquarterr (BR S&A - 6240) and Business Response Syslerns Supports IBRSS - 624s) 
Florida Filing 
Cost Assignment for BR S&A and BRSS Work Centen. 

w,l wc D""iplion 

A I < I l I l I K A ~ .  &EN LLI' 

REDACTED 
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GTE 
Service Assurance Cost Study 

Business Response Headquatiers (BR S&A - 62401 and Business Response Systems Supports (BRSS - 624s) 
Florida Filing 
Cost Assignment for BR S&A and BRSS Work Cenlet 

I R K - C A  

SDCC - CA 

IDcc-fli. 

.RcE-f"r  

REDACTED 
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GTE -Florida Cost Study 
Service Assurance 

P- Business Response Center (BRC) - 6248 

W o r k  Center Description 

The Business Response Center (BRC) acts as a single point of contact for all GTE business 
customers and carriers (IXCs). The center is divided into three main groups. One handles all 
trouble activity for high volume customers. Another handles all trouble activity for IXCs. The 
third handles trouble activity for regular business customers that have more than three 81 lines 01 

special circuits. 

The majority of the activity in this center involves diagnosing and testing lines or circuits when a 
trouble is called in by a customer/carrier. Once the problem is isolated, it is either fixed by the 
BRC or routed to the appropriate GTE work center for resolution via TAS and AWAS. 

W o r k  Center Processes 

The BRC is involved exclusively in the Service Assurance process. 

Cost Objects Supported by Work Center 

Services: The BRC creates trouble reports for all special circuit services (including digital data 
service, voice grade line service, PBX trunk service, and high capacity data services (from DDS to 
DS3)) and all business customers with three or more phone lines (multi-Bls). 

UNEs: Internally, all costs are assigned to Switching, since all “in-house” trouble resolutions are 
cleared in the switch. However, since some troubles are sent to the central office or field 
technicians for resolution, this portion of the BRC’s costs are assigned to UNEs based on the 
Customer Operations positive time reporting system. See the Customer Operations section for 
more detail. 

-. 

W o r k  Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

24 1-42 
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Final Network Element Volume Volume Total 
Cost By Work Center Sensitive Insensitive Overall 

Business Response Center - Tampa 
6248 

Cross-connect 
Additive Cost 

0"S-L" 
Bur-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Addltlve Colt TOtd 
c,o,s-Conneo T O f d  

Interofice Transport 
Additive Cost 

Bur-Ln 
Bus-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Total 
r"Ie,oJj.7w T m s p o n  TOId 

NAC - Special 
Additive Cost 

0"S-L" 

Bur-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Addltlve Cost Total 
NAC - Special Told 

NAC - Switched 
Additive Cost 

Bur-Ln 
Bus-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Total 
NAC - Switched Told 

REDACTED 

Find Newark Ek-1 Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 
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Final Network Element Volume Volume Total 
Cost By Work Center Sensitive Insensitive Overall 

Business Response Center - Tampa 
6248 

NID 
Additive Cost 

6"S-L" 
Bus-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost ToUl 
,YID Told 

Switching 
Additive Cost 

0"s-L" 
Bua-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additlve Cost Total 
Swilchiq Told 

REDACTED 

24 1 4 4  
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Final Service Cost By Work Center Volume Volume Total 
Sensitive Insensitive Overall 

Business Response Center - Tampa 
6248 

Bus-Ln 
Base Cost 

B"S_L"-BaSe 

Barr Cost Total 
BW-L" Total 

Bus-PBX 
Base Cost 

Base Cart Total 
Bus-PBX-Bare 

Bur-PBX Tor01 

ISDN-PRI 
Base Cost 

Barr Coat Total 
ISDN-PRI-Base 

ISDN-PRI Total 

SPA C-DDS 
Base Cost 

Base Cost Total 
SPAC-DDS-Bax 

SPAC-DDS Tmal 

SPA C-DSI 
Base Cost 

B.se CoStTo1.l 
SPAC-DS I -Bare 

SPAC-DSI Total 

SPAC-DS3 
Base Cost 

WAC-DS3-Basc 
B.se cost T0t.l 

SPAC- DS3 Total 

SPAC- VGLN 
Base Cost 

8.re Cost Total 
WAC-VGLN-Buc 

SPAC- VCLN Totd 

REDACTED 

Final Service Cost for 6248 
HIGHLY SENSITIVE CONFIDENTIAL 
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GTE - Florida Cost Study 
Service Assurance 

f l  Organizational Structure (including forward-looking adjustments) 

Florida Business R e s p o n s e  Center  

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 

24 146 

INFORMATION RESTRICTED 



Business Response Center - Tampa 
Florida Filing 
Work Center Codes: 6248 

@ Service Assurance U InIrastructure Provisioning Number of employees: 
. ~~~~ ~ ~~. . ~~~~ ~ ~ 

0 Service Fulfillmeni 0 Sales, Marketing. and Advertising Number of contractors: REDACTED 
n Billing and Collections 0 Other Total number of FTEs: 

Work Center Description: UNEs identified as cost 
objects: 

-~ 
~~~ ~ . 

Business Response assists primarily medium io 
large business customers with repair requests 

Internal - Switching and NID; Exiernal - all 
UNEs supported by field iechs and C.O. techs 

States Supported by the 
Work Center: 

FL, AL. KY, NC, SC, VA. TX. NM Services identified as cost 
objects: VGPL. DDS, HiCaps 

mulli-line B I ,  Key systems, PBX trunks, 

Market Segments Bus. Carrier, CLEC 
Supported by the Work 

H1GHI.Y SENSII IVE 

Notes: 



Business Response Center - Tampa 
Florida Filing 
Work Center Aclivilirs Work Center Codes: 6248 

ies ATUUTL UirecUSharedlCommon Process PrimarySupporting 

BTL S M  Service AEsurance PnrnarylSuppming 
ATL S M  Service Asrurmsc Supponing 

ATL Direct Service Arrumer  pnnmary 
ATL Shared Service Arsunnce supponmg 

ATL Shared Service Assurance suppontng 

ATL Shared Service Assunncc Supponing 

ATL Shared Suvice Assurance Supporting 

Supporting ATL Shared 
Supporting ATL Shared 

ATL Direct Service Assurance Primary ' 

ATL Shared Service Assurance Suppnlng 

Service Asrumce 

Service Assurance 

ATL S M  Service Aswrmce Supponing 
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Service Assurance Cost Study 
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/--- 

Business Response Center - Tampa - 6248 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 
~ 

% of Time Spent 

Admin. Support Clerk 

Admin. Support ClerkTotsl 

Personnel and Adminisvation Support 

CPE Specialist 
All BTL Activities 

CPE Specialist Total 

Generalist 
Answer customer calls (Trouble) 
Resolve Customer Trouble 
Training 

Generalist Total 

H w r a i n e r  
Personnel and Admnisvation Support 
Product Development and Deployment 

HRTrraincr Total 

Section Manager 
Analyz Operational Performance 
Perform Workcenter Planning 

Personnel and Adminisvation Support 
Rcrolvc Cusromcr Trouble 

Section Manager Total 

Section Supervisor 
Perform Special Projects 
Perform Workcenter Planning 
Personnel and Adminisvation Support 
Product Development and Deployment 
Resolve Customer Tmublc 

Section Supervisor Total 

Senior Administator - CPE 
All BTL ACtwiUeI 

Senior Administalor . CPE Told 

Specialist 
All BTL ActiviUei 
Answer customer calls (Trouble) 
Resolve Customer Trouble 
Training 

Speeislisc Total 

SPOC Specialist 
Answer Customer calls (Tmuble) 
Resolve Customer Tmublc 
TW"l"g 

SPOC Specialist Total 

HIGHLY SENSITIVE 

REDACTED 
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GTE 
Service Assurance Cost Study 

c 

Business Response Center - Tampa - 6248 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 90 of Time Spent 

Sr. Admin. 
,Analyze Operational Performance 

perform Special Projects 
Penonnel md Adrmnirvation Support 
Product Dcvelopmcnr and Deployment 
Resolve Customer Trouble 
TCAitU”g 

SI. Admin. Total 

Staff Admin. Supv. 
Analyze Operational Performance 

Monitor htemal Procedures and Policies 
Perform Special Projects 
Provide System Support 
Resource Management (Trouble) 

Staff Admin. Supv. Tolnl 

Supervisor - Generalists 
Penonnel and Adminisoation Suppon 
Product Development and Deployment 
Resolve Customer Tmuble 
Resource Management (Trouble1 

Supervisor. Generalists Tom1 

Supervisor - Specialists 
All BTL Activities 
Answer E U I I O M ~  calls (Trouble) 
Pcnonnel and Adminisoation Support 
Product Development and Deployment 
Resolve Customer Trouble 
Resource Management (Trouble) 

Supcn i ro r  . Spcclallru Told 

Supervisor - SPOC 
Analyze Operational P e r f o m e c  
Answer c ~ i t o m  calls (Tmublc) 
Penonnel and Adminisoation Support 
Resolve C u s t o m  Trouble 
Ruovrcc Managemmt (Tmublcl 

Supervisor. SPOC TOW 

Supervisor - Status I Escalations 
Analyze Operational Performance 

Answer customer calls (Trouble) 
Product Development and Deployment 
Resolve Customer Tmuble 
Rcrourcc Management (Trouble) 

Supcnlror . SLPlw I EIcalatlom Total 

HIGHLY SENSrlVE CONFIDENTIAL 

REDACTED 
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CTE 
service Assurance Cost Study 

Business Response Center - Tampa - 6248 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 

Supervisor - VIP 

% of Time Spent 

,411 BTL Activities 

~nulyze Operaiional Performance 
Penonnel and Adrmnirvatlon Suppon 
Product Development and Deployment 
Resolve Customer Trouble 
Resource Management (Trouble) 
Trarning 

Supervisor. VIP Total 

VIP Specialist 
All BTL Activities 
Answer Emtomi calls (Trouble) 
Rwolve Customer Trouble 
Re~ource Management (Trouble) 

VIP Specialist To ld  

HIGHLY SENSKIVE 

REDACTED 

C 0 N FlD E N T lAL 
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GTE 
Service Assurance Cost Study 

Business Response Center - Tampa 6248 
Florida Filing 
Work Center Activities by Job Class 

Only the costs related to ATL Service Assurance Activity are included in the model. All BTL work time is aggregated in the 
“BTL activity” and segmented from our study. The ATLBTL breakout is calculated and explained on ATLIBTL Breakout for 
Specialists and Generalists. 

The portion of time spent on each activity is multiplied by the percentage of time spent on ATL activity for the respective job 
class. The percentage of time spent on each activity is based on interviews with BRC work center employees. 

24 152 
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Business Response Center - Tampa-6248 
Florida Filing 
Work Center Resources 

Labor Resources 

Rates Base OT 
ETE Position Pay Level Base MlCS Bfts Hours Rate 6001 6002 6004 6153 Benefits 'lotal 

REDACTED 
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GlE 
Service Asurancc Cos1 Study 

Business Response Center - Tampa-6248 
Florida Filing 
Work Center Resources 

Non-Labor Rrsaurces 

SAP Element Co'k Dollan - 

REDACTED 
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CTE 
Service Assurance Cost Study 

Business Response Center - Tampa-6248 
Florida Filing 
Work Center Resources 

Overtime is paid at time-and-a-half of the employee’s base rate 

Exempt pay is computed from the ”Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

The percent assigned to each state supported is based on trouble tickets. See the TAS Trouble Counts by State and Service 
Type template. 

Non labor expenses are based on work center 1998 budget 
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h 
Business Response Center - Tampa-6248 
Florida Filing 
Cost Object Driver  Percentages 

Service Driver  
B"S_L" 
B"S.PBX 
ISDN-PRI 
SPAC~DDS 
SPAC.DS1 
SPAC.DS3 

REDACTED 
SP4C.VCLN 

Total Driver Percentage 
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CTE 
Service Assurance Cost Study 

Business Response Center - Tampa-6248 
Florida Filing 
Cost Object Driver Percentages 

P. 

The cost object driver percentages are based on TAS trouble tickets and interviews with the BRC personnel, In the study. d l  
Hi-Cap services are assigned to SPAC-DSI. These costs are then distributed to the appropriate Hi-Cap services (ISDN-PRI. 
SPAC-DS I .  and SPAC-DS3). from SPAC-DSI. based on the HiCap distribution percentage. See the Cost Object Breakout 
worksheet for model inputs and outputs. 

Mzssayins iosts are disrributed to SPAC-DSI 

P 

/-. 
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BRC Work Center 6248 
F l o r i d a  Filing 
Cost Object Driver Percentages 

Hi Cap Units 
ISDN-PRI 
SPAC-DSl 
SPAC-DS3 

Cost Object Drivers to the Model 
IService I 
Bus-Ln 

SPAC-DDS 
REDACTED 

Cost Object Drivers from the Model 

SPAC-VGLN 

' The wst object driver percentages are based on TAS trouble tickets and interviews with the BRC personnel. In the study, all 
Hi-Cap services are assigned to SPAC-DSl. These costs are then distributed to the appropriate Hi-Cap services (ISDN-PRI, 
SPAC-DS1, SPAC-DS3) from SPAC-DS1 , based on the Hi-Cap distribution percentage. h: 

lb 

+ Messaging costs are distributed to SPAC-DS1 

UI a ISDN_PRI= 
SPAC-DSI = 
SPAC-DS3 = 
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GTE 
Service Assurance Cost Study 

Business Response Center - Tampa-6248 
Florida Filing 
Cost Object Driver Percentages 

The cost object driver percentages are based on TAS trouble tickets and interviews with the BRC personnel. See the Cost 
Object Breakout worksheet. 
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Customer TAS Counts (Jan. 1,1997 - May 31,1998) 

ource 
1 

sew type 
0 
1 

9 
A 1 Total B 

--jT A 

B 
Total 

state I ~. 

AL FL KY NC NM SC TX VA ZZ IGrandTotai 

REDACTED 

Source groups "1,2 and 4 are the regular specialist and generalist group in the Tampa BRC. They are 
responsible for normal business customers and other GTE troubles in Alabama, Florida, Kentucky, North 
Carolina, New Mexico, South Carolina, Texas, and Virginia. State code " Z Z  counts are not identified in 
TAS. Since the counts could not be assigned to any state, they were included to make Florida's percentage a 
:onsewative estimate. 

24 161 
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GTE 
Service Assurance Cost Study 

n: 
P 

BRC Work Center 6248 
Florida Filing 

Work Center Information Systems 

ARTHUR ANDERSEN LLP 

ACTIVITY 

Personnel and Administration Support 

Product Development and Deployment 

Provide System Support x x  X X X X X 

AIL BTL Activities x x  X 

Resolve Customer Trouble X X X X X 

Resource Management (Trouble) X 

Training 

m 
N 
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GTE - Florida Cost Study 
Service Assurance 

Business Response Center - Single Point of Contact (BRC - SPOC) - 6248A 

Work Center Description 

The Business Response Center Single Point of Contact (BRC - SPOC) acts as a single point of 
contact for all GTE national business customers and carriers (IXCs). The center handles problems 
for large businesses and IXC’s on a national level. 

The majority of the activity in this center involves diagnosing and testing lines or circuits when a 
trouble is called in by a customer/carrier. Once the problem is isolated, it is either fixed by the 
BRC or routed to the appropriate GTE work center for resolution via TAS and AWAS. 

Work Center Processes 

The BRC - SPOC is involved exclusively in the Service Assurance process. 

Cost Objects Supported by Work Center 

Services: The BRC - SPOC creates trouble reports for all special circuit services (including 
digital data service, voice grade l i e  service, PBX trunk service, and high capacity data 
services (from DDS to DS3) and all business customers with three or more phone lines . 
(multi-Bls). 

UNEs: Internally, all costs are assigned to Switching, since all “in-house” trouble resolutions are 
cleared in the switch. However, since some troubles are sent to the central office or field 
technicians for resolution, this portion of the BRC - SPOC‘s costs are assigned to UNEs based on 
the Customer Operations positive time reporting system. See the Customer Operations section for 
more detail. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

r’\ 
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Voiume Total 
Insensitive Overall 

Final Service Cost By Work Center 

Business Response Center - spot 
6248 

Volume 
Sensitive 

Bus-Ln 
Base Cost 

Bur-Ln-Base 
Base Cost Total 

8us-L" Tofal 

ISDN-PRI 
Base Cost 

ISDN-PRI-Base 
Ba1e Cost Total 

ISDN-PRI Tofd 

SPAC-DDS 
Base Cost 

SPAC-DDS-Bsw 
Base Cost Teul  

SPAC-DDS Tmal 

SPAC-DSI 
Base Cost 

Barr Cost Total 
SPAC-DSI-Bnx 

SPAC-DSI Total 

SPA C-DS3 
Base Cost 

SPAC-DS3-Bnx 
Barr Cost Toul 

SPAC-DS3 Total 

SPAC- VGLN 
Base Cost 

SPAC-VGLN-Base 
B8re Cost Total 

SPAC- VCLN TOW 

Final Service Cost for 6248 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED 

24 164 
Flandr 

INFORMATION RESTFKTED 



Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Business Response Center - SPOC 
6248 

Cross-connect 
Additive Cost 

Bus-Ln 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Addltlve Cost Told 
Cro,*-connro TOW 

Interoflee Transport 
Additive Cost 

0"S-L" 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Addlllvr Cost Tela1 
l"lr*,8irr rranSp.n T d  

NAC - Special 
Additive Cost 

BlIS-L" 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Told 
NAC - S p d d  Taol  

NAC - Switched 
Additive Cost 

Bus-Ln 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost T o u l  
NAC- Swifched Told 

REDACTED 

Final Network Element Cost by WorkCrnrcr 
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P 

Final Network Element Volume Volume Total 
Cost By Work Center Sensitive Insensitive Overall 

Business Response Center - SPOC 
6248 

NID 
Additive Cost 

6"S-L" 
ISDN-PRI 
WAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Coat Tots1 
NID Told 

Switching 
Additive Cost 

Bur-Ln 
ISDN-PRI 
WAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additlvr Cost Tot81 
SuUchinR Told 

REDACTED 

24 166 

Final Newoh E l s m t  Cost by Work C m m  
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Business Response Center - SPOC 
Florida Filing 
Work Center Codes: 6248 

a Service Assurance U Infrastructure Provisioning Number of employees: 
~~~~~~~ ~ ~. ~~~~ 

0 Service Fulfillment 0 Sales, Marketing. and Advertising Number of contractors: - ,REDACTED 
0 Billing and Collections 0 Other Total number of FTEs: 

Work Center Dessription: UNEs identified as cost 
objects: 

~- - ~ 

The Business Response Center Single Point of 
Contact acts as a single point of contact for all 
GTE national business customers and carriers. 
The center handles problems for large 
businesses and IXC's on a national level. 

Multi-line B I ,  Key systems, PBX trunks. 
VGPL. DDS, HiCaps 

States Supported by the National 
Work Center: 

Market Segments 
Supported by the Work 

Bus, CLEC. and Carrier 

1II t i I i I .Y SENSll IVE 

Services identified as cost 
objects: 

Internal - switching; external - all UNEs 
supported by field techs and CO trchs. 

Notes: 



GTE 
Service Assurmcr Cost Study 

Business Response Center - SPOC 
Florida Filing 
Work Center Aclivilies Work Center Codes: 6248 

PriniaryBupporting Activities ATUBTL DirecUShardCommon Process 

Analyrs Opus1mnal Pelfomunce ATL Shyed Service Assurance S"ppafll"g 

P e m d  snd Admlurvrum Suppon ATL S M  Service Assurance S"ppofll"g 

Rewwee Morugsmcnl (Tmuble) ATL S h a d  S w r a  A S U M E ~  S"W0"'"g 

TlhUnong ATL S h a d  Service A r r v m e  suppantng 

ATL mmt Service Assurance P"lrwry 

ATL Dim1 Servlce Assurance hmry 

ANwr CUEIO- calk (Tmubk) 

Rsolve Cusl~ner Trouble 

IllCilll Y S V N S I I I V L  



GTE 
Service Assurance Cost Study 

Business Response Center - SPOC - 6248 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 9a of Time Spent 

SPOC Specialists 
Answer customer calls (Trouble) 
Resolve Customer Trouble 
Trvning 

SPOC Specialists Tela1 

Supervisor - SPOC 
Analyze operational Pcrf0rnancs 
Answer cu~tomei calls (Trouble) 
Penonncl and Administration Suppan 
Resolve Customer Trouble 
Resource Manapmmr (Trouble) 

Supervisor. SPOC Total 

REDACTED 

24 169 

/-- 
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GTE 
Service Assurance Cost Study 

Business Response Center - SPOC-6248 
Florida Filing 
Work Center Resources 

Labor Rennrces 

Rates Base OT 
6001 6002 6004 6153 Benefits Tolal FTE Position Pay Level Base MlCS Bfts HoursRate 

REDACTED 
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GTE 
Service Assurance Cost Study 

Business Response Center SPOC - Tampa-6248 
Florida Filing 
Work Center Resources 

Norer; 

Overtime is paid at time-and-a-half of the employee’s base rate 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is  computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute ail labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

The percent assigned to each state supported is based on trouble tickets. See the TAS Trouble Counts by State and Service 
Type template. 

Because the SPOC is a part of the BRC-Tampa and the non-labor expenses could not be separated. they are included in the 
BRC-Tampa resources. 

n 
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Business Response Center - SPOC-6248 
Florida Filing 
Cost Object Driver Percentages 

~ ~ 

Service Driver 
B"5-h 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-OS3 
SPAC-VGLN 

Total Drlver Percentage 

HIGHLY SENSITWE 

REDACTED 

CONFlDENTlAL 

24 t 7 2  
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GTE 
Service Assurance Cost Study 

Business Response Center SPOC - Tampa-6248 
Florida Filing 
Cost Object Driver Percentages 

,Voies 

The cost object driver percentages are based on TAS trouble tickets and interviews with the BRC personnel. In the study. ail 
Hi-Cap services are assigned to SPAC-DSI. These costs are then distributed to the appropriate Hi-Cap services (ISDN-PRI. 
SPAC-DSI, and SPAC-DS3). from SPAC-DSI, based on the HiCap disvibution percentage. See the Cost Object Breakout 
worksheet for model inputs and outputs. 

Messaging costs are distributed to SPAC-DSI. 

P 

- 
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BRC Work Center - SPOC 6248 
F lor ida  Filing 
Cost  Ob jec t  D r i v e r  Percentages 

Hi Cap Units 
ISDN-PRI 
SPAC-OS1 
SPAC-OS3 

% of Total Total 

REDACTED 

' The cost object driver percentages are based on TAS trouble tickets and interviews with the BRC personnel. In the study. all 
Hi-Cap sewices are assigned to SPAC-DS1 . These costs are then distributed to the appropriate Hi-Cap services (ISDN-PRI, 
SPAC-DSt. SPAC-DS3) from SPAC-DS1 I based on the Hi-Cap distribution percentage. 

Messaging costs are distribuled to SPAC-OS1 

ISDN_PRI= 
SPAC-DSl 
SPAC-DS3 

h' 
Ip 

4 
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REDACTED 

24 1'75 1 



GTE 
Service Assurance Cost Study 

BRC Work Center 6248 
Florida Filing 
IXC SPOC Group Trouble By Service Type 

REDACTED 

Note: 
troubl.. LIC.I.II... 

6 of the costs associated with the BRC SPOC are applied to FL based on the percentage of 

HIGHLY SENSITIVE CONFIDENTIAL 

24  176 
INFORMATION RESTRICTED 



GTE 
Service Assurance Cost Study 

ARTHUR ANDERSEN LLP 

BRC Work Center 6248 
Florida Filing 
Work Center Information Systems 

ACTIVITY 
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CTE - Florida Cost Study 

Business Dispatch Control Center (BDCC) - 6247 

Work Center Description 

The Business Dispatch and Control Center (BDCC) provides a single point of control for all multi- 
line business assurance and fulfillment activity requiring BZT interaction. The implementation ot 
this center eliminates previous requirements for centralized services, branch organizations, and 
multiple dispatch centers to reside within the same region. This plan provides for strong linkages 
to the Business Response Center (BRC) and Division Resource Management (DRU) and is in 
conjunction with the DAC Migration Plan. 

Four centers are established to support this customer set: Tampa, Florida; Thousand Oaks, 
California; Honolulu, Hawaii; and Erie, Pennsylvania. 

The Erie BDCC is responsible for the BZT dispatch activity in Florida. 

Work Center Processes 

The BDCC supports both Service Assurance and Service Fulfillment Processes. 

Cost Objects Supported by  Work Center 

The BDCC dispatches all circuit orders and business lines where the customer has three or more 
B1 lines. The costs are mapped to services and LJNEs based on Business Zone Technicians' 
positive time reporting. See the Customer Operations section for more detail. 

Work Center Cos t  Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation 

24  1'73 
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P. 

Volume Volume Total 
Sensitive Insensitive Overall 

Final Network Element 
Cost By Work Center 
Business Dispatch Control Center - Tampa 
6247 

Cross-bonnect 
Base Cost 

Base Cost Tetd  
CrOSS<O""eCt-BaSc 

Cross-eonnta Totd 

NAC - Special 
Base Cost 

NAC - Special-Base 
Base Cost Total 

NAC . Special Total 

NAC - Switched 
Base Cost 

B u r  Cost Told 
NAC - Switched TOPI 

NAC - Swirchcd-Base 

NID 
Base Cost 

NID-Base 
Base Cost Totd 

NID Total 

,--- 

REDACTED 

24 1'79 

Final Nehvork Element Cost by Work Cenvr 
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GTE - Florida Cost Studv 
Service Assurance 

Organizational Structure 

BUSINESS DISPATCH CONTROL CENTER 
FLORIDA 

REDACTED 

P 

HIGHLY SENSITIVE CONFIDENTIAL 

24 180 

INFORMATION RESTRICTED 



Business Dispatch Control Center - Tampa 
Florida Filing 
Work Center Codes: 6247 

0 Service Assurance I 1 lnlrasiruciure Provisioning Number of employees: 

W Service Fulfillment 

.~ ~ ~ ~~~ 
~~~~~ ~~~~ ~~ 

1 1 Sales. Marketing. and Adverlising Number of Contractors: REDACTED 
11 Billing and Colleclions 

Work Center Description: 

I 1 Other 

BDCC provides a single point olconlacl for 
monilor and dispatch for a l l  multi-line business 
assurance and fulfillment activity requiring 
BZT interaction 

Total number of FlEs: 

UNEs identified as cost 
objects: 

~~ . ~~~ 
~~ ~ ~ ~ ~ ~ 

NAC-Switched, NAC-Spccl;~l, NID. C,(,ss- 
Connecl, Switching, Mulliplcxing, Inlerullicc 
Transport 

Slates Supported by the 
Work Center: 

AL, KY, FL, TX/NM, VA. NC, SC 

Market Segmenls Multi-line business (3+ lines), Carrier, E91 1, Notes: 
Supported by the Work CLEC 

Services identified as cost 
objeck 

Rea Line. Bus Line, Bub PBX, Bu\ Centrmci, 
Coin, ISDN-BRI. ISDN-PRI. SPAC VCLN, 
W'AC-nSI. SPAC-DS3, SPAC-DDS, -. . .- - 
Messaging, ADSL 

Contractors included on lahur rcswrccs shcci 
but not on activities shcel. 

I l l < i l l l .Y  S1:NSIIIVI: 



Glb: 
Service Assurance Curl Study 

Business Dispatch Control Center - Tampa 
Florida Filing 

Work Center Codes: 6247 Work Ccnrer Autivilies 

PrimaryBupporting Activities ATUBTL DirecUSharedlCommon Process 

All BTL Aclivilier 

All Suppl ing Aelivilies - Servlu FulhUmnl 
Andyur Operali-l Prrfonnancc 

Dlsprlchmg Orders 
Disprichmg Tmublrs 
Mmilor Lnlemal Procedures d Policies 

Muniloting and Clemng System (Orden) 
Moniloting and Clearing Syrlunr (Tmubles) 

Personnel and Admnislrmm S u m  
Plotling Work Lmaltonr 

Rrsouurce M10rgr-1 (Trouble) 

Training 

BTL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

ATL 

Service Assur~ncdFulfillnm~ 

Service Fulfill~nmt 
Service Asrurmce 

Service Fulfillnun! 
Service Arsumnce 

Service Asrursncc 

Scrvicr FuI611~~uu~ 
Scrvicc A$sursncc 

Srrvicc Assurance 

Service Arrurancr 

Scrvicc Asrurmcr 

Service Arbucancr 



GTE 
Service Assurance Cost Study 

Business Dispatch Control Center - Tampa - 6247 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

An 3 I y s I 
,Aii BTL ICtl"llle6 

.AI1 Supporting Activities - Sclvics Fulfillment 
Analyze Operatmnal Performance 
Dirpnrching Orders 
Dispatching Tmublen 

Monitonns and Clemng Systems (Ocddes) 
Monironng and Clcanng Systems (Troubles) 
Personnel and Admnirvation Suppon 

Analyst Total 

Business Dispatch Control Specialist 
All BTL Activilics 

A l l  Supponing Activities - Sewice Fulfillment 
Dispatching Orders 
Dispatching Tmubles 

Monitoring and Clearing Syslems (Orders) 
hlonitoting and Clearing Systems ITmublcs) 

Plotting W o h  Locations 
Resource Management (Trouble) 

Businm DirpOlcb Control Specidkt TOW 

Coordinator 
All BTL Activirier 
Ail Suppaning ACtlYlliCs - Sewicc Fulfillmcnt 

Analyze Opentiond Performanee 
Monitor Internal Proeedurrr and Poliicr 
Monironng and Clearing System (Orders) 
Monitoing and Clcaring System (Troubles) 
Perronncl and Adminirmtion Suppon 
Tmning 

Coordinator Total 

Secretary I Specialist 
All BTL AefiYitiei 
AI\ suppmng Activities . Snvicc Fullillmcnt 
Personnel and Adminirwrion Support 

Secretary I S p S h l k l  T O h l  

Section Manager 
All BTL Activities 
All Supponing AcUUitie - Sewicc FulRllnvnt 
Analyze Opentional Performance 
Penonnsl and Adminisvation Suppon 

Section Manager Total 

REDACTED 
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GTE 
Service .Assurance Cost Study 

Business Dispatch Control Center - Tampa - 6247 
Florida Fiting 
Work Center Activities by Job Class 

70 of Time Spent Position .Activities 

Senior Administra[or 
.Ail BTL A s t ~ t i e s  

.AI1 Supporting Activities - Service Fultillmcnt 
Dispatching Orden 
Dirparshing Troubles 

Manirar hicrnal Procedures and Policies 
Tmtnmg 

Senior Administrator Total 

Supervisor 
All BTL Activities 
All Supponing Activities - Service Fulfillmnt 
Analyze Opcrationd Performance 
Dispatching Orden 
Dispatching Troubles 
Monitoring and Clearing System (Orders) 
Monilonng and Clearing System (Troubles) 
Training 

Supervisor Total 

REDACTED 

/-- 
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wfi: 
Service Assurance Cusl Study 

Business Dispatch Control Center - Tampa-6247 
Florida Filing 
Work Center Resources 

Labor Rrwurcei 

Rates Base OT 
FTE Position Pay Level Base MICS BfIs Hours Rate 6001 6002 6004 6153 Benefits Total 

REDACTED 



GTE 
Service Assurance Cost Study 

Business Dispatch Control Center - Tampa - 6241 
Florida Filing 
Work Center Resources 

r\ioies: 

Overtime is paid at time-and-a-half of the employee's base rate. 

Exempt pay is computed From the "Base Rate" For salaried employees. Non-Exempt Pay is computed From the "Base Rate" for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs For employees in this work center. Contractors do not receive 

benefits 

Percent of labor and non-labor expenses assigned to each state is based on work center Specialist's headcount. See Specialist 
Headcount template For calculation. 

Non-labor expenses are based on work center August 1998 outlook. 

HIGHLY SENSITIVE CONFIDENTIAL 
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BDCC Work Center 6247 
Florida Filing 
Specialist Headcount 

I States I E E  Count' I Percentz 1 
per State 

I*] KY REDACTED 

E! Total 

Notes: 
The FTE counts presented above were obtained through surveys of all BDCC specialists. I 

' This figure is used to assign labor and non labor resources to the states supported by this work center. 



I'- Business Dispatch Control Center - Tampa-6247 
Florida Filing 
Cost Object Driver Percentages 

Unbundled Network Element Driver 
Croir-canneCI 

VAC - Speclul 

REDACTED V-\C - Swirchrrd 
NID 

Total Driver Percentage 

/- 
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C T E  
Service Assurance Cost Study 

Business Dispatch Control Center - Tampa-6247 
Florida Filing 
Cost Object Driver Percentages 

& 

The cost object driver percentages are based on Business Zone Technician hours See TechnicIan Hours repon 

P 
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Technician Hours - Florida 
~ .~~ ~~~ 

~~ ~~~~ ~ ~~ . ~~ 

~ ~. ~ ~~~ 

~~ 

Customer Zone Technician IVI&R TechniciandOl 
Interotfiice Transpan 
\iulnplcwng 
VAC -Special 
NAC . Suitched 
NID 
Switching 

~ o t a l  H O U ~  .Customer Zone Technician Illl&R Technictan-201 

Customer Zone Technician 1-21 1 
Crorr-connscl 
Interoffice Tranrpon 
Multiplcxing 
NAC -Special 
NAC .Switched 
Switching 

Total Hours. Customer Zone Technuan 1-21 I 
Business Zone Technician-221 

Crorrsonnect 
Multiplexing 
NAC . SpcClal 
NAC -Switched 
NID 

Total Houri. Eurincrr Zone Technician-221 
Tom1 Hours - Florida 

REDACTED 

MFORMATION RESTRICTED CONFIDENTRL -~ ~ HIGHLY SENSITIVE 
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GTE 
Service Assurance Cost Study 

Business Dispatch Control Center - Tampa 6247 
Florida Filing 
Technician Hours 

Hours are bared on 1998 STAR database information. 
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GTE - Florida Cost Study 
Service Assurance 

Regional Network Reliability Centers (RNRCI - 5541 

Work Center Description 

The Network Reliability group is responsible for providing high-level technical support to 
the field, effective deployment of advanced products and services, and the planning and 
scheduling of labor resources. This group is the true technical staff that assists with 
any  problem situation involving the network. 

The Field Support group is the second point of contact on technical problems when it is 
not possible to contact the Network Operations Center (NOC), which is the first point of 
contact. In addition, this group often acts as the resource in the field to assist the NOC 
with technical problems. 

The TAC Focus group analyzes data provided by the centralized TAC group as well as 
schedules and manages the repair and maintenance of copper cable and airdryers. 

Two new groups are being formed in Network Reliability that will add responsibilities to 
the group. The two groups are Network Interconnection and Quality Results. The 
Network Interconnection group will deal with central ofice-related issues associated 
with the interconnection of GTE’s network with its competitors. The Quality Results 
group will be responsible for performing root cause analysis studies on trouble ticket 
data and developing viable solutions with specific actions that will improve GTE’s quality 
of service. 

Work Center Processes 

Network Reliability is primarily in support of the Service Assurance process. A limited 
amount of its time is spent on activities related to Service Fulfillment and Infrastructure 
Provisioning. 

Cost Objects Supported by Work Center 

UNEs: NAC - Switched, Cross Connect, Switching, Multiplexing, and Interoffice 
Transport 

Work Center Cost Model Results  

Unitized work center results related to UNEs and Services costs are documented on the 
following pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services 
calculation. 
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Volume Volume Total Final Network EIement 
Cost By Work Center Sensitive Insensitive Overall 
Network Reliability Center-Florida 
5J41 

Cross-connect 
Base Cost 

Bise Cart Total 
Crosrsonnect-Base 

Cross-connect Total 

Interoffice Transport 
Base Cost 

Base Cart ToId 
Interofice Tnmsport Tots1 

NAC - Special 
Base Cost 

Barr Cost T01.1 

Interoffice Tianrpon-Base 

NAC . Special-Bare 

NAC . Spccirrl Total 

NAC - Switched 
Base Cost 

Bsse Cost Total 
NAC - Switched Total 

NAC - Switched-Bane 

SS7 Linkr 
Base Cost 

S S l  Links-Bw 
Base Coil To1d 

SS7 Links Total 

STP Ports 
Base Cost 

Bsrc Cost Total 
STP Ports-Bare 

STP Pons Total 

Switching 
Base Cost 

Bare Cor1 Total 
Swtehmg-Base 

Switchin8 Totd 

REDACTED 

Final Network Element Cost by Work Ccnter 
HIGHLY SENSITIVE CONFIDENTIAL 
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GTE - Florida Cost Studv 
Service Assurance 

Organizational Structure (current status) 

Network Reliability 

HIGHLY SENSITIVE 

REDACTED 
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Network Reliability Center - Florida 
Florida Filing 
Work Center Codes: 5441 

hi Service Assurance 

MJ Service Fullillnient 

~ ~ ~~ ~ ~ ~~ 

11 Infrastructure Provisioning 

111 Sales. Marketing, and Advertising 

~~ 

REDACTED Number of employees: 

Number of contractors: 

( ~ 1  Bill ing and Collections 0 Other Total number of FTEs: 

Work Cenler Description: UNEs identif ied as cos1 
~ ~ ~~~~~ .~ ~ ~~~ ~~~~~~~~~~~~ ~~ ~~~~~~ 

Network Reliability i s  a highly technical 
organization responsible for GTEs network objects: Cross Connccl, Multiplexing, Switching, 
quality and pr0du.t delivery objectives 

SS7 Links. N A C  - Special, N A C  - Switctied, 

Interollice Transport. NID. STP Ports 

Stales Supported by the Florida 
Work  Center: 

Services identified as cost 
objects: 

Residential Line, Business Line, Business 
PBX. Business Centranet, ISDN BR1, ISDN 
PRI. SPAC VGLN. SPAC DDS, SPAC DSI. 
SPAC DS3. CLEC POP 

M a r k e l  Segments Business end users, carriers, GTE Network Notes: 
Supported by the Work  Services: all markets 

I lK i l l LY  Sl:NSI I IVI:  
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GTE 
Service Assurance Cast Study 

Network Reliability Center - Florida - 5541 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

.Admin SuplSecrerary - Field Support 
Personnel and Admnislrauon Support 

.Admin SupiSeeretary . Field Support Total 

Admin SuplSecrerary - Interconnection 

.Admin SupiSecretary . Interconnection Total 

Admin SupISecretary - Quality Results 

. ~dmin  SuplSceretnry . Quality ReaulCr Total 

Admin SuplSecretary - TAC Focus 

Admin Sup/Sccrelary. TAC Foeus Told 

Personnel and Adminirrntion Suppon 

Personnel and Administration Suppon 

Resource Management (Trouble) 

Administrator - Interconnection 
Analyzc Opentional Performance 

Governmental & External Relations 

Provide rechnieai ruppan (Trouble) 
Sire Inspections 
Twnmg 

Administrator. InterconnectIan Told 

Administrator - Quality Results 
Amlyac Opcnlional Performance 

Make Equipment Reeammndationr 

Perform Special Projects 

Pcrronnei and Adminiswation Suppan 

Tnining 

.Administrator. Quality RerulCr Tohl 

Customer Zone Tech I 
Repair and Mzintain Network Facilities 

Customer Zone Tech I Total 

General Manager - Network Reliability 
Perform Workcenter Planning 
Perranhe1 and Adminlrwauon Suppon 

General hlsnsgcr . Network Relhbillly Tow 

Manager - Field Support 
Network Contigunlion Management 

Perform Special Proiecu 
Personnel and Adminirrntion Suppan 

Pmduci Devclapmnt and Dcploymnt 
Provide technical ruppan (Trouble) 
Tra"l"g 

Manager. Field Support Taw 

HIGHLY SENSITIVE CONFIDENTLM. 

REDACTED 
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GTE 
service .Assurance Cost Studj 

Network Reliability Center - Florida - 5541 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Manager - TAC Focus 
Resource Management (Trouble) 

Manager. TAC Focus Total 

Senior Administrator - Field Support 
Network Configuration Management 

Perform Special Projects 
Personnel 2nd Adrmniruation Suppan 

Produci Development and Deployment 

Pmvide technical ruppan (Trouble) 
TI2l"i"g 

Senior Administrator. Field Support Tats1 

Senior Administrator - Interconnection 
Analyze Opcntionai Performance 

Governmental & External Relations 
Pmvidc technical ruppon (Trouble) 

Site Inspections 
Training 

Senior Administrator. Intrrcann(et1on Total 

Senior Administrator - Quality Resuiu 
Analyze Operattonal Performance 
Make Equipment Recommendakmr 

Perform Special Projects 

Personnel and Adminirtrauon Suppon 
Training 

Senior Administrator - Quality Rcsulu Tots1 

Senior Administrator - Resource Management 
Analyz Opcrational Performance 

Perform Workcenter Planning 

Perronncl and Administration Suppon 

Training 

Senior Administrator. Resource M~nagemnt Tot4 

Senior Administrator - TAC Focus 
Analyz  Operanod Performance 
Resource Managcmcnt (Trouble) 

Senior AdministrPlor. TAC Poem TOW 

Staff Administrator ~ Interconnection 
Analyrs Operational Performance 
Governmental & External Relations 
Provide technical ruppon (Trouble) 
sile Lnrpecuonr 
Traning 

Staff Administrator . Intereo~ceUon Tots1 

REDACTED 
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GTE 
Service Assurance Cost Study 

Zietwork Reliability Center - Florida - 5541 
Florida Filing 
Work Center Activities by Job Class 

Position Activities ?& of Time Spent 
~~ 

~~ 

Staff Administrator - Quality 
Analyze optmnona1 Performance 

Make Equipment Recommendations 
Perform S ~ c d  Pmjeclr 
Penannel and Admimrlration Support 
TW"l"g 

Slaff Administrator. Quality Told 

Staff Secretary 

Staff Secretary Total 
Prnonnel and Adminisiration Suppon 

HIGHLY SENSITIVE 

REDACTED 
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GTE 
Service .issurance Cost Study 

yetwork Reliability Center - 5541 
Florida Filing 
w o r k  Center Resources 

LQLa  

Oienirne is paid ai time-and-half of employee's base rate 

Exempt pay is computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the "Base Rate" for 
employees who receive overtime pay 

MICS Pay i s  attributed to 6153 "Performance Cornpensatton." 

The "Benefits Rate'' is used to compute all labor benefits costs for employees in this work center. Conuactors do not receive 
benefits 

The non-labor expenses are based on Apnl 1998 outlook. 
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Network Reliability Center-5J41 
Florida Filing 
Cost Object Driver Percentages 

Activity UNEName Driver 

Analyze Operational Performance 
crorr-connect 
Interoffice Tranrpon 
Multiplexing 
NAC - Spccial 
NAC. Switched 
Switching 

AnaLyze Opera(iona1 Performance Total 

Network Configuration Management 
Multiplexing 
SIT Ports 
Switcbng 

Yetwork Configuration Mmsgcmcnt Total 
Perform Special Projects 

Multiplexing 
Switching 

Perform Special Prajcets Total 
Product Development and Deployment 

Multiplexing 
STP PORI 
Switching 

Produet Devclopmrnl and Dcploymrnl Tom1 
Provide technical support (Trouble) 

CtOSS-CO""eCt 
htemftice T m s p o n  
Multiplexing 
NAC. Specid 
NAC. Switched 
557 Lmkr 
Switching 

Provide lechnlri l  support (Trouble) Told 

HIGHLY SENSIWJE 

REDACTED 
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P 
Network Reliability Center-5J41 
Florida Filing 
Cost Obiect Driver Percentages 

Position UNEName Driver 

Cumrner  Zone Tech I 
CrOiS-CO""Kt 

lnrerofftice Tranr~on 
I*l"lrlplcxmg 
NAC.  Special 
N A C  - Switched 
Switching 

Customer Zone Tech 1 Total 

HIGHLY SENSITNE CONFIDENTIAL 

REDACTED 
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GTE 
Service Assurance Cost Study 

Yetwork Reliability Center - 5541 
Florida Filing 
Cost Object Driver Percentages 

* 
The Cost Oblecr Percentages were provided by the Speclalist-Swltchlng & Transnussion and Senior Administrator 
Sulrching(Transla1ion) 
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GTE 
Service Assurance Costing Study 

Network Reliability - 5541 
Florida Filing 
Work Center Information Systems 

ARTHUR ANDERSEN LLP 

Workgroup 
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GTE - Florida Cost Study 
Service Assurance 

Database Management (DBM) - 6250 

Work Center Description 

This department is responsible for directing the day-to-day database sottware activities for all 
Network Elements (NE) and Network Systems (NS) throughout GTE telephone operations. These 
activities include provisioning IC switched access orders, provisioning business service orders, 
provisioning new products and services, implementing and maintaining local, toll, and special 
dialing plans, implementing and maintaining FCC and PUC regulatory policies, and 
implementing and maintaining E911 data bases. This department consists of the following 
groups: 

- Provisioning 
- Centralized Operations 

System Support 
911 Operations 
Administration 

The Provisioning group is responsible for business services provisioning, ASR provisioning, trunk 
provisioning, code administration, hardware provisioning, network/infrastructure provisioning, 
and ICB products and services provisioning. 

The Centralized Operations group is responsible for billing support, national hotline support (24 
hours, 7 days a week), DBM technical support, ICB evaluations, DMoQ SPOC management, and 
adjunct devices provisioning. 

The System Support group is responsible for NEDAS administration and support, DMBS 
administration and support, and office automation. 

911 Operations is responsible for 911 data administration, 911 data audits and corrections, 911 
table administration, MARK SAG administration, and 911 conversion support. 

/-. 

Work Center Processes 

DBM is involved in the Service Fulfillment, Service Assurance, and Infrastructure Provisioning 
processes. This project focused on the Centralized Operations and Systems Support work centers 
These are the only DBM work centers with Service Assurance activities. 

Cost Objects Supported by Work Center 

All DBM activities involve switch database work, so this groups costs are assigned to the 
UNE - Switching. 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE - Florida Cost Study 

Work Center Cost Model Results 

Unitized work center results related to LJNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation 

Organizational Structure (current status) 

Database Management 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 
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P 

Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 

Database Management 
6250 

Switching 
Base Cast 

Bare Cost Total 
Switching-Bare 

Switchinf Told 
REDACTED 
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P 
Final Netuork Elemml Cost by Work Centn 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 

Database Management Support 
6250 

Switching 
Base Cost 

Bare Coil To ld  
Switching-Bare 

Switching Told 
REDACTED 

24 211. 

P 
Final Network Elenmt Cos1 by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

F I o d i  

INFORMATION RESTRICTED 



Database Management 
Florida Filing 
Work Center Codes: 6250 

&I Service Assurance Infrastructure Provisioning 

@ Service Fulfillment 0 Sales, Marketing, and Advertising 

-. .. 

Number of employees: 

Number of contractors: REDACTED 
0 Billing and Collections 0 Other Total number of FTEs: 

Work Center Description: Manage routing of wanslations software and UNEs identified as cost Switching 
___ 

databases for GTEs wireline network. objects: 

Slates Supported by the National 
Work Center: 

Market Segments Business, CLEC,and Carrier 
Supported by the Work 

HIUIILY SENSITIVE 

Services idenWied as cost 
objects: 

ISDN-BRI, ISDN-PRI, Bus-and CNTRNT 

Notes: There are 423 FTEs in Database 
Management. however only 37(including I 
cuntraclor) were studied. 
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GTE 
Service Assurance Cost Study 

Database Management - 6250 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Administrative Assistant 
Pmvirron Scrvice Order 

Resolve Customer Trouble 

Administrative A~sistanl Total 

Administrator - IN 
Provision Service Order 
Resolve Curtamer Trouble 

.4dministr~lor. IN Told 

Administrator - TX 
Provision Service Order 
Resolve Customer Trouble 

Administrator. TX Tots1 

Analyst - IN 
Provision Servicc Order 
Resolve Customer Trouble 

Analyst. IN Total 

Analyst - TX 
Provision Service Order 
Resolve Customer Trouble 

Analyst. TX Total 

Manager 
Provision Service Order 
Resolve Customer Trouble 

Manager Tats1 

Section Administrator 
Provision Service Order 
Resolve Customer Tmuble 

Section Administrator Toul 

Section Manager - IN 

Section .\lannger. IN Toul 

Section Manager - TX 

Seetian Manager. TX Tom 

Senior Admin - TX 

Resolve Customer Trouble 

Resolve Customer Trouble 

Provision Servicc Order 
Rerolvc Customer Trouble 

Senior Admin . TX Tom1 

Senior Secretary 
Provision Scrvicc Order 
Resolve Curtomec Tmubic 

Senior Scerrury Total 

REDACTED 
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GTE 
Service Assurance Cost Study 

Database Management - 6250 
Florida Filing 
Work Center Activities by Job Class 

Position Activities T.. of Time Spent 

Statf Admin - TX - 
Pmviiian Sewoe Order 

Rcralve Customer Tmuble 
Staff Admin. TX Total 

HIGHLY SENSITNE CONFIDENTIAL 

REDACTED 
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CTE 
Service Assurance Cost Study 

Database iManagement .6250 
Florida Filing 
Work Center Activities by Job Class c 

Because the study only includes Service Assurance costs, on]! ralized Support ar 
included in [he study. These are the only DBM work centers with >ervice.Assurance act. 

The Contractor included in this study was not interviewed and therefore. no activities were identified. The Cantraitur ctl>ii  .(re 
included in the non-labor expenses. 

isterns Support FTE's .!re 
,, 

REDACTED 
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G'IE 
Service Assurance Cusl Sludy 

Database Management-6250 
Florida Filing 
Work Center Resources 

Labor Reswrces 

Rates Base OT 
Fl'E Position Pay Level Base MlCS Bfts HoursRate 6001 6002 6004 6153 Benefits Tutal 

Nun-Labor KWUU~C~S 

SAP Elrmnl Code Uu11srr 

I1lGlll .Y SbNSI I  IV1. 

REDACTED 



GTE 
Service Assurance Cost Study 

Database Management-6250 
Florida Filing 
Work Center Resources 

.Vorer, 

Exempt pay is computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the "Base Rate" for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits 

The non-labor expenses are based on 1998 work center budget. 

The percentage of resources assigned to the states is based on DBM trouble tickets. See the DBM Trouble Tickets template 

Non-labor resources for this work center are shared between Centralized Support and Sy-'--* Qaa-nnrt. The costs have been 
assigned to each of the twr ..,--& -̂ .*..- based on F E s .  Centralized Support received 
Systems Support received 
Support group supports th- 

Costs for the contractor are included in non-labor resources 

of the resources and 
If the resources. For the purposes of the model ...._ -.. ~ ;he Database Management 

D _ _ _ r .  all non-labor resources were included in the DBM costs. 

REDACTED 
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24 218 

INFORMATION RESTRICTED 



GTE 
Service Assurance Cost Study 

Account 
6201 
6202 
6251 
6401 
6503 
6701 
6729 
6790 

Description 
Travel Expenses 
Meals and Entertainment 
Empl. Relocation 
Material and Supply 
Contractors 
DP-End User 
Internal Telecom 
Other Costs 

Arthur Andersen LLP 

REDACTED 

- Notes: 
Non-labor resources for this work center code are shared between Centralized Support and Systems Support. 
They have been assigned to each of the two work groups based on FTEs. 
Centralized Support received of the resources and Systems Support receive of the resources. 
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GTE 
Service Assurance Cost Study 

Centralized Support Total DBM lTEs  
(- systems support) 

DBM Work Center 6250 
Florida Filing 
DBM Systems Support Labor Dollars Assigned to Centralized Support 

Centralized Support 

K 
Ip 

N 
ru 
0 

I Systems Support Labor$$ I Systems Support Non-Labor $$ ICentralized Supportl Total $$to Centralized Support I 
I I I 

Only a portion of total DBM Systems Support dollars are assigned tu the DBM Centralized Support and General S&A gruups. Since the 
Systems Support group basically provides computer support for each FI'E in DBM, we calculated the percentage of the Centralized 
Support + General S&A FTEs in relation to the entire DBM work group. This percentage of Systems Support dollars was assigned tu the 
Centralized Support work group, which is the only DBM work group in the service assurance process. 

HIGHLY SENSITIVE 
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GTE 
Service Assurance Cost Study 

Region 

N o n h  

South 

Central 

West 

D B M  Work Center 6250 
Florida Fil ing 
D B M  t roub le  t i cke ts  for 1997 

RRIC Total Inbound tickets Total DBM Tickets Percent of 
Tickets 1997 Worked Total 

State 

IA 
IL 
IN 
MI 
OH 

WI 
AL 
FL 
KY 
N C  
sc 
VA 
AR 
AZ 
MO 
N E  
N M  
OK 
T X  
C A  
H i  
ID 

N V  
OR 
W A  

- 
- 
- 
- 
-KT - 
- 
- 
- 
- 
- 
- 
- 
- 
- 
- 
- 
- 
- 
- 
- 
- 

Arthur Andersen LLP 

REDACTED 
_--- 

The data for  this chart was provided by DBM management. It depicts the total troubles worked by the 
DBM group for al l  states in  1997. R R l C  troubles a r e  specific to I X C  (access) service problems and 
inbound troubles are generated by other G T E  workcenters on behalf o f  CTE's local customers. These 
trouble percentages are used as the cost driver to assign DBM service assurance costs to each s ta te  in 

which GTE operates. Since the DBM group repairs switch software, a l l  o f  i t s  costs a r e  driven to the 
"Switch" UNE. 
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Database Management Support 
Florida Filing 
Work Center Codes: 6250 

Service Assurance 

M Service Fulfillment 

0 Billing and Collections 

Work Center Description: 

States Supported by the 
Work Center: 

Market Segments 
Supported by (he Work 

M Intrdstru'ture Provisioning 

U Sales, Marketing, and Advertising 

LJ Other 

The System Support group is responsible for 
NEDAS administration and support, DMBS 
administration and support, and office 
automation. 

National 

Business, CLEC,and Carrier 

~ 

Number of employees: 

Number of contractors: WDACTED 
Total number of FTEs: 

UNFA identified as cost Switching 
objects: 

Services identified as cost 
objects: 

ISDN-BRI. ISDN-PRI, Bus-and CNTRNT 

Notes: 
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i 
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GTE 
Service Assurance Cost Study 

Database Management Support - 6250 
Florida Filing 
Work Center Activities by Job Class 

~ 

Position .Activities C, of Time Spent 

Analyst - C A  - SS 
Prmidr System Suppon 

.A"alyrl. CA . ss rotat 

Analyst - FL - S S  
Provide System Suppon 

Analyst. FL . SS Total 

Analyst - IN - SS 

.Analyst. IN. ss rots1 

Manager - SS 

m n a g e r .  ss Total 

Section Administrator - SS 

Provide System Suppon 

Pmvide Syrrcm Suppon 

Provide Syrtcm Suppan 
Stetion Administrator . SS TOM 

Senior Admin - C A  - SS 

Senior Admin. CA - SS Tolnl 

Senior Admin - FL - SS 

Senior Admin . FL . SS Total 

Senior Admin - IN - SS 

Senior Admin. IN - SS Tom1 

Senior Admin - TX - SS 

Senior Admin. TX . SS ToUl 

Staff Admin I C A  - SS 

Provide System Support 

Provide System Suppon 

Pmvids System Suppon 

Provide System Suppon 

Provide System Suppon 
Slaff Admin. CA . SS Total 

HIGHLY SENSITIVE CONFIDENTW 

REDACTED 
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GTE 
Service Assurance Cost Study 

Database Management Support .  6250 
Florida Filing 
Work Center Activities by J o b  Class 

V,reu: 

Because the study only includes Service Assurance costs. only 
included in the study. These are the only DBM work centers 

The Contractor included in this study was not interviewed and therefore, no activities were identified. The Contractor costs a e  
included in the non-labor expenses. 

Centralized Support and ystems Support R E ' S  are 
. ~ ~ l  Service Assurance activities. 

/-- HIGHLY SENSITIVE 

REDACTED 
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Service Assurance Cos1 Study 

Database Management Support-6250 
Florida Filing 
Work Center Resources 

Labur Resources 

Rates Base OT 
FTE Position Pay Level Base MlCS Bfts Hours Rate 6001 6002 6004 6153 Benefits Total 

.. ^^ 

REDACTED 

Nun-I.abor Resources 
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GTE 
Service Assurance Cost Study 

Database Management Support -6250 
Florida Filing 
Work Center Resources 

i\iures: 

Exempt pay is computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the "Barr Rate" for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits 

The non-labor expenses are based on 1998 work center budget. 

The percentage of resources assigned to the states is based on DBM trouble tickets. See the DBM Trouble Tickets template. 

Non-labor resources for this work center are shared between Centralized Support and Systems Support. The costs have been 
assigned to each of the two work groups based on FI'E's. Centralized Support received 
Systems Support received 
Support group supports the DBM group, all non-labor resources were included in the DBM costs. 

Costs for the contractor are included in non-labor resources 

f the resources and 
the resources. For the purposes of the model and because we Database Mana, oement 

/- 

REDACTED 

HIGHLY SENSITIVE /-. 
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GTE 
Service Assurance Cost Study 

Centralized Support TotaLDBM FTEs 
(- systems support) 

DBM Work Center 6250 

Florida Filing 
DBM Systems Support Labor Dollars Assigned to Centralized Support 

Centralized Support 

Systems Support Labor $$ t- 

Arlhur Andersen LLP 

Systems Support Non-Labor 5$ Centralized Support Total $5 to Centralized Support 

Only a portion of total DBM Systems Support dollars are assigned to the DBM Centralized Support and General S&A groups. Since the 
Systems Support group basically provides computer support for each R E  in DBM, we calculated the percentage of the Centralized 
Support + General S&A R E S  in relation to the entire DBM work group. This percentage of Systems Support d d a r s  wab assigned to the 
Centralized Support work group, which is the only DBM work group in the service assurance process. 

HIGHLY SENSITIVE 
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GTE 
Service Assurance Cost Study 

Arthur Andersen LLP 

c 

D B M  Work  Center 6250 
Florida Fi l ing 
D B M  trouble tickets for 1997 

REDACTED 

The data for  this chart was provided by DBM management. I t  depicts the total troubles worked by the 
DBM group for  al l  states in 1997. RRIC troubles are specific to IXC (access) service problems and 
inbound troubles are generated by other CTE workcenters on behalf of GTE's local customers. These 
trouble percentages are used as the cost dr iver to assign DBM service assurance costs to each state in 
which GTE operates. Since the DBM group repairs switch software, a l l  o f  its costs are driven to the 
"Switch" UNE. 

24 229 
c 

HIGHLY SENSITIVE CONFIDENTIAL INFORMATION RESTRICTED 



/-- 
Database Management-6250 
Florida Filing 
Cost Object Driver Percentages 

Unbundled Network Element Driver 
Swirching 

Tomi Driver Percentage 

REDACTED 
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GTE 
Service Assurance Cost Study 

Database Management - 6250 
Florida Filing 
Cost Object Driver Percentages 

.vores: . 
Since the DBM group repairs switch software, all of its costs are driven to the “Switch” UNE. 

- HIGHLY SENSITIVE CONFIDENTIAL 
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GTE - Florida Cost Study 
Service Assurance 

Operations Planning and Support - (OPS) - 6320 

Work Center Description 

Operations Planning and Support is responsible for end-to-end network planning, engineering, 
construction, service fulfillment, and service assurance support as well as standards and 
technology testing, inventory management, and remote operations support. The Service 
Assurance portion is responsible for support of Customer CARE systems, Customer CARE 
planning, Customer CARE support, Network Reliability, and OSP Preventative Maintenance. OPS 
supports all 28 states for GTE. 

Work Center Processes 

An OPS supports Service Assurance Process. 

Cost Objects Supported by Work Center 

This work center supports all services and UNEs because it supports all work centers involved in 
Service Assurance. Its costs are shared among all services and UNEs. Since OPS supports various 
work centers nationally, the OPS costs are assigned to Wisconsin based on two different drivers 
depending on supported work centers. Total access lines were used as the cost driver for the 
following work centers: 

Customer Operations 

Network reliability 
The state of Florida contains 12.3% of GTE's total access lines. Accordingly, these state specific 
work centers were assigned 12.3% of OPS support costs. 

In the case of Regional and National Workcenter such as: 
BDCC 
CARE 
BRC 
NOC 

We assigned costs based on the number of OF5 personnel who support these work centers. See 
the Work Template section for more detail. 

/4 DRM 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 
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REDACTED 

Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Operations Planning and Support 
6320 

Cross-connect 
Base Cost 

BPIC Cost Tola1 

Additive Cost 
Bur-Ln 
Bur-PBX 
Cot" 
ISDN-PRI 
Res-Ln 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Tm.1 

CrOS-CO""L?C!.BaSe 

c.oss-connro Told 

Interoffice Transport 
Base Cost 

Base Cos1 Tots1 

Additive Cost 

lntemffiec Trampon-Base 

Bur-Ln 
Bus-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Addillve Coat TouI 
l"feroJJ7ce rIDnrpon Told 

NAC - Special 
Base Cost 

NAC . Speeial-Bru 
B.lc cost T0t.l 

Additive Cost 

B"S-PBX 
Bur-Ln 

ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VCLN 

Additive Cost Tola1 
NAC - Specid Told 

Final Nework Element Carl by Work Ccnlcr 
HIGHLY SENSITIVE CONFIDENTIAL 
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Volume Volume Total 'inal Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Operations Planning and Support 
6320 , 

NAC - Switched 
Base Cost 

WAC - Switched-Bare 
Base Cost Total 

Additive Cost 
Bur-Ln 
Bus-PBX 
COl" 

ISDN-PRI 
Res-Ln 
SPAC-DDS 
SPAC-DSI 
WAC-DS3 
SPAC-VGLN 

Addltlve Cost Told 
N A C -  Switched Total 

NID 
Base Cost 

NID-Base 
Base Cost Told 

Additive Cost 
Bur-Ln 
Bur-PEX 
CO," 
ISDN-PRI 
Res-Ln 
SPAC-DDS 
SPAC-DSI 
SPAC-OS1 
SPAC-VGLN 

Addltlve Cost Total 
lVlD T e d  

SS7 Links 
Base Cost 

SS7 Links-Base 
Barr Cost Total 

SS7 Limb Told 

STP Ports 
Base Cost 

STP Porn-Eue 
Base Cost Told 

STP Porn Told 

Final Network Element Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 
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,-- 
Volume Volume Total Final Network Element 

Cost By Work Center Sensitive Insensitive Overall 
Operations Planning and Support 
6320 

Switching 
Base Cost 

Bare Cost Total 

Additive Cost 
Bur-Ln 
Bur-PBX 
COl" 

ISDN-PRI 
Rsr-Ln 
WAC-DDS 
SPAC-DSI 
SPAC-DSJ 
SPAC-VGLN 

Additlve Cost Told 

Switching-Bare 

Swifchim~ Total 

REDACTED 

/-- 
Final Ncouork E l c m t  Cost by Work Center 

HIGHLY SENSITIVE CONFIDENTIAL 
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Final Service Cost By Work Center Volume Volume Total 

Operations Planning and Support 
Sensitive Insensitive Overall 

6320 
Bus-Ln 

Base Cost 
Bur_Ln-Bare 

Base Cost Total 
Bus-Ln T o l d  

Bus-PBX 
Base Cost 

Base Cos1 Total 
Bur_PBX-Barc 

Bus-PBX Told 

Coin 
Base Cost 

Coin-Bare 
B a s  Cost T o l d  

Coin Total 

ISDN-PRI 
Base Cost 

ISDN_PN-Bare 
Barr Cos1 Total 

ISDN- PRI Toid 

Res-Ln 
Base Cost 

Rcr-Ln.Bare 
Barr Cor1 Total 

ReS-Lll Tole1 

SPAC-DDS 
Base Cost 

Base Cost Total 
SPAC-DDS-Bare 

WAC-DDS T O I ~  

SPA C-DSI 
Base Cost 

Base Cost Total 
SPAC-DSI-Bnw 

SPAC-DSI Told 

SPAC-DS3 
Base Cost 

Base Cost Total 
SPAC-DS3-Bax 

SPAC-DS3 Told  

SPA C- VGLN 
Base Cost 

Bare Carl Total 
SPAC-VGLN-Bare 

SPAC-VGLN Totd 

Final Service Cost for6320 
HIGHLY SENSITIVE CONFIDENTIAL 
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GTE - Florida Cost Study 
Service Assurance 

Organizational Structure 

OPS - 6320 

REDACTED 
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w 
CD 

Operations PlanninE and Support 
Florida Filing 
Work Center Codes: 6320 

M Service Assurance 

Service Fulfillment 

. ~ ~ ~ ~~~~~~~~~~~~ ~~~~ ~ - .. . 
LI Infrastructure Provisioning 

[I Sales. Marketing. and Advertising 

~ ~ 

Number of employees: 

Number of contractors: REDACTED 
0 Billing and Collections U Other Total number of FTEs: 

Work Center Description: Operations Planning and Support is a work UNEs identified as cost 
center with national coverage providing staff objecrs: 
and systems support to the work centers in the 
service assurance process. 

~ ~ ~~ ~~~~~ ~ ~~~~ ~. ~ ~~ ~~~~~~~~~~~~~ . . ~ ~ ~ 

OPS costs are assigned to all work centers 
supported by OPS. This work center costs are 
assigned to all UNEs and Services in 
accordance to the supported work centers. 

States Supported by the National 
Work Center: 

Market Segments All Markets 
Supported by the Work 

t1ItiHl.Y S t N S I I  IVI: 

Services identified as cost 
objects: 

OPS costs are assigned to all work centers 
supported by OPS. This work center costs are 
assigned to a11 UNEs and Services in 
accordance to the supported work centers. 

Notes: 
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GTE 
Service .Assurance Cost Study 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Admin. - CARE Support - T X  - Level 6 
A"dYZe Opsr3ino"al Performance 

Governmental & External Rclvtionr 
Manilor internal Pmccdurer and Policies 
Pcrfom Workcenter Planning 
Personnel and Adnunismtion support 
Product Development and Deployment 
Pmvide System Suppon 
Tnl"l"g 

Admin.. CARE Suppon . TX . Level 6 Total 

Admin. - CARE Support - T X  - Level 7 
Andyze Operational Performance 
Govcmmenral & E x ~ m a l  Relations 

Monitor h t e m l  Pmcdures and Policies 
Perform Wockcentcr Planning 
Personnel and Administration Suppon 
Pmduct Development and Deployment 
Pmvidc System Suppon 
Training 

Admi".. CARE Support. 'TX. Level 7 Total 

Admin.. T X  
Analyze Operational Performance 
Monitor hlcmal Pmcedums and Policies 
Product Development and Deployment 
Pmvide System Suppon 
Training 

Admin. . TX Total 

Admin. Operational Analysis Care support - TX 
Analyls Operational Pelformanee 
Monilor htcmsl PIocedum and Policies 
Perform Warkcenter Planning 
Pmdust Devslapmcnt and Deployment 
Pmvidc Syrtcm Support 

Admin. Operational Annlyib Care support. TX ToUl 

AVP-Service Assurance - TX 
Analyze Operational Pcrformanncc 
Pcrform Workcenter Planning 
Personnel and Administration Suppon 

AVP-Service Asurance. TX Tom1 

REDACTED ' 
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GTE 
Service .Assurance Cost Study 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

P 

Position Activities QO of Time Spent 

Equipment Maintainer - FL 
Analyze Openlmnal Performance 

Ilonnor Internal Procedurer and Policies 
Perform Workcenlcr Planning 

Personnel and Adminimation Suppon 
Product Development and Deployment 
Training 

Equipment Msinlaiocr - FL Tats1 

Executive Secretary - TX 

Executive Secretary. TX Total 

Manager -Care System Support - TX 

Personnel and Administration Suppon 

Analyze Operational Perfomwncc 
Governmend &External Relations 

Monitor Internal Pmccdums and Policies 
Perform Workcenter Planning 

Personnel and Adminismtion Suppon 
Pmduet Lkvelopment and Deployment 
Provide System Suppon 
Training 

Manager. Care System Support . TX Told 

Manager - Care/BRC Planning - TX 
Analyze Oprational Performance 
Govcrnmentd & External Relations 
Monitor Internal Roceduces and Policies 
Perform Workcenter Planning 

Personnel and Administration Suppon 
Product Development and Deployment 
Provide System Suppon 
Training 

hlanagrr . CarelBRC Planning. TX Total 
Manager - Customer Care support ~ TX 

Analyze Oprationd Performane 
Governmental br External Relations 
Monitor Internal PmeedurcS and Pol ism 
Perform Workccntu Planning 

Personnel and Adminirmtion Suppon 
Product Deve lapmt  and Lkploymenl 
Pmvide System Suppon 
Tnining 

Manager. Cvrtomr Cam support. TX Total 

/- 

REDACTED 
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GTE 
Service .Assurance Cost Study 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

Position .Activities % af Time Spent 

Manqer - CZT-BZT Zone Support - TX 
~ n a l y z c  Opernuonal Performance 
Governmental & Erternal Relauonr 
Monitor Lnlernrl Pmccdumr and Policies 
Perform Warkcenter Planning 

Personnel and AdminisUation Support 

Producr Dcvelopmcnt and Deployment 
Provide System Support 
Training 

Manager. CZT.BZT Zone Suppan. TX Told 

Manager - Network Reliability Support - TX 
Analyze Operational Performance 
Governmental &External Relations 
Perfom Worliccnter Planning 
Personnel and Administration Support 

Manager. Network Reliability Support. TX Tab1 

Manager - NOCV - TX 
Monitor h e m 1  PIosedurrs and Policies 

Product Development and Deployment 

Provide System Suppcrt 
Training 

Manager. NOCV . TX Tom1 

Manager - Operational Analysis. Customer CARE ~ TX 
Amlyze Operational Performance 
Monitor internal R o e e d u ~  and Policies 
Perform wmkcmter Planrung 
Perronnel and Adminisvation Support 

Pmvidc System Svppon 
Manager. Operallanal AnalyaL. Curtamr CARE. TX Tobl 

Manager OSPmetwork Facilities Support ~ TX 
Analyze Operauonal Perfomcc 
Governmental & EXIUMI Relations 
Perform Worlicentcr Planning 
Pcrronncl and Adminismion Support 

Manager OSPmirtrork Pacll l~l~s  support^ TX TOW 

Manager Zone TechlDispatch support - TX 
Analyz Operational Performance 
Governmental & Ertcmal Relations 
Perform Workcenter Planning 
Psrronnel and Adminimtion SUppOn 

Manager Zone Techmkpateh svpprt .  TX TOW 

REDACTED 
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CTE 
Service Assurance Cost Study 

F- 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 

Yetwork Clerks - FL 

9'0 of Time Spent 

.Analyze Opernrlanal Performance 
hlonllor hternal Procedures and Policies 

Perform Workcenter Planning 
Personnel and Administration Suppon 
Product Development and Deployment 
Training 

Network Clerk. FL Told 

Program Manager - Service Assurance - TX 
.Analyze Operauonal Performance 
Monitor htsmal Pmcedures and Policies 
Rrfarm Workcenter Planning 
Personnel and Adminisvation Support 
Traning 

Program Manager. Service Assurance. TX Tom 

Project Manager - Network ServicesEmergency Preparedness - TX 

Project Manager. Nelwork ScrviculEmrrgcney Preparedness. TX T 

Sect. Manager - APCC - FL 

Governmental & E i t d  Relarioni 

Analyze Operational Performance 
Monitor hemal Pmccdures and Policies 
Perform Workccnter Planning 
Personnel and Administration Support 
Product Devslopmsnt and Deployment 
Training 

Sect. Manager. APCC . FL Toot.1 

Sect. Manager - DRM & BDCC Support - TX 
Analyze Operational Performance 
Monitor hemal Roeedurcr and Policies 
Perform Workcenter Planning 
Personnel and Adminiswrion Support 
Pmduet Developmnr and DeplayMnt 
Provide System Support 
Training 

Sect. ,Manager - DRM & BDCC Support. TX ToUl 

Sect. Manager - NRS CO and NOC - TX 
A n a l y ~  Operauonal Performance 
Governmental External Relations 
Monktor hemal P m e d u m  and Policies 
Perform Wockccner Planning 

Personnel and Adminifvalion Support 
Provide System Suppon 
Training 

Sect. Manager. NRS CO and NOC . TX Told 

HIGHLY SENSITIVE 

REDACTED 

CONFIDENTIAL 
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CTE 
Service Assurance Cost Study 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 70 of Time Spent 

Sect. Manager - TAC Focus - TX 
Andyze Operational P~rformance 

Monitor Internal Pmccdum and Policies 

Perform Workcenter Planning 

Personnel and Administration Support 

Pmvidc System Support 

Training 

Sect. Manager. TAC Focus. TX Total 

Sect. Manager I -  AWAS Help Desk - TX 
A"P1YZC operational Performance 

Perform Workcenter Planning 

Personnel and Adminirlration Support 
Product Development and Deploymcnt 

Provide System Support 

Training 

Sect. Manager 1. AWAS Help Desk- T X T o b l  

Sect. Manager 2 - AWAS Help Desk - TX 
Analyze Operational Pcrfonnancc 

Monitor Internal Pmcdurer and Paliciu 
Perform Workcenter Planning 

Penonncl and Administration Suppon 
Provide System Suppon 

Training 

Sect. Manager '2. AWAS Help Desk. TX TOW 

Senior Secretaries - TX 
Penonncl 2nd Administration Suppan 

Senior Secretaries. T X  T o b I  

Sr. Admin - BRC Planning. FL 
Analyze Operational Pcrfonnancc 

Moniror lntemal Roedurn and Policies 

Pwform Workcenter Planning 

Psnonnel and Administration Support 

Product Devclopmcnt and Deployment 

Pmvide System Support 

Troining 

Sr. Admi". BRC Planning. FL TOW 

Sr. Admin - BRC Planning ~ PA 
Analyze Opmtiorul Pcrformancc 
Monitor Internal Pmeedurer and Policies 
Perform Workcenter Planning 

Pcnonncl and Administration Support 

Product Development and Deployment 

Pmvidc System Suppan 

Traming 

SI. Admin. BRC Planning. PA TOW 

HIGHLY SENSITIVE CONFIDENTLAL 
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GTE 
Service .Assurance Cost Study 

r' 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time SDent 

Sr Admin - BRC Planning. WA 
.Analyze Opcmtional Pcrformance 
>.lonitor Internal Procedures and Policies 

Perform Workcenter Planning 

Personnel and AdminisValion Suppoll 
Product Development and Deployment 
Pmvidc System Suppon 
Training 

Sr. Admin. BRC Planning. WA TOW 

Sr. Admin - Care Planning - CA 
Amlyze Operatronal Performance 
Governmental & External Relations 
Monitor lnteml Rocedurrr and Policies 
Perform Workcenter Planning 
Pcrronncl and Adminirvdtion Suppon 
Product Development and Deployment 
Provide System Suppn 
Training 

SI. Admin - Care Planning. CA Total 

Sr. Admin - Care Planning - FL 
Anvlyre operational P e r f o m c c  
&overnmenwl& External Relations 
Monitor Internal Pmedws  and Policies 
Perform Workcenter Planning 
Perronncl and Adminriuuion Suppon 
Product Developmen1 and Deployment 
Provide System Suppon 
Trvning 

SI. Admio. Care Planning. FL. TOW 

Sr. Admin . Care Planning - HI 
Analyze operational Performance 
Govcrnmcntal & F x t d  Relations 
Momtoi Intend Rocedura and Policies 
Perform Workcenter Planning 
Personnel and Adminiomtian Suppon 
Product Development and Deploymea 
Pmvidc Syrtcm Suppan 
Training 

sr. AM". care ~isnn ing .  tu TOW 

HIGHLY SENSITIVE CONFIDENTU 
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GTE 
Service Assurance Cost Study 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Sr. Admtn - Care Planning - TX 
AndyZe OpWXlOd krf0rmanCC 
Governmental & Extcrnal Relations 
Monitor Internal Pmcedurer and Policies 
Perform Wockccntcr Planning 
Personnel and Adminisvation Suppon 
Product Development and !kplOYIWW 

Pmvide System Suppon 
Tral"l"g 

SI. .Admi". Care Planning. TX Tots1 

SI. Admin -Care Planning - WI 
Analyze Operational PerfOrmaltCC 
Governmcntal & Exrcrnal Relations 
Monitor hrsrnal Pmcedurrr and Policies 
Perform Workcenter Planning 
Penonnel and Adminisvation Suppon 
Product Development and Deploymcnt 
Provide S y r m  Suppon 
Training 

SI. Admin . Care Planning. WI TOW 

SI. Admin - Care System Support. C A  
Analyze opemtiond PClfOrmMCS 

Governmental Br External Relations 
Monitor Internal Pmcedurss and Polisicr 
perfom Workcenter Planning 
Personnel and Administration Support 
Product Development and Deployment 
Provide Syrtcm Suppon 
Tramng 

SI. Admin - Care System Supporl . CA TOW 

Sr. Admin - Care System Support. IN 
A d y z  opvatianal PrrfaInwncc 
Governmental 6r Extund Relations 
Monitor hemal Rocedurcr and Policies 
Perform Worllcenl~r Planning 

perronncl and Adminismtion Suppon 
Product Development and Dcpioyment 
Fmvide System Suppon 
Training 

Sr. Admin. CPE System Svpporl . IN TOW 

REDACTED 
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GTE 
Service Assurance Cost Study 

Tc 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % ofTime Spent 

Sr. Adrnin 02 - AWAS Help Desk - TX 
,~nalyre  Opemtional Performance 
Personnel and Adrmnirvation Suppan 
Provide System Suppon 
Trainins 

Sr. .Admin 0 2 .  AWAS Help Desk. TX Total 

Sr. Adrnin I -  AWAS Help Desk - TX 
~ n a l y z c  Operational Performance 
Personnel and Administration Suppon 
Provide System Suppal 
Training 

SI. Admin I- AWAS Help Desk - TX TOW 

Sr. Admin. - Care System Support - TX 
Analyze operauonal Psrformancc 
Governmental & E x t d  Relations 
Monitor hvml Pmcdurcs and Policies 
Perform Wokccnter Planning 
Personnel and Administration Support 
Product Development and Deployment 
Pmvide SyrtemSuppan 
Trillning 

SI. Admin. . Care System Support. TX Tom1 

Sr. Adrnin. DRM & BDCC Support. CA 
~ n a l y r e  Opentionel Performance 
Momtor hemal PmEedum and Policies 
Perform Wokcenter Planning 
Personnel and Administration S u p p i  
Pmduct Development and Deployment 
Provide System Suppon 
Training 

Sr. Admin. DRM & BDCC SuppoR. CA TOW 

Sr. Adrnin. DRM & BDCC Supporl. FL 
A n ~ y z c  Operational p~rformancc 
Monitor hemal R a s d u m  and Policies 
pcrfonn Wokcenter Planning 
Pcnonnel and Administration Svppon 
Pmduct Development and Deployment 
Pmvide System Suppon 
Training 

SI. Admin. DRM & BDCC Support. PL ToUl 

REDACTED 
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GTE 
Service Assurance Cost Study 

Operations Planning and Support - 6320 
Florida Filing 
Work Ceqter Activities by Job Class 

/-- 

Position Activities 90 of Time Spent 

SI. Admin. DRM & BDCC Support - HI 
Anslyzr opcntiona1 Performance 

__- . 

Monmr hemal  Procedures and Policies 

Perform Workcenter Planning 
Personnel and Adminirmtion S u p p n  
Product Dcvelopmsnt and Deployment 
Provide System S u p p n  
Training 

SI. .Admi". DRM & BDCC Suppoll .  HI TOW 

Sr. Admin. DRM & BDCC Support - PA 
Analyze Operational Performance 

Monitor Internal Pmcdurrr and Policies 
Perform Workcenter Planning 

Pcnonnel and Adminiimtion Suppn 
Product Development and Deploymnt 
Provide System Suppon 
Training 

Sr. Admin. DRM & BDCC Support. PA TOW 

SI. Staff Manager - Digital Service - TX 
Monitor hrcmal Procedures and Policies 

Perform Workccenter Planning 

Product Development and Deployment 
Provide Syrtcm Suppon 
Training 

Sr. Staff hlsmger . Digital Service. TX TOW 

Staff Admin - DRM & BDCC Support - Tx 
Analyze Operational Pcrfomanse 
Monitor hterml Rocdures and h l i c i u  
Perform Workcenter Planning 
Penonnel and Adminismuon Suppon 
Product Development and tkploymn~ 
Provide System Suppon 
Training 

Staff Admin. DRM 11 BDCC Suppa.  Tr ToUl 

Staff Admin I -  AWAS Help Desk - TX 
Analyz Operational Performance 
Perform Workcecntcr Planning 

Penonnel and Adminismuon Suppon 
Product Development and Dcploymcnt 
Provide System Suppon 
Training 

Slsff Admin I -  AWAS Help Dnk . TX ToUl 

REDACTED 
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CTE 
Service  .Assurance Cost Study 

/- 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Staff Admin 2 - AWAS Help Desk - TX 
Analyze Openlional Performance 

Perfom Warkcenter Planning 
Personnel and Adminrirntion Suppan 
Pmduct Development and Deployment 
Provide System Suppan 
TGl!"l"g 

Staff Admin 2 .  *WAS Help Desk. TX Tom1 

Staff Admin. - AWAS and CASS Support - TX 
Monitor Internal Pmcedurer and Policies 
Perform Workcenter Planing 

Provide System S u p p n  
Training 

Staff Admin.. AWAS and CASS Support . TX Tola1 

Staff Admin. - Care System Support ~ TX 
Analyze Operational Performance 
Governmental & External Relations 
Monitor Internal Rocedum and Qolicicr 
Perform Workcenter Planning 
Pcrronncl and Adminisoation Suppon 
Product Development and Deployment 
Provide System Suppan 
Training 

Staff Admin.. Care Syrlem Support. TX Told 

Staff Admin. - OSPMetwork - TX 
Analyzt Opsntional Perfomwcc 
Monitor Internal Pmcedurcs and Policies 
Perform Workcenter Planning 
Personnel and Adminisrntim Suppon 
Product Development and Deployment 
Provide System S u p p n  
Tnining 

StaR Admin. - OSPlhktvork. TX TOW 

Staff Admin. I - TX 
A n a l p  Operational pnformance 
GovsmmntzlB External Relatiom 
Monitor lntemal Roeedluu and Pollcia 
Perform Workcentcr Planning 
Perronml and Adminisrntion Suppan 
Pmduct Devclopmnt and Deployment 
Provide System Suppn 
Training 

Stail Admin. 1. TX ToUl 

HIGHLY SENSITIVE 
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CTE 
Service .Assurance Cost Study 

r' 

P 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Statf Adrntn. 2 - TX 
Analym Oprmtiand Performance 
Governmental & External Relauonr 
Monitor Inrernal Pracedurer and Policies 
Perform Workcenter Planning 
Personnel and Adnunisvation Suppon 
Pmvide System Suppon 
Training 

Staff Admin. 3 - TX 
Staff Admin. 2 .  TXTotPl 

Analyze opentional PSrfOrmanCC 

Governmental & External Rclauonr 
Monitor lnfemal pmcedures and Policies 
Perform Wdcenter Planning 
Personnel and Adminisvation Support 
Providc System Support 

Training 

Staff Admin. 3 .  TX Total 

Staff Manager - AWAS and CASS Support - TX 
Monitor Internal Pmcdurcs and Policies 
Perform Workccntc~ Planning 
Perrannel and Adminisvation Support 

Pmduct Development and Dcploymcnl 
Provtdc SyremSupport 
Training 

Staff Manager. AWAS and CASS Support. TX Told 

Staff Manager - Care System Supporl~ TX 
Andy% Operauonsl Perfomancc 
Govemme"tal& E x t d  RdatiOrn 
Monitor lnremal Roccdurcr and Policies 
Perform Workcen l~~  Planning 
Personnel and Adminisuation Suppon 
~rcducr Development and Deploymcnl 
Pmvide System Suppon 
Tmining 

Staff Manager - CO Support - TX 
Stal l  Manager - Care System Support. TX Told 

Analyze Oprntional Performance 
Monitor hemal Pmcedurrr and Policiu 
Pmvids System Suppon 
Tmining 

Staff Manager. CO Support . TX TOUl 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE 
Service Assurance Cost Study 

Operations Planning and Support - 6320 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 70 of Time Spent 

S u l f  Manager - NRS - TX 
Perform Special Projects 
Perform Workcenter Plannmg 

Staff >Imager. NRS . TX Total 

Staff Manager - TX 
Monilar Internal Pmcsdum and Policies 
Pcrform Workcenter Planning 
Product Developmen1 and Deployment 
Provide System Support 
Training 

Staff Manager. TX Total 

Staff Manager Zone TecMlisp Support - TX 
Monitor Lntemal Rocedurrs and Policies 
Product Development and Deployment 

Provide System Suppn 
Training 

Slsff Manager Zone Tremlsp Support. TX Total 

Staff Support Special Services - TX 

Staff Support Special Service. TX Total 

Supv. - APCC - FL 

Personnel and Adminismiion Suppon 

Analyze Operation4 Pcrfomancc 
Monitor htemsl Roccdurrr and Policies 
Perform Workccnler Planning 
Personnel and Adminismuon Support 
Product Devclopmcnt and Deploymem 
Training 

Sup*. . APCC . FL Total 

HIGHLY SENSlTlVE CONFIDFNTLU 

REDACTED 

24 252 
INFORMATION RESTRICTED 



R
E

D
A

C
TE

D
 24 253 



R
E

D
A

C
TE

D
 

2
4

 254 



G I K  
Service Assurance Cwl Sludy 

Operations Planning and Support-6320 
Florida Filing 
Work Center Resources 

Labur Reswrces 

Rates Base OT 
FTE Pmition Pay Level Base MICS Bfts HounRate 6001 6002 6004 6153 Bencfits Total 

I l l( i l1l.Y SENSIIIVI 



GTE 
Service Assurance Cost Study 

Operations Planning and Support-6320 
Florida Filing 
Work Center Resources 

r\iores. 

Overtime is paid at time and a half of the employee’s base rate. The overtime factor IS derived from actual hours worked for 
Schedule A and Schedule E employees in the Air Pressure Control Center (Tampa) UI 1997. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is amibuted to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits 

The non-labor expenses are based on 1998 work center budget. 
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GTE 
Sewice A o s u i a o c ~  Cost Study 

Oprrations PImnins and Support. OPS - 6320 
Florid. Filing 
OPS WarkCcofer Breakdown by JobCIass 

/- 

r- REDACTED 



GTE 
Service Assurance Cost Study 

Operations Planning and Support - OPS - 6320 
Florida Filing 
1999 Forecasted Access Lines by States 

ACTED 

Total 

Forecasts provided by GTE Network Forecasting Group. 

Vorth Carolina 
Ihio 
Iklahoma 
,..-.- 
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GTE - Florida Cost Study 
Service Assurance 

Call Center Management (CCM) - 6270 

Work Center Description 

This department performs force management, results administration, and network management 
for 36 GTE call centers. Centers supported include Operator Services, Customer Care, National 
Customer Support Center (NCSC), Customer Contact (CCC), Branch Support, Business Sales 
(BSC), NOMC (Carrier Markets), GTE Paging, and GTE Mobilnet. This group has end-to-end 
accountability for the planning, implementation, and operation of ACD switching and IVRU 
systems supporting the call centers' business. It is also responsible for the establishment of all 
operational methods, practices, and systems including training, supporting force management, 
and providing resource management staff support. Additionally, this group acts as a resource for 
Telops to perform the functions of overall project design and management, migration planning, 
definition of business requirements, systems integration, vendor management, technology 
assessments, ergonomics design, and ongoing support of call center installations. This department 
consists of the following groups: 

Call Center Program Management 
Scheduling and Resource Deployment 
Control Support 
Systems Support 
Administration 

The Call Center Program Management group is responsible for call center integration planning, 
assessment studies, project tracking, cost/benefit analysis, consolidated reporting, capacity 
planning, deployment solutions, network strategies, project management, and 
install/maintenance tracking. 

Scheduling and Resource Deployment is responsible for day-to-day call center issues and 
scheduling, interfacing with Call Center managers about ASA, Geotel oversight, staffing plans, 
and data collection/results reporting. 

The Systems Support group is responsible for system administration, training development and 
delivery, quality reviews, home page maintenance, INOVA system, policy guidelines and 
procedures, EMPSX system project, disaster recovery and contingency planning, and software 
development management. 

only the CCMs costs related to the Tampa BRC and Tampa CARE are included in this study, 
because these are the only two work centers it supports that are involved in the Service Assurance 
process and have activities related to Florida. 

CCM supports 36 work centers within GTE. Based on discussions with CCM managers, each 
work center supported requires the same amount of effort and labor cost and therefore CCM costs 
were evenly assigned to the supported work centers. Therefore 1/36th of the CCM costs were 
assigned to both Tampa CARE and Tampa BRC. 
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GTE - Florida Cost Study 
Service Assurance 

Work Center Processes 
,-- 

The CCM is primarily involved in the Service Fulfillment and Service Assurance processes. 

Cost Objects Supported by Work Center 

The costs for the CCM are assigned to the work centers it supports (CARE and BRC). It costs are 
shared among the UNEs and Services that these work centers support. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

Organizational Structure (includes forward-looking adjustments) 

REDACTED 

24 262 
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Volume Volume Total 
Sensitive Insensitive Overall 

Final Network Element 
Cost By Work Center 
Call Center Management 
6270 

Cross-connect 
Additive Cost 

0"s-L" 
B"S_PBX 
CO," 
ISDN-PRI 
Res-Ln 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Additive Cost Total 
Cro,s-conncn Told 

Interoffice Transport 
Additive Cost 

0"s-L" 
Bus-PBX 
ISDN-PRI 

SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

Addilive Cost Total 
bleromce T,,a"*porl Told 

NAC - Special 
Additive Cost 

6"S-L" 
BUS-PBX 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 

SPAC-DU 
SPAC-VCLN 

Additive Cost Total 

NAC - Sp&I T0r.l 

NAC - Switched 
Addihve Cost 

Bur-Ln 
B"S_PBX 
Cot" 
ISDN-PRI 
RsS-Ln 
SPAC-DDS 
SPAC-DSI 

SPAC-DS3 
SPAC-VGLN 

Additive Cost Tots1 
NAC - Switched Told 

Find Network Elemcnt Cor1 by Work Center 

HiGHLY SENSITIVE CONFIDENTIAL 
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Volume Volume T o t a l  
Sensitive Insensitive Overall 

Final Network Element 
Cost By Work Center 
Call Center Management 
62 70 

NID 
Addi t ive  C o s t  

Bur-PBX 
COl" 

ISDN-PRI 
Rcn-Ln 
SPAC-DDS 
SPAC-DSI 
SPAC-DSI 
SPAC-VCLN 

Additlve Cost Total 

6"S-L" 

NID Told 

Switching 
Addrhve Cost 

0"s-L" 
BUS-PBX 
CO," 
ISDN-PRI 
Res-Ln 
SPAC-DDS 
SPAC-DSI 
SPAC-DSI 
SPAC-VGLN 

Additive Cost ToUl 
Suilehini Told 

REDACTED 

Final Network Elemni Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 
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Final Service COS? By Work Center Volume Volume Total 
Sensitive Insensitive Overall 

Call Center Management 
6270 

Bus-Ln 
Base Cost 

Bur-Ln-Bare 
Bart  Cor1 Total 

B",-L" Tola/ 

Bus-PBX 
Base Cost 

Base Cost Total 
Bur_PBX-Base 

Bv*-PBX Tot*/ 

Coin 
Base Cost 

Coin-Base 
Bass Cost Total 

Coin Tela/ 

ISDN-PIU 
Base Cost 

ISDN-PRI-Base 
Base Cost Total 

ISDN-PRI Told 

Res-Ln 
Base Cost 

Res-Ln-Bare 
Base Cost 701.1 

RIS-L" Told 

SPAC-DDS 
Base Cost 

SPAC-DDS-Bare 
Baw Cost Total 

SPAC-DDS Tvld 

SPAC-DSI 
Base Cost 

Se AC-DS I -Enre 
Baw C W  Tom1 

SPAC-DSI Told 

SPAC-DS3 
Base Cost 

SPAC-DS3-Base 
Bare Cost Total 

SPAC-DS3 To:#/ 

SPAC-VGLN 
Base Cost 

Base Cost Total 
SPAC-VGLN-Bu~ 

SPAC-VCLN Told 

Final Service Cost far 6270 
HIGHLY SENSITIVE CONFIDENTIAL 
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Call Center Management 
Florida Filing 
Work Center Codes: 6270 

~ ~ ~~ ~ ~ ~~~ ~~~~~~~~~~~~~~~~~~ ~ ~ ~ ~ ~~ ~ ~~~. 
~ ~~~ ~~~ .- ~ 

U Infrastructure Provisioning 

0 Sales, Marketing, and Advertising 

Number of employees: Service Assurance 

@ Service Fulfillment Number of contractors: 

0 Billing and Collections 0 Other Total number of FTEs: 

Work Center Description: UNEs identified as cost 
objects: 

REDACTED 
~~~ 

~ . 
~~~ ~~ - . 

This work center is responsible for staff 
scheduling and forecasting call volumes for 
various GTE contact centers. It monitors the 
ACD gates on a daily basis, re-routing call 
traffic when necessary. 

Costs shared among all UNEs supported by 
BRC and CARE work centers. 

Stptes Supported by the National 
Work Center: 

Market Segmenls 
Supported by the Work 

Residential, Business, CLECs, Carrier 

I l l < i l l l . Y  SI:NSIIIVI: 

Services identified as cost 
objects 

Cos& shared among all Services supported by 
BRC and CARE work centers. 

Notes: 



CTE 
Service Assurance Cost Study 

Call Center Management 
Florida Filing 
Work Cenlcr Activities Work Center Codes: 6270 

Primaryhpporting Activities ATUBTL DirecUShared/Common Process 

Analyze- Opcnu~nl puformana ATL S M  Service Assurmcr SUpponlng 

Perform W O k C ~ l n  HVlnhg ATL S M  Service Arsurmce Supporting 

Psrronnel d Adminisinlion S u m  ATL S M  Service Assurance Suppofltng 

Provide Syrlern Sup@ ATL S M  Service Arrunnce SUppIlng 
Rerouccz Mqcmenr (Tmubk) ATL S M  Service Assurance Supponing 

Training ATL S M  Serv~ce ASIU~~EC Suppl ing 



CTE 
Service .Assurance Cost Sludy 

r‘ 

Call Center Management - 6270 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

;\drnin 
- 

.4nniyze Opcratlanal Performance 

Rcsource Management (Trouble) 
Admin Total 

Business Process Exp. 
Analyze Operational Performance 
Perform Workcenter Planning 

Business Piaeerr Exp. Total 

CARE Assistant 

CARE IWibtant Total 

Director 

Resource Managcmsnt (Trouble) 

A”dyze Operational Perfonance 
Perfom Workcenter Planning 
Personnel md Adminisuation Suppan 

Director Told 

Mgr. -Control Support 
Perform Workcenter Planning 

Pernoonel and Adminismoon Suppn 
Provide System Suppan 

Mgr. . Control Support Total 

Mgr. . Program Mgmt. 
~ n d y z e  Operational Perfom~cc 

Perform Wokeenter Planning 
Personnel and Adminisualion S u p p n  
Resource Management (Trouble) 

Mgr.. Program Mgmt. Total 

Mgr. -Scheduling 
Analyze Operariod PCrfOrmanCe 

Perform Workcenter Planning 

Psnonnel and Administration Suppan 
Resource Management (Trouble) 

>@r.. Srhtdulinglotsl 

Mgr. - Systems Support 
Perform Workcenter Planning 
Pcnonncl and Administration Suppofl 
Provide System S u p p t  

Mgr. .Systems Support Total 

Ops Coordinators 

Opr Coordinslorr Total 
Provide System Suppat 

REDACTED 
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GTE 
Service Assurance Cost Study 

P 
Call Center Management - 6270 
Florida Filing 
Work Center Activities by Job Class 

% of Time Spent Position Activities 

OS Assistant 
Resource Management (Trouble) 

OS .Assistant Total 

Process Expert 

Procers Expert Total 

Scheduling Assistant 

Pmwde System Suppn 

Resource Management (Trouble) 
Training 

Scheduling Arristant Told 

Scheduling Coordinator 
Resource Management (Trouble) 
Training 

Scheduling Coordinator Total 

Section Supervisor 
Analyze Operational Performance 
Perform Workkccntcr Planning 
Penonncl and AdminisVdliOn Suppn 
Resource Management (Trouble) 

Section Supervisor Total 

SI. Admin 

SI. Admin Total 
Provide System Suppon 

Sr. Secretary 

Sr. secretary Total 

SI. Systems Engineer 

Pcrionnel and Adminisoarion Suppon 

Provide System Svppon 
Sr. System Engineer Tolnl 

Staff Admin 
Analyze openuanal Perfomanec 
Perform Workcenter Planning 

Staff Admin Told 

Staff Manger 

staff .Manger Total 

Systems Coordinators 

System Coordinators Total 

Perform Workccnler Planning 

Pmvidc System Suppon 

HIGHLY SENSITIVE CONFlDENTLAL 
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GTE 
Service Assurance Cost Study 

Call Center Management-6270 
Florida Filing 
Work Center Activities by Job Class 

The CCM supports 36 other call centers. Each of these call centers is supported by approximately the same number of FTE's 
within the CCM. Tlerefore, each call center is distributed with 1136 of the CCM costs. This FTE headcount is based on 
staffing goals for this work center in 1998. 
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GTE 
Service Assurance Cost Study 

Call Center .Management-6270 
Florida Filing 
Work Center Resources 

Overtune IS paid at time-and-a-half of the employee’s base rate 

Exempt pay is computed from the “Base Rate” for salaried employees Non-Exempt Pay IS computed from the “Base Rate” for 
employees who receive overtme pay 

MICS Pay IS attributed to 6153 “Performance Compensation” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not recelve 
benefits. 

Non labor expenses are based on work center 1998 budget. 

The credit to element code 6790 represents a stretch goal to decrease non-labor costs by this amount. 

Per the CCM managers, each work center supported requires the same amount of effort and labor cost, so the CCM’s cost was 
distributed evenly across the work centers it supports Therefore, each of the 36 work centers the CCM supports will receive 
1136‘h of its costs. See the Work Centers Supponed by CCM template. 
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GTE 
Service Assurance Cost Study 

Personnel and Administration Support 

Perrurm Workrenter Planning 

Analyze Operatiand Performsnee 

Resource Management (Trouble) 

Training 

Provide Svslcms SUDDW~ 

Call Center Managernenl- CCM - 6270 

Florida Filing 

CCM Informalion Syslems 

X 

X X 

X X X X 

X X X X 

I Svstemr Used 
ACD I Ceotel I Unitorce I E M P S ~  

Acliviries 

I I I I 
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GTE 
Service Assurance Cost Study 

Call Center Management - CCM - 6270 
Florida Filing 
Work Centers Supported by CCM 
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GTE - Florida Cost Study 
Service Assurance 

Network Ooerations Center (NOC) 

This organization is responsible for the operations of the GTE National Network Operations 
Center (NOC). The operations consist of 24 hours a day, 7 days a week monitoring and on-line 
support of GTE’s National Network (all central offices, transmission networks, video networks, 
local distribution networks, internal telecommunication networks, and network computer 
bunkers). This group provides technical services to large business customers and sales personnel 
throughout GTE and interfaces with area and region personnel to meet service demands and 
overall service standards. In general, the NOC provides “single point” network management, 
maintains a global view of the network, ensures unified management actions, and provides 
centralized monitoring of wired, wireless, and private networks. The NOC is ISO-9002 certified. 

This study focuses on the costs associated with work groups within the NOC organization that are 
attributable to the GTE regulated wireline business. Any costs attributable to deregulated 
business activities are identified and segmented from this study. 

The following NOC work groups are involved in supporting GTE‘s regulated network: 

Network Operations Center (NOC) Support (6210) 
Monitor and Control (6211) 
On-line Support (6212,6213) 

- Internal Network (6215,6217) 
AIN 
X.25 and SS7 
Broadband 
X.25 Provisioning 

NSSC Bunkers (6218) 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE - Florida Cost Study 
Service Assurance 

Organizational Structure (current status) 

This chart depicts all work centers studied within the NOC. 

REDACTED 

24 277 
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GTE -Florida Cost Studv 
Service Assurance 

Network Owerations Center (NOC) -Network Operations Center Support - 6210 

Work Center Description 

The NOC Support group provides 24 hours a day coverage and support for the NOC Systems, 
building operations, and administrative functions for NOC operations. The Operations Systems 
Support (OSS) group coordinates and maintains NOC Support Systems used for monitoring 
customer service. These systems include TONICS, OUTS, DBS, NFS, and DNS. They also perform 
remote troubleshooting and coordinate the installation of work stations, servers, and software 
application releases to the SITES, TONICS, TSM, NDR, and other NOC systems located in the 
NOC and NSSC. 

NOTE: Refer to the Acronym List in the Reference Guides section for a detailed account of the 
systems discussed. 

Work Center Processes 

Because NOC Support provides support for the entire NOC, it also supports the processes that the 
NOC does as a whole. These are the Service Assurance and Service Fulfillment processes. 

Cost Objects Supported by the Work Center 

Similar to the NSSC Bunkers group (6218), this work center supports all other NOC work centers. 
Since this work center supports all other NOC work centers, its costs are shared among the cost 
objects that the NOC organization, as a whole, supports. As the NOC Support group supports six 
other work centers (AN,  Broadband, Monitor and Control, On-Line Support, X.25 Provisioning, 
and X. 25 & SS7,) one-sixth (1 /6 )  of this group’s costs are assigned to each of the six work centers i t  
supports. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

Assumptions Made for Forward-Looking Study 

At this point, there are no proposed future operational changes for the NOC Support group. 

HIGHLY SENSITIVE CONFIDENTIAL 
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Volume Volume Total 
Sensitive Insensitive Overall 

Final Network Element 
Cost By Work Center 
NOC-NOC Support 
6210 

Cross-connect 
Base Cost 

BSSC cost rota1 
Crorr-connect-Bare 

Cross-eonnrct To ld  

Interoffice Transport 
Base Cost 

Bare Cost T0t.I 
fnltroflce Tranrporl Told 

Interoffice Transpan-Base 

NAC - Special 
Base Cost 

B ~ s c  Cost Total 
NAC - Special-Base 

NAC - Specid To ld  

NAC - Switched 
Base Cost 

B.SC cos t  Total 
NAC - Switched Toid 

NAC. Switched-Bas 

SS7 L i n k  
Base Cost 

Base Cost T0t.l 
SS7 Links-Base 

SS7 L i n k  Total 

STP Ports 
Base Cost 

Bnrc Cost Total 
STP Ports-Bax 

STP Pons Told  

Switching 
Base Cost 

Base Cost Total 
Switching-Base 

Swirchinc Told 

Final Newark EI~mntCost  by Work Centsr 
HIGHLY SENSITIVE CONFIDENTIAL 
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NOC-NOC Support 
Florida Filing 
Work Center Codes: 6210 

&I Service Assurance 

Ed Service Fullillment 

~~~~~~ ~. 

LJ 1nlrastruc:lurc Provisioning 

0 Sales, Marketing, and Advertising 

Number of employees: 

Number of contractors: REDACTED 
U Billing and Collections 0 Other Total number of FTEs: 

Work Center Description: The purpose of NOC Support is to provide UNEs identiried as cost 
support to the NOC for both computer objects: 
applications and computer network systems. 

~ ~ ~ ~~~~~ ~ 

___ 
Cross Connect, Interoltice Transport. 
Multiplexing. NAC - Special. NAC - 
Switched, NID, SS7 Links, STP Ports.and 
Switching 

States Supported by the National 
Work Center: 

Market Segments All Markets 
Supported by the Work 

HI< ill1.Y S l N S I I I V t  

Services identified as cost 
objects: Coin. ISDN-BRI. ISDN-PRI. Res-Ln, 

ADSL. Bus-CNTRNT, Bus-Ln. Bus-PBX. 

SPAC-DDS, SPAC-VCLN, SPAC-DS I .  and 
SPAC-DS3 

Notes: 



? 

(XE 
Service Assurance Cust Sludy 

NOC-NOC Supporl 
Florida Filing 
Work Center Activities Work Center Codes: 6210 

Activities ATWBTL DirecUSharedCommon Process PrimaryISupportmg 

All BTL Aclivilies BTL Shwed Service ArwrmcdFulfillmmI Supponing 

All Suppling AcuvuIes Selviu FulBllmml ATL S h a d  Scrvi~r Fulfillmnl Supponlllg 
Perfm SVlal  PrnjeClS ATL S h d  Servi~r A E S U ~ ~ L C  S"ppo"l"g 

Penonnel and Admnirualion Suppon ATL Shared Srlviu A L S U T ~ C C  SuPpwtw 
Provide Syrlem Suppwt ATL Shared Servi~r Assumce P " l W  



GTE 
Service Assurance Cast Sludy 

P- 
NOC-NOC Support - 6210 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 70 of Time Spent 

Admin Support 
All BTL Aciivities 

All Supporting Actwities - Service Fulfillment 

Personnel and Adminisvation Support 

Admin Support Total 

Administrator 
Al l  BTL Activities 

A l l  Supporting ACtivitieS .Service Fulfillment 
Personnel and Administration Support 

Pmvide System Support 

.Administrator Total 

Manager 
All BTL Aaivities 

Al l  Supporting ACtIYities - Service Fulfillment 

Personnel and Administration Suppan 

Manager Total 

Section Administrator 
Ail BTLActivities 
A l l  Supporting Activitiu - Scrvicc Fulfillmenl 

Perform Special Pmjecu 
Provide System Support 

Section Administrator Total 

Section Manager 
All BTL AciivitiCs 

All Supporting AEtiYitiCI - Service FulfiUment 

Pmvidc System Support 

Section Manager Total 

Senior Administrator 
All BTL Aclivities 
,AIi Supporting Activilies . Service Fulfillmnt 

Provide Syrtcrn Support 

Senior Adminbtrslor Total 

Senior Secretary 
AII B n  Acriviticr 

All Supponing Activities. Service FulfiUment 

Pcnonnel and Administration Support 

Senior Serrrmry Tom1 

Staff Administrator 
All BTL Activities 

AIi Supporting AftiYitieS . Service FulfiUmnt 

Perform Special Pmiects 
Pmvidc System Support 

Staff .Administrator Total 

HIGHLY SENSITIVE 
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GTE 
Service Assurance Cost Study 

NOC-NOC Support-6210 
Florida Filing 
Work Center Resources 

Overtime is paid at time-and-a-half of the employee’s base rate. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non labor expenses are based on work center 1998 budget. 

The credit to element code 6790 represents a release ofbudgeted expenses and a transfer of funds back to GTE Headquarters. 
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GTE 
Service Assurance Cost Study 

ACTIVITY 
TONICS 

X Provide System Support 

Perform Spcrisl Projects 

ARTHUR ANDERSrd LLP 

NOCNrl 'TOM/TSM NOR INAS/CACCTUS OUTS S A M  NEMS 

X X X X X X X 

NOC Support - Workcenter 6210 
Florida Filing 
Work Center Information Systems 

lAlI  BTL Arlivil icr I I I I I I I I I 
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GTE - Florida Cost Study 

r' 
Network Ouerations Center (NOC) -Monitor & Control Group - 6211 

Work Center Description 

The Monitor and Control group is responsible for the monitor and control functions for all GTE 
network switching and transmission systems, including all customer networks and facilities under 
contract with GTE for monitoring service, control services, and video services. This technical 
group is responsible for monitoring coverage 24 hours a day, 7 days a week to ensure that network 
performance, quality, revenue generation, and cost objectives are achieved on a continuous basis. 
The primary work activity is monitoring trouble alarms within the network and resolving the 
alarm issues as they arise. Any BTL costs associated with customer networks has been segmented 
from this study. 

Work Center Processes 

Monitor and Control supports the Service Assurance process. 

Cost Objects Supported by the Work Center 

The Monitor and Control group supports all UNEs. The assignment to all UNEs is based on actual 
network element alarm data that has been provided by the NOC. 

The Monitor and Control work group, like all other work groups in the NOC, is a national group 
supporting all states in which GTE operates. It was determined that actual network element alarm 
data would be used in order to assign costs for each state. Therefore, as Florida has approximately 

70 of GTE's alarms, it also will be assigned 7.75% of the Monitor and Control work group's 
costs. See the alarm data table for further information. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

Assumptions Made for Forward-Looking Study 

At this point, there are no proposed future operational changes for the Monitor and Control 
group. 

REDACTED 24 236 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
NOC-Monitor and Control 
6211 

Interoffice Transport 
Base Cost 

lnremffics Transport-Buc 
Barr Cor1 Total 

InarqOier T,.an,por1 Total 

NAC - Switched 
Base Cost 

NAC . Switched-Base 
Base Coil Total 

NAC - Swilched Told 

SS7 Links 
Base Cost 

Base Cos1 Total 
SS7 Links-Base 

SS7 Link  Told 

STP Ports 
Base Cost 

STP Porn-Bax 
B.'r cos1 Told 

STP PO* Told 

Switching 
Base Cost 

Base cost T0l.l 
Switchmg-Bue 

Swilehin~ Told 

Final Network Elcmnr Cor1 by Work Ccntcr 
HIGHLY SENSITIVE CONFIDENTIAL 
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NOC-Monitor and Control 
Florida Filing 
Work Center Codes: 621 1 

@I Service Assurance 

0 Service Fulfillment 

~~ ~ ~ - ~~ ~ . ~ ~ 

rJ Inliwtructure Provisioning 

U Sales. Marketing, and Advertising 

Number of employees: 

Number of contractors: REDACTED 
0 Billing and Collections U Other Total number of FTEs: 

Work Center Description: UNEs identified as cost 
objects: 

.- ~ ~~~ ~ ~~ ~~ ~ ~ ~ ~~~ ~~ ~ ~ ~~ ~~ ~~~~~~ ~ .. 

The technicians within the Monitor and Control 
group monitor, analyze and initiate appropriate 
action for alarms received from support 
systems. 

NAC - Special. Switching. Multiplexing. SS7 
Links, STP Ports, and Interoffice Transport 

States Supported by the National 
Work Center: 

Market Segments All Markets 
Supported by the Work 

Services identified as cost 
objects: Coin, ISDN-BRI, ISDN-PRI, Res-Ln, 

ADSL, Bus-CNTRNT. BusLn,  Bus-PBX. 

SPAC-DDS, SPAC-DS I ,  SPAC-DS3, and 
SPAC-VCLN 

Notes: 
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GTE 
Service Assurance Cost Study 

NOC-Monitor and Control - 6211 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

.Administrator 
Ail BTL ACliviIies 

Monitor ond Conrml Network Elements 

Tml"l"g 

.Administrator Total 

Director 
All BTL Activities 
Personnel and Administration Suppon 
Training 

Director Total 

Executive Secretary I 
All BTL Actwilier 

Pcrronnsl and Adminirmtion Suppcn 
Training 

Executive Secretary I Total 

Section Manager 
All BTL Activities 

Monitor and Control Network Elements 
Training 

Section Manager Total 

Technician 
Ail BTL Activities 

Monitor and Contml Netwok Elemcnrr 
Tml"l"g 

Technician Total 

HIGHLY SENSITNE 

REDACTED 
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GTE 
Service Assurance Cost Study 

NOC Monitor & Control-6211 
Florida Filing 

rc Work Center Resources 

Voier; 

. Overtime 1s paid at time-and-a-half of the employee's base rate, 

Exempt pay is computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the "Base Rate" for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do not recclve 
benefits. 

Non labor expenses are based on work center 1998 budget. 

The percentage ofresources assigned to each state is based on access lines. See the Access Line Breakdown by State remplate. 

HIGHLY SENSITIVE 
P 

CONFIDENTIAL 

24 232 

INFORMATION RESTRICTED 



? 

X Monitor and Control Network Elements 

Personnel and Administration Support 

All BTL Activities 

I 

X 

GTE 
Service Assurance Cost Study 

NOC - Monitor and Control Workcenter 6211 
Florida Filing 
Work Center lnformation Systems 

ACTIVITY 

HIGHLY SENSITIVE CONFIDENTIAL 
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r- 
NOC-Monitor and Control-6211 
Florida Filing 
Cost Object Driver Percentages 

Activity UNEName Driver 
Monitor and Control Network Elements 

hrerofficc Tmn~pon 

NAC - Switched 
SS7 Links 
STP Pons 
Switching 

~ulupler,"g 

Monitor and Control Network Elemcnb Total 

HIGHLY SENSITNE 

REDACTED 

CONFIDENTLU. 
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GTE 
Service Assurance Cost Study 

NOC Monitor & Control-6211 
Florida Filing 
Cost Object Driver Percentages 

,Vores: 

The Cost Object Driver Percentages are based on the percent of trouble alarms by UNE per each state. 
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GTE - Florida Cost Study 
Service Assurance 

Network Operations Center (NOC) - On-line Support Group - 6212,6213 

Work Center Description 

The On-line Support group provides GTEs highest level of technical support for all existing 
technologies, switching and transmission systems, video services, auxiliary devices, and advanced 
customer services. This group provides 24 hours a day, 7 days a week coverage for all of GTE’s 
network elements. This technical staff assists the NOC Monitor and Control group and field 
operations group to promote network reliability, performance, quality, and cost goal achievement. 

Primary activities include technical support for specific problems and analysis of general problems 
related to the large majority of network elements. Additionally, this group manages the software 
upgrades (called “generic” upgrades and ”patches”) for all of GTE’s switching elements. Finally, a 
portion of this group is dedicated to managing the traffic on GTEs network to help prevent 
outages and poor service conditions associated with network congestion. 

Work Center Processes 

On-line Support is involved in the Service Assurance process. 

Cost Objects Supported by the Work Center 

The following UNEs are the primary cost objects for the On-line support group: NAC -Special, 
NAC - Switched, SS7 Links, Cross-connect, Interoffice Transport, STP Ports, Switching, and 
Multiplexing. Due to the nature of providing technical support as well as analysis, this group 
basically supports all UNEs except for network interface devices which are located at the 
customers’ premises. 

The On-Line Support work group, like all other work groups in the NOC, is a national group 
supporting all states in which GTE operates. It was determined that access lines would be used in 
order to assign costs for each state. Therefore, since Florida has approximately 12.26% of GTE’s 
access lines, it also will be assigned 12.26% of the On-Line Support work group’s costs. See the 
access table for further information. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

Assumptions Made for Forward-Looking Study 

At this point, there are no proposed future operational changes for the On-line Support group. 
24 297 
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Volume Volume Total 
Final Network Element 
Cost Bv Work Center C....L,d.,- - "C..I...,S Insensitive Overall 

NOC-Online Support 
6212 

Cross-Connect 
Base Cost 

Bare Cost Told 
CrOSS<O""eCt-BaSe 

Crorr-connecr Told 

Interoffice Transport 
Base Cost 

lntcrofficc Trmspon-Bnw 
Bare Cost Total 

lnk-roflce Transport Told 

NAC - Special 
Base Cost 

Blrc Cost T0t.l 
NAC . Special-Bare 

NAC - Sprcid Told 

NAC - Switched 
Base Cost 

Base Cost Total 
NAC- Smirched Told 

NAC -Swmhed-Ease 

SS7 Links 
Base Cost 

SS7 Links-Bare 
Base Cost Tots1 

SS7 Links Terd 

STP Ports 
Base Cost 

B . S ~  cost T0t.i 
STP PORI-BPSC 

STP Porn Toid 

Switching 
Base Cost 

Switching-Ease 
COS: n t . 1  

Smirehinr Told 

Final Network Elcmnt Cost by Werk Center 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
NOC-Online Support 
6213 

Cross-connect 
Base Cost 

Barr Cos1 Total 

.- 

Crorr-connccr-Barc 

C,orr-connscl Total 

Interoffice Transport 
Base Cost 

lntcmlfice Transpon-Base 
Base Cost Total 

lnrcroffier Tranrpon T a d  

NAC - Special 
Base Cost 

B.le cos t  Tot.1 
NAC - Special-Base 

NAC- Special Tofa1 

NAC - Switched 
Base Cost 

Base cos1 Total 
NAC ~ Switched TMd 

NAC - Switched-Basc 

SS7 Links 
Base Cost 

Base Cost T o l d  
ss7 LlnkS-Bsx 

SS7 Links To ld  

STP Ports 
Base Cost 

STP Ports-Basc 
B.re cost TOI.1 

STP Porn Toid 

Switching 
Base Cost 

Base Cos1 Told 
Switching-Base 

Svilchinr Toul 

Find Ne~work Elcmnl Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 
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NOC-Online Support 
Florida Filing 
Work Center Codes: 6212 

6213 
. ~ ~ ~~ ~ ~~~~~ ~~~~ ~. . 

@] Service Assurance 

U Service Fulfillment 

U Infrastructure Provisioning 

0 Sales, Marketing, and Advertising 

. .  .- ~~ ~ ~~ ~ 

Number of employees: 

Number of contraclors: 

L] Billing and Collections 0 Other Total number of FFEF: 

Work Cenler Description: This group provides direct technical support UNEs identified as cost 
and analysis for a diverse internal cuslomer objects: 
base for all network elements. 

.~ ~~ ~~ 

NAC - Switched, NAC - Special, Switching. 
Multiplexing, SS7 Links, STP Purls. Cross 
Connects, and Interoffice Transport 

States Supported by the National 
Work Center: 

Market Segments All Markets 
Supported by the Work 

Services identified as cost 
objects: Coin, ISDN-BRI, ISDN-PRI, Res-Ln, 

ADSL, Bus-CNTRNT. Bus-Ln, BUS-PBX, 

SPAC-DDS, SPAC-DSI. SPAC-DS3, and 
SPAC-VGLN 

Notes: 
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GTE 
Service Assurance Cost Study 

NOC-Online Support - 6212 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Administrator 
Ail BTL A c w i l i e s  

.Andye Operallonal Performance 

Ncwork Configurattan Management 
Ncrwork Traffic Management 
Personnel and Adnunisvation Suppon 
Pmvide technical ruppon (Tmuble) 
Tml"lng 

.Administrator Total 

Analyst 
All BTL Activities 

Analyze Opeeratimal Ptrfmancc 
Network Configuration Management 
Perronnel and Adminisvation Suppon 
Pmvide technical suppan (Tmublc) 
Training 

Analyst Total 

Director 
All BTL Aciivilies 
Perform Warkcenter Planning 

P e ~ n n e l  and Adminimtion Suppon 
Director Total 

Executive Secretary I 
All BTL Activities 
Personnel and Adminisvation Suppan 

Executive Secretary I Total 

Manager 
~ l l  B n  Activities 
Analyze Operational Perfonanec 
Network Conflpration Management 
Network Traffic Management 
Personnel and Administration SuppoR 
Provide technical ruppon (Trouble) 
Training 

4lnnagrr Total 

Section Administrator 
All B n  Activities 
Analyze Operational Pcrfonanec 
Netwoh Configuration Manngemnt 
Network Traffic Manapmnt 

Personnel and Adminisvation Suppon 
Provide technical ruppon (Tmublc) 
Training 

Section Administrator Tots1 

REDACTED 
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GTE 
Service .Assurance Cost Study 

r' 

P- 

NOC-Online Support - 6212 
Florida Filing 
Work Center Activities by Job Class 

~~~ 

Position Activities 90 of Time Spent 

Senior ,Administrator 
A l l  BTL Aclivirier 

Analyze Operational Performance 

Network Configuration Managemem 
Network Traffic Management 

Personnel and Adminiruauon Suppon 
Provide rechnml ruppn (Trouble) 
T r a t n i n g 

Senior Ad*niStralor Total 

Staff Administrator 
All Bm Acl~vities 
Analyze Operational Performance 

Ncrwork Configuration Management 
Network Traffic Management 
Penonnel and Admnismoon Suppon 
Provide tcchrucd suppan (Trouble) 
Training 

Staff Addnrrtrstor Total 

Staff Manager 
All BTL Activities 
Perform Workcenter Planning 

Pcrronnel and Admniruation Suppon 

S t i l l  Manager Told 

HIGHLY SENSITNE C O N F D E N W  
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GTE 
Service Assurance Cost Study 

r- 

NOC-Online Support - 6213 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 70 of Time Spent 

Administrator-Traffic 

.- 

.AIi BTL Actwtics 

Analyze Opcrarlonal Perfomancc 

Network Configuration Management 
Network Traffic Management 
Pemonnel and Administration SuppOn 

Provide technical ruppan (Troubie) 
Tni"l"g 

Adminirtrator.Tmflic Tala1 

Section Administrator - Traffic 
All BTL Aclivitiei 
Analyze Operational Performance 

Network Configuration Management 

Network Traffic Management 

Pcrronnel and Adminisvation SUppon 
Provide technical rvppon (Trouble) 

Training 
Section Adminlstrabr . Tinme Told 

Senior Administrator . Traffic 
All BTL Activities 
Analyze Operational Performance 
Network Configuration Management 
Network Traffic Management 

Penonnd and Adrmnirvation Suppn 
Provide technical suppon (Trouble) 
Training 

Senior Adminirtrnlor . Trnmc Told 

Staff Administrator - Traffic 
All BTL ACtivitiCr 
Analyz  Operational Momwsc 
Network Configuration M-ment 
Network Traffic Manna~mcnt 
Penonnel and Adminismnon Suppn 
Provide rschnical svppn (Trouble) 

Training 
Staff Administrater . T r d e  Told 

REDACTED 
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GTE 
Service Assurance Cost Study 

NOC Online Support - 6212 

Work Center Resources 
F. Florida Filing 

Nores; 

Overtime is paid at time-and-a-half of the employee’s base rate 

Exempt pay IS computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “Performance Compensation.’’ 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non labor expenses are based on work center 1998 budget. 

The percentage of resources assigned to each state is based on access lines. See the Access Line Breakdown by State template 

Traffic resources comprise the 6213 work center. All other resources fall under work center 6212. 

/-- 
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GTE 
Service Assurance Cost Study 

NOC Online Support - 6213 
Florida Filing 
Work Center Resources 

Notert 

Overtime is paid at time-and-a-half of the employee’s base rate. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt 
employees who receive overtime pay. 

MlCS Pay is attributed to 6153 “Performance Compensation.” 

y is computed m the ’ .se Lte“ for 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non labor expenses are based on work center 1998 budget. 

The percentage of resources assigned to each state is based on access lines. See the Access Line Breakdown by State template. 

Traffic resources comprise the 6213 work center. All other resources fall under work center 6212. 

c 
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GTE 
Service Assurance Cost Study 

NETtrack 

X 

X 

NOC - Online Support (OLS) Workcenters 6212 and 6213 
Florida Filing 
Work Center Information Systems 

Netniinder 

X 

X 

ARTHUR ANDERSEN LLP 

Analyze Operational Performance 

Network Configuration Management 

Network Traffic Management 

Provide Technical Support (Troubles) 

Perform Workcenter Planing 

Personnel and Administration Support 

All BTL Activities 

ACTIVITY 

X X 

X 

X X 

X X 

Job class 

HIGHLY SENSITIVE CONFIDENTIAL INFORMATION RESTRICTED 



NOC-Online Support-6212 
Florida Filing 
Cost Object Driver Percentages 

Activity UNEName Driver 

Analyze Operational Performance 
CrOSS.CO""cCl 

lnterofflce Transpon 
Muluplexing 
NAC . Special 
NAC - Switched 
Switching 

.Analyze opcrstionn1 Prrfarmsnfc TOUl 
Network Configuration Management 

Switching 

Vetwork Configuration Msnsgcmnt Total 
Network Traffic Management 

Interoffice Tcanspon 
Switching 

Network Traffic M ~ n s g r m n t  TOW 

Provide technical support (Trouble) 
CrOS$-CO""eCt 

Interoffice Tranrpon 
Multiplexing 
NAC . Special 
NAC -Switched 
SS7 Lnks 
STP Porn 
Switching 

Provide technical support (Trouble) Total 

HIGHLY SENSITIVE 

REDACTED 
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GTE 
Service Assurance Cost Study 

NOC On Line Support-6212 
Florida Filing 

r' Cost Object Driver Percentages 

Notes: 

Cost oblect driver percentages are based on estimates provided by the work center's management. 
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NOC-Online Support-6213 
Florida Filing 
Cost Object Driver Percentages 

.Activity UNEName Driver 

Analyze Operational Performance 
CPXS-CO""eCt 

Interoffice Tianrpon 
Multiplexing 
N A C .  Special 
NAC - Switched 
Switching 

.Analyze Operatiowl Performance Total 
Network Configuration Management 

Switching 

Vetwork Configuration Mmagrmnl Told 
Network Traffic Management 

Lntsmffice Transpon 
Switching 

Network Trame Msnngcnwnt TOW 

Provide technical suppon (Trouble) 
C,VS<O""CCt 
Interoffice T - p i  
Multiplexing 
N A C .  S p e e d  
N A C .  Switched 
ss7 Links 
STQ Ports 
Switching 

Provide tcchnirsl support (Trouble) Totd 

HiGHLY SENSITIVE 

REDACTED 
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GTE 
Service Assurance Cost Study 

NOC On Line Support-6213 

Cost Object Driver Percentages 
/-- Virginia Filing 

Cost object driver percentages are based on estimates provided by the work center’s management 

P 

P. 
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GTE - Florida Cost Study 
Service Assurance 

/-- 

Network Ouerations Center (NOC) -Internal Network Management - 6215,6217 

Work Center Description 

The Internal Network group is responsible for daily operations for all of GTE's wireline internal 
data networks, common channel signaling networks, advanced intelligent networks, and network 
support system computers. The key objectives of this group are to ensure: 

The highest level of internal network performance, 

The effective introduction and management of SS7 and advanced intelligent 
network technologies and services, and 

The installation, operation, and management of all network services support 
systems meet or exceed the expectation of its users. 

This work group is comprised of multiple work centers. Since GTE budgets by work center, this 
study aims to address the individual work centers independently. However, the Internal Network 
group overlaps different work centers. The following documentation explains these overlaps and 
how they were segmented for the purposes of the cost model. 

This group consists of the following subgroups which are budgeted to the included work centers: 

Advanced Intelligent Network (AIN) - 6215,6217 

X.25 & SS7 Monitoring, Controlling, and Technical Support - 6215 

Broadband - 6215 

X.25 Provisioning - 6215 

The following is a description of each of these subgroups. 
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GTE - Florida Cost Study 
Service Assurance 

Advanced Intelliaent Network (AIN) - 6215,6217 
This work group performs the administration, testing, AIN software upgrades, trouble analysis, 
performance tracking, and control of SS7 database modifications of the Signal Transfer Points 
(STP), Integrated Service Control Points (ISCP), Intelligent Peripherals (IF), and Service Control 
Points (SCP). It is also involved in resolving troubles associated with the “1-800” databases, as 
well as provisioning “1-800 services and AIN services. 

Work Center Processes 

This group supports the Service Assurance and Service Fulfillment processes. Only Service 
Assurance costs are included in this study. 

Cost Objects Supported by  Work Center 

This work group supports two main UNEs: STP Ports, involved in 557 database management, and 
Switching, involved in “1-80Oactivities. AIN activities are being excluded from the study due to 
its characteristics not falling within the defined parameters for the services and UNEs used in this 
study. 

The AIN work group, like all other work groups in the NOC, is a national group supporting all 
states in which GTE operates. It was determined that access lines would be used to assign costs to 
each state. Therefore, since Florida has approximately 12.26% of GTE’s access lines, it also will be 
assigned 12.26% of the AIN work group’s costs. See the access table for further information. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

Assumptions Made for Forward-Looking Study 

At this point, there are no proposed future operational changes for the AJN group. 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
NOC-AIN 
6215 

STP Ports 
Base Cost 

Bare Cost Tatnl 
STP Pons-Bare 

STP Porn Told 

Switching 
Base Cost 

B.*e Cost T0t.l 
Switching-Bare 

Switchin8 Told 

REDACTED 

24 317 
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P- 

. 

Final Network Element Volume Volume Total 
Cost By Work Center Sensitive Insensitive Overall 

NOC-AIN 
621 7 

STP Ports 
Base Cost 

STP Pons-Bare 
Barr Cost Total 

STP Ponr Told 

Switching 
Base Cost 

Bsse Cost Total 
Switching-Base 

Swifching Told 

REDACTED 
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NOC-AIN 
Florida Filing 
Work Center Codes: 6215 

6217 
~~~~~ .~ ~~~ ~~~~~~~ . ~~ ~~~ 

M Service Assurance U Infrastructure Provisioning 
~. ~~ 

Number of employees: 

@I Service Fulfillnient 

0 Billing and Collections 

Work Center Description: Performs the adminisIralion. testing. UNEs identified as cost Swishing. STP Ports 

U Sales, Marketing, and Advertising 

0 Other 

Number of contractors: 

Total number of FTES: 
_ _ _ _ _ ~ ~  ~ ~ ~~ 

provisioning, software upgrades, trouble objects: 
analysis, performance tracking, and control of 
SS7 database modifications. 

States Supported by the National 
Work Center: 

h: 
Js 

All Markets * 
cl 
cl 
M 
U 

Market Segment-i 
Supported by the Work 

Services identified as cost 
objects: 

Bus-CNTRNT. Bus-Ln, Bus-PBX. Coin, 
ISDN-BRI, ISDN-PRI, Res-Ln. and AIN 

Notes: 
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GTE 
Service Assurance Cost Study 

NOC-AIN - 6215 
Florida Filing 
Work Center Activities by Job Class 

Position Activities ?O of Time Spent 

Administrator 
AIX Provisioning 
.AI1 BTL Activities 
Personnel and Adminismuon Suppon 
Provide technical ruppon (Orden) 
SS7 Databaie Management 
Training 

Administistor Total 

Manager 
All BTL Acrivities 
All Suppornng Activities - Service Fulfillment 
Personnel and Administration Suppon 
Training 

Manager Total 

Section Administrator 
AIN Pmvirionrng 
All BTL Activities 
Pcnonnel and Adminirmtion Support 
Provide technical iuppon (Orders) 
SS7 Databare Management 

Training 
Section Administrator Total 

Section Manager 
AIN Rowriming 
All BTL Aciivitin 
Perform Spccial Projects 
Personnel and Adminismiion Suppon 
Pmwde technical support (Orden) 
Provide technical ruppon (Trouble) 
SS7 Database Mvnngcmnt 
Tmning 

Section hlinngcr Total 

Senior Administrator 
All BTL Activities 
Personnet and Adminirualion Support 
Pmvide System Support 
Rovide tshnieal ruppon (Orden) 
Provide technical ruppon (Trouble) 
SS7 Dawbvc Management 
Training 

Senior Adminhtrslor Total 

REDACTED 
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GTE 
Service .Assurance Cast Study 

NOC-AIN - 6215 
Florida Filing 
Work Center Activities by Job Class 

Position Activities W of Time Spent 

Staff Administrator 
XI1 BTL A c t i v m e ~  

Personnel m d  Admntstnlmn S u p p n  
Provide Syrlem Support 
Pmvide tcchncal ruppon (Orden) 
Provide tcchnicd ruppon (Trouble) 
SS7 Databue Management 
Training 

Stall Admnirtrstor Told 

HIGHLY SENSITIVE CONFIDENTIAL 
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CTE 
Service Assurance Cost Study 

NOC-AIN - 6217 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 70 of Time Spent 

Administration Assistant 
1-800 S C W K C  Provirmning 
Ail BTL Activities 
Resolve 1-800 uoubis calls 
Training 

.Administration Assistant ToUl 

Administrator 
1-800 Service Provtsioning 
All BTL Aclivitie~ 
Resolve 1-800 uoublc calls 
Traming 

.Administrator Total 

Analyst 
1-800 Service Pmvirioning 
A11 B n  AcIwities 
Resolve I -800 lmuble calk 
Training 

Analyst Total 

Section Manager 
1-800 S C N ~ C S  Rovirioning 
All BTL Activities 
Resolve 1-800 lmuble calls 
Training 

Section Manager Total 

Senior Administrator 
I-8w %Nice hviSiOning 
AI! B n  Activities 
Resolve 1.800 lmublc calls 
Training 

Senior Administrator TaUl 

Senior Data Assistant 
1-800 Service Rovirioning 
All B n  Activities 
Resolve 1-800 lmubleeallr 
Training 

Senior Data Asbtanl T o b l  

Staff Administrator 
1-800 SCN~CC Rovirioning 
Ail BTL Activities 
Resolve 1-800 lmuble Ulk 
Training 

Stalf AdminbVstor Tom1 

REDACTED 
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G'IE 
Service Assurance Cost Study 

NOC-AIN-6215 
Florida Filing 
Work Center Resources 

Lnbor Resources 

Rates Base OT 
FTE Position Pay Level Base MlCS Bfts HoursRate 6001 6002 6004 6153 Benefits Tolal 

z rn 
13 
P 
0 
4 rn 
U 
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CTE 
Service Assurance Cost Study 

NOC AIN-6215 
Florida Filing 
Work Center Resources 

P 

Notes; 

Overtime is paid at time-and-a-half of the employee’s base rate. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate“ for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “Performance Compensation.’’ 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non labor expenses are based on work center 1998 budget. 

The percentage of resources assigned to each state is based on access lines. See the Access Line Breakdown by State template. 

Work center 6215 is composed of four work groups: Broadband, X.25 Provisioning, X.25 & SS7, and AM. However, part of 
the AIN group is budgeted to work center 62 17. As non-labor costs for work center 6215 were provided in the aggregate, the 
forward-looking headcount information was used to assign non-labor resources to each work group within work center 6215. 
The portion of non-labor resources from work center 6215 assigned to each work group can be seen in the Non-Labor Resource 
Distribution template. 

Business Analysis provided the following non-labor resource cost by cost element code for all NOC-AIN, Broadband, X.25 
Provisioning, and X.25 & SS7 work groups combined 

6201 Travel Expenses 
6301 Employee Training 
6126 Internal Telecom 
6190 Other Costs 

TOTAL 

To assign non-labor NOC costs across the different NOC work groups, headcount percentages were calculated for each NOC 
work group: 

NOC - Broadband 
NOC - X.25 Provisioning 
NOC - X.25 & SS7 
NOC - A I N  
TOTAL REDACTED 

By multiplying the NOC non-labor resource costs by the AIN headcount percentage of 
as shown below: 

NOC-AIN costs were calculated 

6201 Travel Expenses 
6301 Employee Training 
6126 Internal Telecom 
6190 Other Costs 

TOTAL NOC-AIN.Non-Labor Costs 
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/- 
NOC - Advanced Intelligent Network (AIN) Workcenters 6215 and 6217 
Florida Filing 
Work Center Resources 

Total I REDACTED 



GL'E 
Service Assurance Cml Sludy 

NOC-AIN-6217 
Florida Filing 
Work Center Resources 

Labor Resources 

Rates Base OT 
W E  Position Pay Level 6- MlCS Bfrs HoursRate 6001 6002 6OU4 6153 Benetits Total 

lNl~lll<M,\ I ION lil \ I  l(11' I 1  1, 



CTE 
Service Assurance Cost Study 

NOC MN-6217 
Florida Filing 
Work Center Resources 

& 

Overtime is paid at time-and-a-half of the employee’s base rate 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non labor expenses are based on work center 1998 budget. 

The percentage of resources assigned to each state is based on access lines. See the Access Line Breakdown by State template. 

24 328 

HIGHLY SENSITIVE CONFIDENTIAL INFORMATION RESTRICTED 



? 

.. 

.a 

GTE 
Service Assurance Cost Study 

NOC - Advanced Intelligent Network (AIN) Workcenters 6215 and 6217 
Florida Filing 
Access Line Breakdown by Stale 

REDACTED 
TOTALS 

ARTHUIl ANDEIlSEN LLP 



? 

Provide Technical Support (Troubles) 

1-800 Service Provisioning 

Resolve 1-800 Trouble Calls 

AM Provisioning 

? 

X X X 

X 

GTE 
Service Assurance Cost Study 

NOC - Advanced Intelligent Network (AIN) Workcenters 6215 and 6217 
Florida Filing 
Work Center Information Systems 

Systems Used 
NOCV 
( 5 W  

CARE 
ACTIVITY 

SMS 

Provide Technical Support (Orders) 

~ 

SS7 Database Mnnngement 

Provide System Support 

Perform Special Projects 

Personnel and Administration Support X 
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ARTHUR ANDERSEN LLP 

INFORMATION RESTRICTED 



NOC-AIN-6215 
Florida Filing 
Cost Object Driver Percentages 

Activity UNEName Driver 

1.500 Service Provisioning 
Switching 

1-800 Service Provisioning Total 
.&IN Provisioning 

A N  

.*IN Provisioning Total 
Provide technical support (Orders) 

Switching 

Provide technical s u p p ~ r l  (Orders) Total 
Resolve 1-800 trouble calls 

Switching 

Rorolvr 1-800 trouble ~ ~ 1 1 s  Total 

SS7 Database Management 

SS7 Database Msnngcmml Tola1 

STP PoN 

REDACTED 
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GTE 
Service Assurance Cost Study 

NOC AIN-6215 
Florida Filing 
Cost Object Driver Percentages 

Nores: 

Cost object driver percentages are based on estimates provided by the work center’s management. 

/-- 
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NOC-AIN-6217 
Florida Filing 
Cost Object Driver Percentagu 

Activity UNEName Driver 

1.800 Service Provisioning 
Switching 

I-8W Service Provisioning Total 
AIN Provisioning 

AIN 

.4IN Provisioning Total 
Provide technical support (Orden) 

Switching 

Provide technical support (Orders) Told 
Resolve 1.800 trouble calls 

Switching 

Resolve 1.800 trouble calla Totnl 
SS7 Database Management 

STP Porn 

SS7 Datsbme MPnagemnt Told 

n w 
E-l u 
4 
A 
E2 
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GTE 
Service Assurance Cost Study 

NOC AlN-6217 
Florida Filing 
Cost Object Driver Percentages 

Nares. 

Cost object driver percentages are based on estimates provided by the work center's management. 

24 334 
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Current Status 

CTE - Florida Cost Study 
Service Assurance 

X.25 & SS7 Monitorine Controlling, and Technical Support - 6215 

The primary functions of this group include network monitoring, trouble analysis, technical 
support, escalation, and restoration of normal and emergency conditions occurring on the SS7 or 
X.25 networks and related systems. 

Forward-Looking Status 

Work Center Processes 

X.25 & SS7 work group supports the Service Assurance and Service Fulfillment processes due to 
the shared nature of the X.25 work across both processes. 

Cost Objects Supported by  Work Center 

This work group supports the SS7 links and the X.25 network. Since the X.25 network is an 
internal network, the activities used to support this network and their associated costs are 
considered common costs and are thereby eliminated from our study. 

The X.25 and SS7 work group, like all other work groups in the NOC, is a national group 
supporting all states in which GTE operates. It was determined that access lines would be used in 
order to assign costs for each state. Therefore, since Florida has approximately 12.26% of GTEs 
access lines, it also will be assigned 12.26% of the X.25 and SS7 work group's costs. See the access 
table for further information. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

Assumptions Made for Forward-Looking Study 

1 I REDACTED 1 
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Final Network Element Volume Volume Total 
Cost By Work center Sensitive Insensitive Overall 

NOC-X25 and S S l  
6215 

SS7 L i d h  
Base Cost 

Base Cost Total 
SS7 Links-Base 

SS7 Linlu Told REDACTED 

24 336 
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Final Network E l m 1  Cost by Work Center 
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NOC-X.25 and SS7 
Florida Filing 
Work Center Codes: 6215 

0 Service Assurance 0 Infraswucture Provisioning Number of employees: 

@ Service Fulfillment Number of contractors: 

0 Billing and Collections 0 Other Total number of RES: 

Work Center Description: Functions include monitoring. trouble analysis, UNEs identified as cost SS7 Links 

. ~~ .. ~~~~~~~~~~~~ ~~~~~ .- 

~~~ 

0 Sales, Marketing. and Advertising 

~~~~~~ ~- __ 

technical support, escalation, and restoration of 
normal and emergency conditions occurring on 
the network and related systems. 

objects: 

Stantes Supported by the National 
Work Center: 

Market Segimnh All Markets 
Supported by the Work 

HIGHLY SENSITIVE 

Services identified as cost 
objects: Coin, ISDN-BRI. and Res-Ln 

ADSL, Bus-CNTRNT, Bus-Ln, Bus-PBX, 

Notes: 

REDACTED 



C.TE 
Service Assurance Cas1 Study 

NOC-X.25 and SS7 
Florida Filing 
Work Cenler Activities Work Center Codes: 62'5 

~ 

PrimaryBupporting Activities ATUBTL DirectlShadCummon Process 

w 
03 

BTL 
A n  
An. 
An. 

An. 

An. 

An. 
An. 

An. 

ATL 
An. 



GTE 
Service Assurance Cast Study 

NOC-X.25 and SS7 - 6215 
Florida Filing 
Work Center Activities by Job Class 

~~~~ 

Position Activities % of Time Spent 

Manager 
All BTL ACtivities 

All Supporting Activities. Service Fulhllmenl 
Personnel and Adfinismtion Support 

Personnel and Adminismuon Support. X.25 
Training 

Manager Told 

Section Administrator 
All BTL Activities 

Perform Special Pmjectr 
Perform Spssial Projects. X.25 
Pmvide technical support (Trouble) 

Pmvide Technical Support. X.25 
Training 

Section Administlator TOW 

Section Manager 
All BTL Activities 

AI1 Supporting Activitics - Senrise Fulfillmnt 
Psnonncl and Admnirtration Supporr 
Personnel and Administration Support. X.25 
Training 

Seelion Manager Total 

Senior Administrator 
All BTL Activities 

Monitor and Control Network E l e m u  
Monitor and Control Network Elemnu - X.25 
Training 

Senior Admlnktntor Total 

Senior Data Assistant 
All BTL Activities 

All Supporting A c t i v i t i ~  . savicc Rlfillmenl 

pcnonncland Mminirmt ion Suppm - X.2.J 
Pcnonml and M m i n i r m u i O "  support 

Training 

Staff Administrator 

Senior Dam AlrlrUnt TOW 

B n  ~ ~ t i v i t i u  
Provide lcchnicnl support (Trouble) 
Provide Technical Sapport - X.25 
Tmining 

Slnl(Admlnis1r~torToW 

P 

REDACTED 
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GTE 
Service Assurance Cost Study 

NOC-X.25 and SSl-6215 
Florida Filing 
Work Center Resources 

&&& 

Overtime is paid at time-and-a-half of the employee’s base rate 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is atmbuted to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non labor expenses are based on work center 1998 budget. 

The percentage of resources assigned to each state is based on access lines. See the Access Line Breakdown by State template. 

Work center 6215 is composed of four work groups; Broadband, X.25 Provisioning, X.25 & SS7, and AIN. However, part of 
the A I N  group is budgeted to work center 6217. As non-labor costs for work center 6125 were provided in the aggregate, the 
forward-looking headcount information was used to assign non-labor resources to each work group within work center 6215. 
The portion of non-labor resources from work center 6215 assigned to each work group can be seen in the Non-Labor Resource 
Distribution template. 

Business Analysis provided the following non-labor resource cost by cost element code for all NOC-AIN, Broadband, X.25 
Provisioning, and X.25 & SS7 work groups combined: 

6201 Travel Expenses $ 
6301 Employee Training $ 
6726 Internal Telecom $ 
6790 Other Costs $ 

TOTAL $ 

To assign non-labor NOC costs across the different NOC work groups, headcount percentages were calculated for each NOC 
work group: 

NOC - Broadband 
NOC ~ X25 Provisioning 
NOC - X.25 & SS7 
NOC - AIN 
TOTAL REDACTED 

By multiplying the NOC non-labor resource costs by the X.25 & SS7 beadcount percentage of 30.3%. NOC-X.25 & SS7 costs 
were calculated as shown below: 

6201 Travel Expenses 
6301 Employee Training 
6726 Internal Telecom 
6790 Othercosts 

TOTAL NOC-X.25 & SS7 Non-Labor Costs = 
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NOC - Internal Network Management - X.25 and SS7 Workcenter 6215 
Florida Filing 
Work Center Resources 

Highly Sensitive 
Confidential Infomation- 
Restricted 



GTE 
Service Assurance Cost Study 

X Monitor and Control Network Elements - X.25 
Personnel and Administration Support 

Personnel and Administration Support - X.25 

All BTL Activities 

NOC - Internal Network Management - X.25 and SS7 Workcenter 6215 
Florida Filing 
Work Center Information Systems 

X 

ACTIVITY 
Systems Used 

TONICS NOCITRACK 

Perform Special Projects 

Perform Special Projects - X.25 
IProvide Technical Support (Troubles) I I I 
IProvide Technical Support - X.25 I I I 
IMonitor and Control Network Elements I x  I X I 

HIGHLY SENSITIVE 

ARTHUR ANDERSEN LLP 
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GTE 
Service Assurance Cost Study 

ARTHUR ANDERSEN LLP 

NOC - Internal Network Management - X.25 and SS7 Workcenter 
Florida Filing 
Access Line Breakdown by State 

ISMr I Access Lines' I % Access Lines 
~ ~~ 

Alabama 

I;: 

.ruona 

.rkansas 
I <  

+ 
Cauromia 

Illinois 

Kentuck 
Michi an REDACTEI 
Minnesota 

Iebraska 
Ievada 
lew Mexico 

. -  . 

Oklahoma 
Ore on 

South Carolina 
Texas 

= TOTALS 

Noler: 
' The access line counts listed above are forecasted units for December 31,1999. 
The access line count for each state was divided by the total to arrive at the 
percentage of access lines for each state. 24 343 ' NOC-X.25 and SS7 costs are distributed to each state based on the above forecasted access lines. 
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NOC-X.25 and SS7-6215 
Florida Filing 
Cost Object Driver Percentages 

Activity UNEName Driver 

Monitor and Control Network Elements 
ss7 Links 

Monitor and Control Network Elemnts TOW 
Monitor and Control Network Elements - X.25 

x.25 
:Monitor and Control Netverk Elemnts . X.25 TOW 

Perform Special Projects 
ss7 Links 

Perform Special Prole& Total 
Perform Special Projects - X.25 

Perform Special Projrcu - X25 Total 

x.2s 

Provide technical support (Trouble) 
ss7 Links 

Provide technical suppan (Trouble) TOW 

Provide Technical Support - X.25 
X.25 

Provide Technical Suppan. X15 TOW 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE 
Service Assurance Cost Study 

NOC-X.25 and SS7-6215 
Florida Filing 
Cost Object Resources 

The X.25 network is used solely in the support of GTE internal communications. It is therefore considered a common cost and 
is properly omitted from our study. No assignment to LJNE’s or Services is necessary. 

Cost object dnver percentages are based on estimates provided by the work center’s management. 

P. 
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GTE - Florida Cost Study 
Service Assurance 

Broadband - 6215 

The Broadband Network Services Group monitors network circuits and equipment, coordinates 
repairs, performs emergency restoration, and provides network support on CSU/DSUs, 
multiplexing, and broadband network services (SONET, Frame Relay, ATM, SMDS, and point-to- 
point circuits). 

Work Center Processes 

The Broadband work group supports the Service Assurance Process. 

Cost Objects Supported by Work Center 

This work group primarily monitors NAC - Special Circuits and Multiplexing equipment. Its 
costs are assigned directly to these UNEs. 

The Broadband work group, like all other work groups in the N K ,  is a national group supporting 
all states in which GTE operates. It was determined that special circuits would be used to assign 
costs to each state. Therefore, since Florida has approximately I of GTEs special circuits, it 
also will be assigned 
information. 

of the Broadband work group's costs. See the circuits table for further 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

Assumptions Made for Forward-Looking Study 

At this point, there are no proposed future operational changes for Broadband group. 

REDACTED 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 

NOC-Broadband 
6215 

NAC - Special 
Base Cost 

Bare Cost TOW 
WAC. Spccml-Base 

NAC- Smeid  T o l d  

Final Ncrwark Elcmnl Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 
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NOC-Broadband 
Florida Filing 
Work Center Codes: 62'5 

@ Service Assurance 

0 Service Fulilllment 

~~. 
~~~~~~~ ~~~~~~~~~ ~ ~~ ~ 

0 Infrastructure Provisioning 

0 Sales, Marketing, and Advertising 

~~ ~~~~~ 

Number of employees: 

Number of contractors: 
~~~ 

Total number of F T k  

UNEs identified as cost 
objects: 

n Billing and Collections 

Work Cenler Description: 

0 Other 

The Broadband Network Services Group 
monitors network circuits and equipment, 
cwrdinates repair, emergency restoration and 
provides network support on CSU/DSUs. 
multiplexing. and broadband network services 

~~ ~ -~ ~. .- _ _ ~ ~  
NAC - Special and Multiplexing 

States Supported by the National 
Work Center: 

Market Segments All Markets 
Supported by the Work 

Illtit1l.Y SINS11 IVE 

Services identified as cost 
objects: SPAC-DS3 

ADSL, ISDN-PRI, SPAC-DSI. and 

Notes: 



(:TE 
Service Assurance Cos1 Sludy 

NOC-Broadband 
Florida Filing 
Work Center Activilies Work Center Codes: 6215 

Aclivilin ATUBTL L)irerUSharedlCummun Process PrimryISupporling 

All BTL Activities 
Monitor and Conuol Netwok Ekmnts 

Pen~nel  and Adnitismtion Suppofl 
Provide System Suppofl 
Pmvids technical rvppnt (Trouble) 
Training 

BTL S M  Service Assurance 

ATL Direct Service A ~ ~ u r a n ~ e  
ATL S M  Service Assurance 
ATL Dirrct Service Asrursncr 
ATL Dim1 Scrvicc Assurance 

ATL S W  Service Assurance 



GTE 
Service Assurance Cost Study 

'/- 

NOC-Broadband - 6215 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time S p e n t  

Administrator 
- 

All BTL Activities 

Perronnel and Adrmniruation Suppon 
Pmvide Syrrcm Suppon 

Training 

Administrator Total 

Manager 
All BTL AClIviIies 

Monitor and Canml Network Elcmsntr 

Penonnei and Adminimation Suppon 
Provide System Suppan 
Pmvidc technical ruppon (Tmublc) 
Training 

Manager Told 

Secretary 
All BTL Activities 

Penonncl and Adminiswation Suppon 

Sorretsry Told 

Section Administrator 
Ail BTL ACtivitieI 
Provide technical ruppon (Tmuble) 
Training 

Section AdminiStrstOr Total 

Section Manager 
Ail BTL Activities 

Monilorand Canlml Network Elements 
Training 

Seetion Manager Tolnl 

Senior Administrator 
Ail BTL Activities 

Monitor and Control Network Elements 
Penonncl and Adminirmtion Suppn 
Pmvide System Suppn 
Provide technical ruppn (Trouble) 
Training 

Siaff Administrator 

Senior Adminkhalor Total 

All BTL Activities 
Monitor and Conml Network Elements 
Pcnonnel and Adminismiion Suppan 

Pmvidc System Suppn 
Pmvids technical ruppn (Trouble) 
Training 

Staff AdminiSlrPlOl To-1 

HIGHLY SENSITIVE CONFlDENTlAL 
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(;7E 
Service Assurance Cast Sludy 

NOC-Broadband-6215 
Florida Filing 
Work Center Resources 

Labor Resources 

Rates Base OT 
FTE Position Pay Level Base MICS Bfts HoursRate 6001 6002 6004 6153 Benetils Total 

- - 

Ill(it1I.Y SENSIIIVE 
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GTE 
Service Assurance Cost Study 

NOC Broadband-6215 
Florida Filing 
Work Center Resources 

Notes: 

Overtime is paid at time-and-a-half of the employee’s base rate. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate“ for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non labor expenses are based on work center 1998 budget. 

The percentage of resources assigned to each state is based on the number of broadband circuits per state. See the Broadband 
Circuit Analysis: December 1997. 

Work center 6215 is composed of four work groups; Broadband, X.25 Provisioning. X.25 & SS7, and AIN. However, part of 
the A M  group is budgeted to work center 6217. As non-labor costs for work center 6125 were provided in the aggregate, the 
forward-looking headcount information was used to assign non-labor resources to each work group within work center 6215. 
The portion of non-labor resources from work center 6215 assigned to each work group can be seen in the Non-Labor Resource 
Distribution template. 

Business Analysis provided the following non-lahor resource cost by cost element code for all NOC-AIN, Broadband. X.25 
Provisioning, and X.25 & SS7 work groups combined 

6201 Travel Expenses 
6301 Employee Training 
6726 Internal Telecom 
6790 Other Costs 

TOTAL 

To assign non-labor NOC costs across the different NOC work groups, headcount percentages were calculated for each NOC 
work group: 

NOC - Broadband 
NOC - X.25 Provisioning 
NOC ~ X.25 & SS7 
NOC - AIN 
TOTAL 

REDACTED 
By multiplying the NOC non-labor resource costs by the NOC-Broadband headcount percentage of 18.8%. NOC-Broadband 
costs were calculated as shown below: 

6201 Travel Expenses 
6301 Employee Training 
6726 Internal Telecom 
6790 Other Costs 

TOTAL NOC-Broadband Non-Labor Costs = 
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NOC - Internal Network Management - Broadband - Workcenter 6215 

Work Center Resources 
P Florida Filing 

6215 Non-Labor Resource Distribution 
6215 Work Groups 
Broadband 

IHeadcoun! % Breakdown! Non-Labor 

1 
X.25 Provisioning 
X.25 & SS7 
AIN (Portion for 6215) REDACTED Total 



? 

GTE 
Service Assurance Cost Study 

ARTHUR ANDERSEN LLI' 

NOC - Internal Network Management - Broadband ~ Workcenter 6215 
Florida Filing 
Broadband Circuit Analysis: December 1997 



? 

ACTIVITY 
TONICS 

X Monitor and Control Network Elements 

Provide Technical Support (Troubles) 

Provide System Support 

Training 

I’cnonnel and Administration Surmort 

GTE 
Service Assurance Cost Study 

NOCITRACK 

X 

HIGHLY SENSITIVE 
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NOC-Broadband-6215 
Florida Filing 
Cost Object Driver Percentages 

~ ~~ ~~~ ~ 

Activity UNEName Driver 

Monitor and Control Network Elements 
Multiplexing 
NAC - Special 

Monitor and Control Network ElrwnU Total 
Provide System Support 

Multiplexing 
NAC - Spccial 

Provide System Support TOPI 

Provide technical support (Trouble) 
Multiplexing 
NAC - Special 

Provide technical support (Trouble) Total 

HIGHLY SENSITIVE 

REDACTED 

CONWENTlAL 

24 357 
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GTE 
Service Assurance Cost Study 

NOC Broadband-6215 
Florida Filing 
Cost Object Driver Percentages 

Cost object driver percentages are based on estimates provided by the work center's management 

/- 
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GTE - Florida Cost Study 

Current Status 

Service Assurance 

Forward-Looking Status - 

X.25 Provisioning - 6215 

The primary functions of this group are to perform the activities associated with the installation, 
analysis, trouble escalation, administration, user interface, and software provisioning tasks as they 
relate to GTE’s nationwide X.25 internal network systems. Additionally, this group provides 
technical support for GTEs ADSL initiatives. The X.25 network is the primary communications 
network for GTE systems that access information located in other GTE systems and network 
elements. 

As the X.25 network is an internal network, the activities used to support this network and their 
associated costs are considered common costs and are thereby eliminated from our study. 

Work Center Processes 

X.25 Provisioning supports the Service Assurance and Service Fulfillment processes. This is based 
on the fact that the X.25 center performs activities that support both Service Assurance and Service 
Fulfillment processes. 

Cost Objects Supported by Work Center 

This work group supports several cost objects. One cost object, CyberPOP, is a deregulated 
product, and therefore, all costs associated with this product are eliminated from our study. 
Additionally, as this work group supports the entire internal X.25 network; however the X. 25 
network is considered a common cost and is therefore eliminated from our study. ADSL is the 
only service cost object supported by this group that is included in our study. 

The X.25 Provisioning work group, like all other work groups in the NOC, is a national group 
supporting all states in which GTE operates. It was determined that access lines would be used in 
order to assign costs for each state. Therefore, as Florida has approximately 12.26% of GTE’s access 
lines, it also will be assigned 12.26% of the X.25 Provisioning work group’s costs. See the access 
lines table for further information. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

t 1 REDACTED 
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GTE - Florida Cost Study 
Service Assurance 

REDACTED 
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Final Network Element Volume Volume Total 
Cosr By Work Center Sensitive Insensitive Overall 

NOC-X.25 Provisioning 
6215 

NAC - Switched 
Base Cost 

NAC - Swirched-Bare 

Bare Cost Total 
NAC- Swilched Total REDACTED 

24 361 
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Final Network Elcmnr Cost by Work Center 
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NOC-X.25 Provisioning 
Florida Filing 
Work Center Codes: W15 

M Service Assurance 0 Infrastructure Provisioning Number of employees: 

@ Service Fulfillment Number of contractors: 

0 Billing and Collections 0 Other Total number of FTEs: 

Work Center Description: UNEs identified as cost 
objects. 

~. ~~ ~ ~ ~~ ~ ~~~~~~ ~ ~~~~ ~ ~ ~ ~ ~~ ~ 

~~~ ~ 

U Sales, Marketing. and Advertising 

~ .. ~~ ~ ~ 

The primary functions of the X.25 Provisioning 
work group are to perform the activities 
associated with the installation, analysis, 
trouble escalation, administration, user 
interface, and software provisioning tasks. 

NAC . Switched and Multiplexing 

States Supported by the National 
Work Center: 

Market Segments All Markets 
Supported by the Work 

I l l( i t l l .Y SENSlrlVE 

Services identified as cost 
objects: CNTRN, Coin, ISDN - BRI, ISDN PRI, 

Res - Ln. Bus - Ln. Bus - PBX. Bus 

SPAC - VGLN, SPAC - DDS, SPAC 
SPAC - DS3, and ADSL 

DS I ,  

Notes: 

( ' ( > N I l l > t N  I IAL 
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GTE 
Service Assurance Cost Study 

NOC-X.25 Provisioning - 6215 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Administrator 
Al l  BTL Activities 

Al l  Supponing Activities - Service Fulfillment 
Provide Pmvirioning . X.25 
Provide Technical Suppon . X.25 
Tmining 

Administrator Total 

Manager 
All BTL Activities 

Al l  Supponing Activities - Service Fulfillment 
Pcrronnel and Administration Suppo~t 

Training 

Manager Total 

Section Administrator - Internal Network 
All BTL Activities 

Al l  Supponing Activities - Service Fulfillment 

Cyber Pop Rcparr & Maintenance 
Perform Workcenter Planning 
Provide Provisioning - X.25 
Pmvidc Technical Suppon . X.25 
Training 

Section Administrator. Internal Nehrork Total 

Section Manager 
Al l  BTL Activities 

All SupporLing Activities . Service Fulfillment 

Cyber Pop Repair & Maintenance 
Psrronncl and Administration Suppan 
Provide Provisioning. X.25 
Provide technical suppan (Trouble) 
Provide Technical Suppon . X.25 
Tuning 

Section Manager Total 

Senior Administrator 
All BTL Activities 

All Suppaning Aetivitia . Service Fulfillment 
Cyber Pop Repair & Maintenance 

Provide Rovirioning . X.25 
Pmvide technical rvppon (Trouble) 
Pmvide Technical Suppon . X . U  
Training 

Senior Adminirtiator Total 

REDACTEt 

HIGHLY SENSlTlVE CONFIDENTIAL 

24 364 
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CTE 
Service Assurance Cost Study 

NOC-X.25 Provisioning - 6215 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent - 
Senior Data Assistant 

All BTL 4ctiv11iei 

All Supporting Activmes - Service Fulfillment 
Cyber Pap Repair & Malnlcnance 
Provide Pmviriontng - X 25 
Provide Technical Support - X 25 
Training 

Senior Data A S S I S ~ P ~ ~  Tolnl 

Staff Administrator - Privisioning 
All Bll.  AcliviiiCs 
All Supporting Aclivitiu - Service Fulfillment 
Cybcr Pop Repair & Maintenance 
Provide Provisioning - X.2S 
Pmvide Technical Support - X.25 
Training 

Slnff Administrator. Privirlonlng Tobl 

P 

HIGHLY SENSITIVE CONFIDENTIAL 
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c r E  
Service Assurance Cost Study 

NOC-X.25 Provisioning-6215 
Florida Filing 
Work Center Resources 

Labor Resources 

Rates Base OT ~ 

FTE Position Pay Love1 Base MlCS Bfts HoursRate 6001 6002 6004 6153 Benefits Tohl 
" .I 

I1Itilll.Y SENSII IVL- 1'0NI~IIII-N'I IAl. 



GTE 
Service Assurance Cost Study 

NOC X.25 Provisioning-6215 
Florida Filing 
Work Center Resources 

Overtime is paid at time-and-a-half of the employee’s base rate. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 ”Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non labor expenses are based on work center 1998 budget 

The percentage of resources assigned to each state is based on access lines. See the Access Line Breakdown by State template. 

Work center 6215 is composed of four work groups; Broadband, X.25 Provisioning, X.25 & SS7, and AM. However, part of 
the AlN group is budgeted to work center 6217. As non-labor costs for work center 6125 were provided in the aggregate, the 
forward-looking headcount information was used to assign non-labor resources to each work group within work center 62 15. 
The pomon of non-labor resources from work center 6215 assigned to each work group can be seen in the Non-Labor Resource 
Distribution template. 

Business Analysis provided the following non-labor resource cost by cost element code for all NOC-AM. Broadband. X.25 
Provisioning, and X.25 & SS7 work groups combined: P 

6201 Travel Expenses 
6301 Employee Training 
6726 Internal Telecom 
6790 Other Costs 

TOTAL 

To assign non-iabor NOC costs across the different NOC wcrk groups, headcount percentages were calculated for each NOC 
work group: 

NOC - Broadband 
NOC - X.25 Provisioning 
NOC - X.25 & SS7 
NOC - AlN 
TOTAL 

REDACTED 
By multiplying the NOC non-labor resource costs by the NOC-X.25 Provisioning headcount percentage of 21.2%. NOC-X.25 
Provisioning costs were calculated as shown below: 

6201 Travel Expenses 
6301 Employee Training 
6726 Internal Telecom 
6790 Other Costs 

TOTAL NOC-X.25 Provisioning Non-Labor Costs = 

r‘. HIGHLY SENSITIVE CONFIDENTIAL 

24 36‘7 
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NOC - X.25 Provisioning Workcenter 6215 
Florida Filing 
Work Center Resources 

6215 Non-Labor Resource Distribution 
b215 Work Croups 
Broadband I 

lHeadcoun4'b Breakdown1 Won-Labor 

X 25 Provisionln 
X.25 & SS7 E AIN (Porhon for 6215) Total REDACTED 

P 
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GTE 
Service Assurance Cost Study 

ACTIVITY 
TONICS 

ARTHUR ANDERSEN LLP 

NOC/TRACK Remedy 

NOC - X.25 Provisioning Workcenter 6215 
Florida Filing 
Work Center Information Systems 

CyherPOP Repair and Maintenance 

Provide Provisioning - X.25 

Perform Workcenter Planning 

Personnel and Administration Support 

X X 

]Provide Technical Support - X.25 
IProvide Technical Support (Troubles) I I I 

ITraining I 1  

X 

1.11 Supporting Activities - Service Fulfillment I I I 

HIGHLY SENSITIVE CONFIDENTIAL INFORMATION RESTRICTED 



NOC-X.25 Provisioning-6215 
Florida Filing 
Cost Object Driver Percentages 

Activity UNEName Driver 

Provide Provisioning - X.25 
x.25 

Provide Provisioning. X.25 Total 
Provide technical support (Trouble) 

Multiplexing 
NAC -Switched 

Provide technical support (Trouble) Total 
Provide Technical Support - X.25 

X.25 

Provide Technical Support. X.25 Total 

REDACTED 

HIGHLY SENSITIVE COMIDENTlAL 

24 3,71 

INFORMATION RESTRICTED 
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GTE 
Service Assurance Cost Study 

NOC X.25 Provisioning-6215 
Florida Filing 
Cost Object Driver Percentages 

The X.25 network is used solely in the support of GTE internal communications. It is therefore considered common cost and is 
properly omitted from our study. No assignment to UNE’s or Services is necessary. 

CyberPOP is a deregulated product and is therefore omitted from our study. No assignment to UNE’s or services is necessary. 

Cost object driver percentages are based on estimates provided by the work center’s management. 

P 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE - Florida Cost Study 
Service Assurance 

NSSC (Bunker) - 6218 

The NSSC provides technical support and administration of the support systems used to monitor 
and manage all GTE networks and GTE customer voice and data networks. All costs related to 
BTL activities (customer network monitoring) were excluded from this study. 

Work Center Processes 

The NSSC supports the Service Assurance and Service Fulfillment processes. 

Cost Objects Supported by  Work Center 

Similar to the NOC support group (6210), this work center supports all other NOC work centers. 
Its costs are shared among the cost objects that the NOC organization, as a whole, supports. As the 
NSSC group supports six other work centers (AN,  Broadband, Monitor and Control, On-Line 
Support, X.25 Provisioning, and X. 25 dr SS7,) one-sixth (1/6) of this group's costs are assigned to 
each of the six work centers it supports. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

Assumptions Made for  Forward-Looking Study 

At this point, there are no proposed future operational changes for the NSSC (Bunker) group. 

24 373  
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
NOC-NSSC Bunkers 
6218 , 

Cross-connect 
Base Cost 

Barr Cost Total 
C r O S < O l l W C l - B a S ~  

Crorrsonnccl Told 

Interoffice Transport 
Base Cost 

Base Cost Total 
rnreroflce Tmnrpon Told 

NAC - Special 
Base Cost 

B ~ S L  cost n t a i  

lntsrofliec Tnnrpolt-Bare 

NAC . Special-Bare 

NAC - Specid Told 

NAC - Switched 
Base Cost 

B~II cost rota1 
NAC - Swilehcd-Basc 

NAC - Swilckd Told 

SS7 Links 
Base Cost 

B a a  Cost Total 
SS7 Links-Bare 

ss7 Lhkl Told 

STP Ports 
Base Cost 

Barr Cost Total 
STP Poru-Base 

STP Porn Told 

Swifching 
Base Cost 

Base Cost Total 
Switching-Base 

Switchin# Told 

REDACTED 

Final Nework Elemcnt Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

24 374 
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NOC-NSSC Bunkers 
Florida Filing 
Work Center Codes: 6218 

Service Assurance 
.~ ~ ~~~~ ~ ~ ~ 

0 Infrastructure Provisioning Number of employees: 

~~ ~ 

@ Service Fulfillment Number of contractors: 

0 Billing and Collections 0 Other Total number of FTES: 

Work Center Description: The purpose of NOC Support is to provide UNEs identified as cost 
technical support and administration of the objects: 
support systems and networks used to monitor 
and manage all of GTE-owned and customer- 
owned voice and data networks. 

0 Sales, Marketing. and Advertising 

-. -.. ~~~~~~~~~ ~ ~~ . . 

Cross Connect, Interoffice Transport. NAC - 
Special, NAC - Switched, NID. STP Ports. 
SS7 Links, and Switching 

States Supported by the National 
Work Center: 

Market Segments All Markets 
Supported by the Work 

n: 
bb 

w 
4 
Cn 

IIIGIILY SENSII IVE 

Services identitied as cost 
objects: Coin, ISDNBRI. ISDN-PRI, Messaging, 

ADSL, Bus-CNTRNT, Bus-Ln, Bus-PBX. 

Res-Ln, SPAC-DDS. SPAC-DSI, 
SPAC-DS3, and SPAC-VCLN 

Notes: 

C'ONFIIXNIIAL 



c r E  
Service Assurance Cast Study 

NOC-NSSC Bunkers 
Florida Filing 
Work Center Activities Work Center Codes: 6218 
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GTE 
Service Assurance Cost Study 

NOC-NSSC Bunkers - 6218 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Administrator-California 
All BTL Acriviiier 

Ail Supporting Activities - Service Fulfillmcnt 
Perform Special Pmjcctr 

Personnel and Adminiruntion Support 

Provide System Support 
Training 

Administntor-Cslifornis Total 

Administrator-Florida 
All BTL Aetiwies 
All Supporting ACtwitieS. Service Fulfillmcnt 
Perform Special Pmjecu 

Personnel and Adminirmtion Support 
Provide System Support 
Training 

Administrator-Florldn Tola1 

Administrator-Indiana 
All BTL Activities 
Al l  Supporting Activitiu - Scrvicc Fuifillmcnt 
Perform Special Pmjssu 

Personnel and Admnirmtton Support 
Piwide Syrtcm Support 
Training 

Adminian tor-Indiana Total 

Administrator-Texas 
All BTL Activities 
Al l  Supporting Activitiu . Smicc FulfiUmea 
Perform Special Pmjssu 

Personnel and Administration Suppon 
Pmvide System Suppon 
Tmning 

Administrator-Tcxnr TOW 

Adminislrator-Washington 
All BTL Activities 
Al l  Supporting Activities - Service FulfiUmnr 
Perform Special Pmjecu 
Personnel and Administration Support 
Pmvidc System Support 
Training 

i\dministraloi-WPShlnst.n Total 

Conf General Clerk-Texas 
All BTL Activities 
All Supparting Activities - Service Fulfillment 
Personnel and Administration Support 

C o d  General Clerk.Texss TOW 

HiCHLY SENSITIVE C O N F I D E W  

1 REDACTEK 

INFORMATION RESTRICTED 

24 3.77 



GTE 
Service .Assurance Cost Study 

P 

r' 

REDACTED 

NOC-NSSC Bunkers - 6218 
Florida Filing 
Work Center Activities by Job Class 

Posi t ion  Activities % of Time Spent 

Data Control  Clerk-California 
All BTL Activities 
All Supporting Activities . Service Fulfillment 
Personnel and Adminimation Suppon 

Data Conlral Clerk-Californln Total 

Equipment Technician-Washington 
All B n  Activities 
All Supponing Activities - service Fulfillm~nl 
Perform Spsciai Projects 
Penonnel and Administration Support 
Provide Syriem Suppon 
Truning 

EquipmcnITeehnicisn.Wssh1nglon Told 

SecretarylStenographer-Florida 
All B n  Activities 
All Supponing Acnvitier . SeNiCs FulfiUmni 
Pcnonncl and Administration S u p p n  

SeerrtPryIS1cn~grsphrr-F lorid. Tom1 

Sect ion Manager-California 
All BTL Activities 
All Supporting Activities. Service Fulf iUml 
Perform Special Projects 
Personnel and Administration Support 
Training 

Seclion Msnngcr.Cslllornis Toll1 

Sect ion Manager-Florida 
All BTL Activities 
All Supporting Activitia - Suvicc Ful f i l lml  
Perform Special Projecu 
Personnel and Administration Suppon 
Tratnmg 

Section Manager-florid. TOW 

Sect ion Manager-Indiana 
All BTL Activities 

Perform Special Pmjecu 
Personnel and Administration Support 

All Supporting ACtivitia. %Nice FulfiUmnI 

Training 
Seetion Msnsger.Indisns TOW. 

HiGHLY SENSITIVE CONFIDENTIAL INFORMATION RESTRICTED 

24 378 



GTE 
Service Assurance Cost Study 

NOC-NSSC Bunkers - 6218 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Section Manager-Texas 
All BTL Aclwiiies 

Al l  Suppartmg Activilies - Service Fulfillment 
Perform Special Projects 

Personnel and Adminirlrarion Support 
Training 

Seclion Manager-Texas Told 

Section Manager-Washington 
All B n  Activities 

Al l  Supporting Aclivitiw . Service Fulfillmcnr 
Perform Special Projects 
Pcnonncl and Administration Support 
Training 

Seclian Manager-WPshlnglon Total 

Section Supervisor-Indiana 
Al l  BTL Activities 

Al l  Supporung Activities. Service Fulfillment 
Perform Special Projects 

Personnel and AdminisValion Support 
Provide System Support 
Training 

Section Suprrvisor-Indiana T o h l  

Senior Administrator Assistant-Indiana 
~ l l  BnAEt iv i l ies  

Al l  Supporting Activitier . Service Fulfillment 
Penonnel and AdminisValion Support 

Senior Administmlor A s b h n t - I n d i ~ a  TOW 

Senior Adminislrator-California 
~ l l  B n  Activities 

Al l  Supporting Aclivitier - Service Fulfillmolt 
Perform Special Pmjesu 

Personnel and Adminisu&ion Support 

Provide System Support 
Training 

Senior Adminbtmlor-Callfemi. Total 

Senior Administrator-Florida 
All B n  Activiliei 

Al l  Suppodng ActiviticI. Service Fulfillment 
Perform Spccial Pmjeslr 

Penonncl and Administration Support 
Pmvide System Svppon 
Training 

Senior Admioistmlor.Florlda Tohi 

REDACTEC 

HIGHLY SENSITIVE CONFlDWTlAL INFORMATION RESTRICTED 
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GTE 
Service Assurance CoJt Study 

NOC-NSSC Bunkers - 6218 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Senior Adminis t ra tor-Indiana 

/-- 

All BTL Aciivtti~s 
All Supporting Activities -Service Fulflilment 
Perform Special Propets 
Penonnel and Administration Suppan 

Provide System Suppan 
Training 

Senior Administratoi.lndi.ns T o l d  

Senior Administrator-Texas 
All BTL Activities 
All Supponing ActiYiUcs - SeNics Fulflllmnt 
Perform Speeial Projects 
Perronnel and Adminisvation Suppan 
Provide System Suppon 
Training 

Senior Adminirtrstor-Texas Tots1 

Senior Admin i s t r a to r -Wash ing ton  
All BTL Activities 
All Supporting Activities. SeNiCC Fuldllmcnl 
Perform Special Pmjccu 
Penonnel and Adminisvation Suppan 
Provide System Suppan 
Training 

Senior Adminhlr=lor.W.rhinllton TOW 

Trunk Tech Analyst-Indiana 
All BTLActiviticr 
All Supponing Aedvities . Service Fulfitlnrnl 
Pcrform Special Pm@ts 
Pcrronncl and Adminisvation Suppan 
Provide System Suppan 
rraimng 

Trunk Tech Analyst-Indiana Total 

REDACTED 

HIGHLY SENSITIVE C 0 N FUJ E N TlAL INFORMATION RESTRICTED 



(;TE 
Service Assurance Cost Study 

NOC-NSSC Bunkers-6218 
Florida Filing 
Work Center Resources 

Labor Resources 

Rates Base OT 
Base MlCS Bfts HoursRnle 6001 6002 6004 6153 Benefits Total FTE Position Pay Level 
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24 332 
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GTE 
Service Assurance Cost Study 

NOC NSSC (Bunkerr)-6218 
Florida Filing 
Work Center Resources 

NQ&X 

Ovenime is paid at time-and-a-half of the employee’s base rate. 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Conwctors do not receive 
benefits. 

Non labor expenses are based on work center 1998 budget. 

HIGHLY SENSITIVE CONFIDENTIAL 
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GTE -Florida Cost Study 

P 

Service Assurance 

Regional Customer Operations (RCO) - 51AO-51A9; 5180-5789 

Work Center Description 

The Customer Operations group consists of central office personnel (sometime referred to as 
Inside Plant Technicians), field technicians (sometimes referred to as Outside Plant Technicians) 
and support personnel who are responsible for the installation and maintenance of all GTE's 
wireline networks. The primary duties of this work center include: 

Managing the fulfillment of customers' needs for a new or revised service, 

Managing the maintenance process to maximize network reliability, 

Ensuring efficient restoration of service, and 

Serving as the Company Representative in the Community, to the Customer, and to 
regulatory interfaces. 

Work Center Processes 

Regional Operations primarily supports the Service Assurance and Service Fulfillment processes. 

Cost Objects Supported by Work Center 

The technicians are divided into two main groups: Customer Zone Techs (CZTs) and Business 
Zone Techs (BZTs). CZTs are responsible for repairing residential and small business lines, while 
the BZTs concentrate on the more advanced, engineered circuits, usually for larger business 
customers or government agencies. Each of these groups use a positive time reporting system (the 
"STAR Database") that captures the amount of time spent on a trouble ticket, the associated 
network element, and the procedure used to resolve the trouble. Using data from this time 
reporting system, Arthur Andersen was able to assign costs to specific UNEs supported. The 
Technology Overview section of this documentation contains a thorough review of precisely how 
the data from the time reporting system was used in the cost model. 

Work Center Cost Model Results 

Unitized work center results related to UNEs and Services costs are documented on the following 
pages (cost model output). 

See the Work Center Template section for more detail regarding UNEs and Services calculation. 

HIGHLY SENSITIVE CONFIDENTIAL 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Inland 
SJAO 

Cross-connect 
Base Cost 

Base Cost Tatnl 
Crorrsonneer-Base 

c,or,-ronnra Told 

Interoflce Transport 
Base Cost 

lniemflicc Transport-Base 
Base Cost Total 

1”l.roJ)ice Tmnsp‘lrl TOk71 

NAC - Special 
Base Cost 

NAC . Special-Bare 
Base Con Total 

NAC - Special Tom1 

NAC - Switched 
Base Cost 

Base Cost Total 
NAC- Switched Told 

NAC Switched-Bas 

NID 
Base Cost 

NID-Base 
Base Cost Total 

NID Told 

Switching 
Base Cost 

Base Cost Total 
Swilching-Base 

Switching Total 

REDACTED I 

F m l  Newoh Elcmni Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Inland 
5JAI 

Cross-connect 
Base Cost 

Bare Cost Total 
Crorr<onnecr-Bare 

crorr-connrer Told  

Interofice Transport 
Base Cost 

Bare Cost Told 
lntcmllicc Tmnspon-Bare 

Interoflce Tmnrpon TO101 

NAC - Special 
Base Cost 

BSSC Coil TeId 
NAC - Special-Bare 

NAC- Special Told 

NAC - Switched 
Base Cost 

NAC - Switched-Base 
Barr Cost Total 

NAC - Swilehrd Told 

NID 
Base Cost 

NID-Bare 
Base Cost T01.l 

NID Told 

Switching 
Base Cost 

Switching-Bare 
Base Coil  Total 

SwilchYd Toid 

Final Nclwork EIemSnt Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED I 

24 357 
Flondn 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Inland 
5JA2 

Cross-connect 
Base Cost 

Crorr-conncct-Bare 
Base Cost Total 

Crors-connsef Toto1 

Interoffice Transport 
Base Cost 

Base Cost Total 
InnrrrofJlce Tmnrprl  Told 

InIerotXss Trnrpon-Bare 

NAC - Special 
Base Cost 

Base Cost Total 
NAC - Spscirl-Ba~ 

NAC- Spreiol Toto1 

NAC - Switched 
Base Cost 

NAC - Switched-Base 
Bare Cod Total 

NAC . Switched Told 

NID 
Base Cost 

NID-Bare 
Barr Cost Tots1 

NID Told 

Switching 
Base Cost 

Base Cost Told 
Swultchmg-Bas 

Swilchins Told 

Final Nerwor(r Elemcnt Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED I 

Flondr 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Inland 
SJA3 

Cross-connect 
Base Cost 

C,OSS<O""cCt-BaSC 

Base Cost Total 
Cross-connrcr Total 

Interofice Transport 
Base Cost 

Base Cost Total 
lnteroJj7ce Transporl Tots1 

Interoffice Tranrpon-Bare 

NAC - Special 
Base Cost 

Base Cost Total 
NAC . Special-Base 

NAC - Specid Total 

NAC - Switched 
Base Cost 

NAC.  Switched-Bare 
Bare Cost Total 

NAC - Switched Total 

NID 
Base Cost 

NID-Base 
Base Cost Tots1 

NID Total 

Switching 
Base Cost 

Bare Cost T o l d  
Swilcbng-Base 

Switchinb T,%I 

Final Network Element Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED I 

Flonda 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Inland 
5JA4 

Cross-connect 
Base Cost 

Barr Colt Tots1 
Crors-conneCl-Barc 

crorr-connect Told 

Interoffice Transport 
Base Cost 

Base Cost Total 
InUroJJ7ce Transport TMd 

lnlemmce TrPnspOn-Bsre 

NAC - Special 
Base Cost 

Base Cost Total 
NAC - Spccial-Base 

NAC - Spc id  T m d  

NAC - Switched 
Base Cost 

B.ke Cost T01.I 
NAC - Switched ToIal 

NAC . Switched-Bnw 

NID 
Base Cost 

NID-Base 
Base Cost 701.1 

NID Torn1 

Switching 
Base Cost 

Base Cast Total 
Switching-Base 

Switchin# Total 

REDACTED I 

Final Network Elemnl Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 
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P 

Final Network Element Volume Volume Total 
Cost By Work Center Sensitive Insensitive Overall 

Customer Operations-Florida-Inland 
5JA.5 

Crass-connect 
Base Cost 

Barr Cost Total 

Crorr-canncct-Bare 

C,o,*-con"scl Total 

Interoffice Transport 
Base Cost 

IntcmlXcc Tranrport-Base 
Bare Cost Total 

lnrrrofle Trmspon Total 

NAC - Special 
Base Cost 

NAC . Special-Baw 
Base Cart Total 

NAC - Special Told 

NAC - Switched 
Base Cost 

Base Cost Total 
NAC-  Swilchrd Torn/ 

NAC - Switched-Ba 

NID 
Base Cost 

NID-Bare 
Bare COIt TOtd 

NID Tom1 

Switching 
Base Cost 

Base Cost Total 
Switchin@- 

Switchins JoId 

Find Newark El-t Cos1 by Work Ccnter 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED I 

Flonda 
24 331. 
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P. 

Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Inland 
5JA6 

Cross-connect 
Base Cost 

Base Cart Total 
Ciorr-conncct-Bare 

crorrconnrcr TOl!al 

Interofice Transport 
Base Cost 

Base Cost Total 
Inleroflce Trenrporl Told 

lntcrofiec Tranrport-Base 

NAC - Special 
Base Cost 

Base Cost Total 
NAC . Special-Base 

NAC . Special T&d 

NAC - Switched 
Base Cost 

Base colt TOI.1 
NAC- Switched Total 

NAC - Switched-Bue 

NID 
Base Cost 

NID-Bare 
B.SL cost T0t.l 

NID Told 

Switching 
Base Cost 

Bas8 cost Tot.1 
Switching-Base 

Swilchin$ rot& 

Final Neiwork Element Cost by Work C m w  
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED I 

Flonda 
24 392 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Inland 
5JA7 

Cross-connect 
Base Cost 

CrO5S-CO"nCCt-BaSe 

Barr Cost Total 
Cross-eonnee: Told 

Interoffice Transport 
Base Cost 

lnlerofficc Trmrpon-Bare 
Bare Cost Total 

tnlemflce Tranrpon Told 

NAC - Special 
Base Cost 

Bare Cost Total 
NAC - Special-Bare 

NAC ~ Spcinl Told 

NAC - Switched 
Base Cost 

NAC - Swirehcd-Base 
Bast Cost Total 

NAC - Swilched Told 

NID 
Base Cost 

NID-Bnic 
0.- Cost Total 

NtD Told 

Switching 
Base Cost 

Base Cost 701.1 

Switching-Base 

Swirchlq Told 

REDACTED I 

.- 

Final Network Elcmnr C O S ~  by Work Cmter 
HIGHLY SENSITIVE CONFIDENTIAL 

24 393 
Flondr 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Inland 
5JA8 ' 

Cross-connect 
Base Cost 

Base Cost Total 
CrOSS*O""eCt-BaSe 

C,ors<onnro Total 

Interoffice Transport 
Base Cost 

Base Cost Total 
lniemlfice Tranrpon-Bare 

mteroJ.rlce Tm"rp0n Total 

NAC - Special 
Base Cost 

NAC . Special-Base 
Base Cost Total 

NAC - Sprcid Total 

NAC - Switched 
Base Cost 

NAC - Switched-Baw 
Barr Cost Total 

NAC- Switched Totd 

NID 
Base Cost 

NID-Bare 
Base Cost Total 

dVlD Total 

Switching 
Base Cost 

Base C m  Total 
Switching-Bare 

Switchins Total 

REDACTED 

Final Ncovork Element Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

'24 394 
Flonda 

INFORMATION RESTFXTED 



P 

volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 

Customer Operations-Florida-Inland 
5JA9 

Cross-connect 
Base Cost 

Base Cost T o l d  

Crorrsonnect-Bare 

Cmrreonncct Total 

Interoffice Transport 
Base Cost 

lnrerafficc Tianwon-Bare 
Base Cost To181 

Inrrroflce Trampon Told 

NAC - Special 
Base Cost 

NAC - Special-Base 
Base Cost Total 

NAC - Spscinl T M d  

NAC - Switched 
Base Cost 

Baw Car1 Total 
NAC- Switched Told 

NAC - Switched-Biue 

NID 
Base Cost 

NID-Base 
Bare Cart Total 

NID Total 

Switching 
Base Cost 

Base Cost Told 
Swtehmg-Bm 

Switchin# Told 

REDACTED 

Final Newoh Elcmnt Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

24 395 
Florida 

INFORMATION RESTRICTED 



/-- 

Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Coastal 
5JA8 

Cross-connect 
Base Cost 

Cmrr-connecl-Bars 
Bare Cost Total 

Cross-connect Told 

Interoffice Transport 
Base Cost 

lnterolliee Transpan-Bare 
cost rmi 

NAC - Special 
Base Cost 

lmeroflce Tremsporl T a d  

NAC - Special-Bare 
Base Coil Total 

NAC. Sprcld Tetd 

NAC - Switched 
Base Cost 

NAC . Switched-Base 
Base Cost Told 

NAC- Switched T I  

NID 
Base Cost 

NID-Base 
Base Cosr Told 

NID Teld 

Switching 
Base Cost 

Swmhing-Base 
Base Cost Told 

Switchin8 Told 

Final Network Elemen: Cor1 by Work Ccnrer 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED 

24 336 
Florida 

INFORMATION RESTRICTED 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Coastal 
SJBO 

Cross-connect 
Base Cost 

Crorr-connccl-Bare 
Bare Cost Total 

Crorr-cmnrer Told 

Interoffice Transport 
Base Cost 

Interoffice Transport-Bare 
Base Cost Told 

Inferofice Transport TMd 

NAC - Special 
Base Cost 

NAC - Special-Base 
Base Cost Total 

NAC - Special T M ~  

NAC - Switched 
Base Cost 

NAC - Swilched-Base 
Bare Cost Tot4 

NAC . Switched Tom1 

NID 
Base Cost 

NID-Base 
Base Cost Total 

NID Tom1 

Switching 
Base Cost 

Switching-Bax 
Base C o d  Total 

SwiIchin8 ToId 

REDACTED 

Find Network Element Cost by Work Cent- 
HIGHLY SENSITIVE CONFIDENTIAL 

Flonda 
24 337 

INFORMATION RESTRICTED 



P 

Volume Volume Total Final Network EIement 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Coastal 
5JBl 

Cross-connect 
Base Cost 

Bare cost Told 
CrOSS<O""eCt-B&Se 

Cros*-connrct rota1 
Interoffice Transport 

Base Cost 
lnteroffiec Transport-Bse 

0,s- COIt Total 
I*tmfyce Trnmporl T O I d  

NAC - Special 
Base Cost 

Base cost TOl.1 

NAC . Special-Bare 

NAC- Specid Total 

NAC - Switched 
Base Cost 

Bare Cost Total 
NAC . Switched Told 

NAC - Switched-BpY 

NID 
Base Cost 

NID-Bax 
B.rr cost T o l d  

NID Total 

Switching 
Base Cost 

Base COLI Told 
SwitchingBue 

Switchins Totd  

Final Newoh Elcmnt Cart by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED 

24 398 
Flandr 

INFORMATION RESTRICTED 



Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 

Customer Operations-Florida-Coastal 
5JB2 

Cross-connect 
Base Cost 

Crorr-connecr-Bare 
Barr Cost Total 

C,orr.connrcl TOIOl 

Interoffice Transport 
Base Cost 

lnterafliee Tramport-Base 
Base Cost Total 

blrroflce Tlcmsppon ToIQl 

NAC - Special 
Base Cost 

NAC - Spcsial-Base 

Base Cost Total 
NAC - Special TMd 

NAC - Switched 
Base Cost 

Base Cost Total 
NAC- Switched Told 

NAC . Switchcd-Bas 

NID 
Base Cost 

NID-Bue 
Barr Cost Total 

NID To id  

Switching 
Base Cost 

Switching-Base 
Base Cost Total 

Switchin8 Toid 

Final Network Element Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED 

24 399 
Flonda 

INFORMATION RESTRICTED 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Coastal 
5JB3 

Cross-connect 
Base Cost 

Bsre Cost Total 
Crorrsonnect-Bare 

Crorr-connect TOtd 

Interoffice Transport 
Base Cost 

Interoffice Transpon-Bsrc 
Base Cost Total 

htemflc* Trampon TOt.71 

NAC - Special 
Base Cost 

NAC - Special-Bw 
B.ar cost 70t.I 

NAC . Special Totd 

NAC - Switched 
Base Cost 

Bare Cost Total 
NAC- Switched Told 

NAC - Switched-Bnw 

NID 
Base Cost 

NID-Bax 
Bare Cost Total 

NID Tetd 

Switching 
Base Cost 

Base Cost Total 
Switching-Bnw 

Suitchin# Told 

REDACTED 

F i n d  NeOuork Elemnt Cost by Work Center 
HIGHLY SENSITIVE CONFIDENTIAL 

24 400 
Flonda 

INFORMATION RESTRICTED 



went Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Coastal 

~ ~ ~~ ~~ 

Volume Total .. . ~ 

~ Insensitive Overall 
Customer Operations-Florida-Coastal 
5JB4 

Cross-connect 
Base Cost 

Base Cost Total 
Crorrsonnec!-Barc 

Ciors-eonnrcl Tom1 

Interofice Transport 
Base Cost 

Base Cost To1.l 
h e r o f l u  Tmnrp& Total 

lntemficc Tnnrpon-Base 

NAC - Special 
Base Cost 

Base Cos1 Total 
NAC . Speetsl-Base 

NAC . S p c i d  Tord 

NAC - Switched 
Base Cost 

NAC. Switched-Base 
Bare Cor: Total 

NAC- Svitched T0r.l 

NID 
Base Cost 

NID-Buc 
Bare Cost Told 

NID Totd 

Switching 
Base Cost 

Swichmg-Base 
B u e  cou Told 

Svi reh i i~  rod 

Find Ncwwk Elcmcnt C a t  by Work Cmrn 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED 

24 401  
Flonda 

INFORMATION RESTRICTED 
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Volume Volume Total Final Network Element 
Cost By work Center Sensitive Insensitive Overall 
Customer operations-Florida-Coastal 
SJBS 

Cross-connect 
Base Cost 

Crorrsonnect-Base 
Base Cost Told 

c,orr-F*nnm T0f.d 

Interoffice Transport 
Base Cost 

lnicrotlicc Trmspon-0- 
B a n  Cost Total 

h r m 5 c e  T r m r p n  T a d  

NAC - Special 
Base Cost 

Base Cost Total 
NAC. Special-Bare 

NAC . S p c M  Totd 

NAC - Switched 
Base Cost 

Barr Cost Total 
NAC- Switched Totd 

NAC . Switched-Base 

NID 
Base Cost 

NID-0- 
Base Cost Totd 

NID Toul 

Switching 
Base Cost 

Base Cost Total 
SwitchmgBuc 

SwilchimE Told 

Final Nework Elmxnt Cost by Work Ccnm 
HIGHLY SENSITIVE 

REDACTED 

_- 

CONFIDENTIAL 

24 402 
Fi&dA 

INFORMATION RESTRICTED 
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Volume Volume Total Final Network Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Coastal 
5JB6 

Cross-connect 
Base Cost 

Crorr+onncct-Barc 
Bare Coil Told 

crorr-connro T O f d  

Interoflice Transport 
Base Cost 

lnleroffcc Tnnrpon-Basc 
Bare Cos1 Total 

I"ler0fice TrO"Stl0" Told 

NAC - Special 
Base Cost 

Barr Cost Total 
NAC . SpecdBase 

VAC . Sp&I Told 

NAC - Switched 
Base Cost 

Bur Cost Told 
.VAC. Swilchd Told  

NAC . Suwhcd-Baw 

NID 
Base Cost 

NID-Bue 
0.u cost TDUl 

NID T d  

Switching 
Base Cost 

B a u  Cost Toul  
SuttchmeBue 

Switchin# T d d  

Final Ncwork Element Cos1 by Work Ccnrn 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED 

24 403 
Flonda 

INFORMATION RESTRICTED 



Volume Volume Total Final Network Element 
Cost By Work Center Sensltlve Insensitive Overall 
Customer Operations-Florida-Coastal 
SJB7 

Crosshconnect 
Base Cost 

Crorrionneet-Bare 
Base Cost Total 

c,or,*onncer Tom1 

Interoffice Transport 
Base Cost 

B.r* cor1 T0t.l 
Inmoffiec Tmnrpon-Bue 

InrrroJJcC Tnmsporl TOl.71 

NAC - Special 
Base Cost 

Base Coil ToUl 
NAC . Speinl.Bnrc 

NAC - S p d d  T#d 

NAC - Switched 
Base Cost 

Base Cost Toul 
NA C - Smirched T#d 

NAC. Switched-BUC 

NID 
Base Cost 

NID-Bue 
fhir C o n  ToUl 

NID Toul 

Switching 
Base Cost 

Bise Cos1 Toul 
Swuhing-Base 

Smhchi*, Toul  

Final New& Elemnl Cost by Work Cmlu 
HIGHLY SENSITIVE CONFIDENTIAL 

REDACTED 

24 404 
Flonda 

INFORMATION RESTRICTED 



Volume Volume Total 
Sensitive Insensitive Overall 

Final Network Element 
Cost By Work Center 
Customer Operations-Florida-Coastal 
5JB8 

Cross-connect 
Base Cost 

Crorrsonnert-Bw 
Bare Con Total 

Crosr-connm Tom1 

Interoffice Transport 
Base Cost 

Base Cost Total 
lntemtliec Tmnrpartn-Bue 

fmumj?iLv TnuSpOrl T d  

NAC - Special 
Base Cost 

NAC - Special-Bw 
Base Con Toul 

NAC-Specid T M ~  

NAC - Switched 
Base Cost 

Bas# Con Told 
IVAC. Swifchd To& 

NAC. Switched-8.u 

NID 
Base Cost 

NID-Base 
Bas# Cost Totd 

NID TOW 

Switching 
Base Cost 

Esse Con TmI 
SwNchmp-BPlc 

Swifchimt To& 

REDACTED 

Find N e w *  Elmrnt Cost by W a L  C m m  
HIGHLY SENSITIVE CONFIDENTIAL 

24  405 
F l o n J ~  

INFORMATION RESTRICTED 



REDACTED 

Volume Volume Total Final Netuork Element 
Cost By Work Center Sensitive Insensitive Overall 
Customer Operations-Florida-Coastal 
SJB9 

Cross-connect 
Base Cost 

CrOS+O""CCt-BlSC 

Base Cost Total 
Cross-connrcr T0,d 

Interoffice Transporr 
Base Cost 

Base Cost Told 
Imem#lce Tmmpn Told  

IntemITm Tmnrpon-Base 

NAC - Special 
Base Cost 

Base Cost Total 
NAC . Special-Base 

NAC - Special T0r.l 

NAC - Switched 
Base Cost 

NAC - Switched-Base 
Base Con Tau1 

rVAC. Switched Told 

NID 
Base Cost 

NID-Basc 
Base Cost Told 

NID Toul  

Switching 
Base Cost 

Switching-Bue 
Base Cost Total 

Switchh, TOW 

Final Ncwork Elemnt Cost by Work Ccnfn 
HIGHLY SENSITIVE CONFIDENTIAL 

24 406 

Flonda 

INFORMATION RESTIUCTED 



Customer Operations. Coastal Division 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 

24 407 
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P 

Current Status 

GTE - Florida Cost Study 
Service Assurance 

Forward-Looking Status 

Assumptions Made for Forward Looking Study 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 

24 408 
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REDACTED GTE - Florida Cost Study 
Service Assurance 

Regional Customer Operations Fornard -Looking Adjustment Descriptions 

Based on ICMs forward-looking view of GTE's network, adjustment factors were applied to hours 
in the technician positive time reporting data. These adjustments were made to reflect the change 
in repair and maintenance activity that would accompany ICMs forward-looking view of GTE's 
plant mix. 

For Flortda, the three adjustments made are: 

- For a difference between the current view and forward-looking view for the use of dlgltal 
loop carrier (DLC) technology 

- For a difference between the current view and forward-looking view for the use of digltal 
switching. 

- For a difference in the investment percentages of various types of plant. 

DLC Adjustment 

DLC activities are identified as loop activities (100 or 200 building block code) that contain 
"623221" in the Account Code (or "Digital Circuit Equipment Expense" for the Account Code 
Description). For these instances, the associated hours were adiusted upward by a factor of 
This factor adjusts the percentage of DSL line utilization from >, the current percentage, to 

, the ICM forward-looking percentage I ). 

Additionally, ICMs forward-looking view has eliminated analog circuit equipment and remote 
switching technology in the loop for the purpose of pair gain. As a result, repair hours 
corresponding to both of these situations are reduced to zero. 

The analog circuit equipment is identified as Account Code "623211". The remote switching 
technology is identified in the technician positive time reporting as loop activities that have 
"EQUIPMENT. . ." in the Function Code Description as well as the following Account Codes and 
Descriptions: 

Account Code Account Code Descrivtion 
621110 Analog Electronic Switching Expense 
621210 Digital Electronic Switching Expense 
621511 Step-by-step Switching Expense 
621521 Crossbar Switching Expense 
621531 Other Electro-Mechanical Switching Expense 

Digital Switching Adjustment 2 4  409 

Digital Switching activities are identified as switching activities (building block code 500) that 
contain "621210" in the Account Code. For these instances, the assodated hours were increased b\ 

HIGHLY SENSITIVE CONFIDENTIAL INFORMATION RESTRICTED 



GTE - Florida Cost Study 
Service Assurance 

a factor of 
the ICM forward-looking percentage 

Additionally, because ICM's forward-looking view is 100% digital switching, the hours associated 
with all non-digital switchng technologies have t -n reduced to zero. The non-digital switching 
technologies are identified by the following Account :odes and Account Code descriptions: 

This factor adjusts the current percentage of digital switching of 

Account Code Account Code Description 
621110 Analog Elecfronic Switching Expense 
621511 step-by-step Switching Expense 
621521 Crossbar Switching Expense 
621531 Other Electro-Mechanical Switching Expense 

Percent of Plant Adjustments 

ICM utilizes a forward-looking view of GTE's plant mix for its calculations. National factors have 
been developed to adjust for this forward-looking view of individual types of plant within the 
mix. The factors are calculated by dividing the ICM future plant mix percentage by the 
investment's current replacement mix percentage. (Calculations for these ratios can be seen below 
in the "Plant Adjustment Table".) These factors are then applied to the hours of the respective 
account descriptions. 

For example, suppose that an activity has an account code of "642110" (which is related to "Aerial 
Metallic Cable Expense") and 100 hours associated with it. In this case, the 0.11 factor is applied to 
the 100 hours, yielding 11 hours (100 X .11) of forward-looking activity repair time. 

In the "Plant Adjustment Table" below, the current plant mix is represented in the "Turner 96 ot 
Total Investment" column. These percentages are calculated based on current replacement value> 
of CTE's plant. These replacement values are determined by applying a unique Turner factor to 
the value of GTE's plant for each year that plant values were recorded. 

Plant Adjustment Table 
ITumer % of hCM % of IAdiustment I 

Plant 
ptd 
Invcstn 

ITotal IFacior (ICM / \Account Codes ~ 

&(WDACTED Aenal Nonmetallic Cable 
Underground Nonmetallic 

B u n d  Nonmetallic Cable 642320 & 612420 
Intra-buildin Cable 642610 & 642620 

HIGHLY SENSITIVE CONFIDENTIAL INFORMATION RESTRICTED 
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Customer Operations - Florida-Inland 
Florida Filing 
Work Cenler Codes: 5JAO 

5JAl  
5JAz 
5JA3 
SA4 
U A 5  
5JA6 
5JA7 
5JA8 
UAS 

M Service Assurance I:] Infrastructure Provisioning 

M Service Fulhllment I 1 Sales, Marketing. and Advertising 

0 Billing and Collections 

Work Center k r i p t i o n :  

1-1 Other 

The Customer Operations group i s  responsible 
for the installation and maintenance of GTEs 
telecommunications network. 

~~ - 

States Supported b y  (he Florida 
Work Center: 

Market  Segmne A l l  
~p Supporred by (he Work 

b b  
k- 
t- 

~~ ~~ 

Number of employees: 

Number of contractom: 

Total number of ITTES: 

U N b  idenli l ied as cost 
objecls: Connect. Switching, Muliiplc:xing. and 

~~ 

~ ~~~~~~~~ ~ ~ ~ ~~~~ ~ ~ ~ ~~ ~~~~~~~ ~~~ 

NAC - Switched. NAC - Sprcial. NID, Cross 

Interoflice Transport 

Services identified as cost Rcs-1.n. Bus-l-n. I3us_l'BX, C'NI'KNT. Coin. 
objecw ISUN-BKI. ISDN-PKI, WAC'  V(i1.N. 

SPACDDS. SPAC-DSI, SI'A(',.I>S3. 
Mcshaging. ADSL 

Notes: 



CTE 
Service Asruraacr Cart Study 

Customer Operations - Florida-Inland 
Florida Filing 
Wark Ctmtrr Activities Work Center Codes: 5JAO 

5JA1 
uA2 
5JA3 
5JA4 
5JA5 
5JA6 
5JA7 
5JAa 
5JA9 



GTE 
Service assurance Cost Study 

Customer Operations - Florida-Inland - 5JAO 
Florida Filing 
Work Center Activities bv .lob Class 

% of Time Spent Position Activities 

General Manager 
- 

411 BTL ~ L I I V I I I ~ S  

411 Supponmg ActwitieP Service Fulfillment 

V(e%surc and Monitor Customer Smrfacuon 

Perform Wotkcentsr Plannmg 
Personnel and Admmcrmtmn Suppon 
Rcraurce Mmnrgemnt (Odes) 
Resource Vanapment (Tmublc) 

4naIiyze operamnal PCrfOrmanCC 

P e r f o n  spcclrl pr0,ccu 

General .Mnnager TOtnl 

Secretary 
411 B n  ACIIY~IIS~ 

All Suppaning A C U Y ~ ~ S ~  Service FulfiUmnt 
Penomel and Admnirvauon Suppan 

Secretam Total 

REDACTED 
P 

HIGHLY SENSilWE CONRDENTW 

24 413 

INFORMATION RESTRICTED 
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GTE 
Service .Assurance Cost Sludy 

Customer Operations - Florida-Inland - 5JA1 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

. A h i n  Support Clerk 
,411 B n  ,ACIIV~IICI 

411 Suppomng Acrlvitler . Sswtce FulAllmCDl 

Personnel and Adrmarmnon S ~ p p ~ r t  
Admin Supporl Clerk Tau1 

Area Manager Cust Operations 
All BTL AcUYItYI 

All SUppanmg Activiliei . Servlcc FulfiUmcni 
.Analyze Opemional Performance 
Governmental & Extcrnnl Relations 

Perform Special Pmjscu 
Pcrfom Workcenter Planning 
Personnel and Adminilmuon Support 
Rcrolvc Customer Tmuble 

Area Manager Cur l  Oprrslionr TOW 

CZT 11.201 
,411 BTL Activities 
Order Lnrtdlauon 

R e p ~ c  and Marnmn Nework Facilities 
CZT 111101 TOW 

CZT 111 - 301 

CZT 111. JOI Total 

Local Manager Cust Operations 

All Supporung Activitiu . Service FvlfiUmnt 

AIL Bn Activities 
All Suppomng Activitiu . Service Fulfillmmt 
Analyze opemionnl Pafomwsc 
Perronnel and AdminisWon Support 
R ~ S O ~ Y C  Curtomr lrsw related to Service Ordcn 
Rcsolve Curto- Tmvbk 
Reraurtc MPnlpmnl(0rdem 
Resource M-ml (Tmuble) 
Training 

Local Manager C a  Opnliotu TOW 

Secretary 
MI B n  ~~tivi t ia  

All Suppa&( Activities - krv iec  FulfiUmcnt 
Penomel a d  Admnirlmion Support 

S e c r r u y  TOW 

HIGHLY SENSITWE C O N F D E N T W  

REDACTEl 

24 414 
!NTORMAT70N RESTRICTED 
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GTE 
sen ice  Assurance Cmt Study 

Customer Operations - Florida-Inland - 5JA2 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

.Admin Support Clerk 
.. . 

,411 BTL AEIIVI~ICI  

411 Suppamng Aclivmer - S ~ N I C ~  Fulfillment 
Personnel and Adnuntimuon Suppon 

Admin Support CIerkTolal 

Area Manager Cust Operations 
.AH B n  Activiues 
All Supporting ACWIOCI - Service FulfiUmcnl 
Analyze *ratiO"al Performance 
GUvernmmml6r Ellanal Relations 

Perform Special Fm#cu 
perfom wo?Ucnler Planning 
Pcrronncl and Admniimtion Suppon 
Resolve Curiomu Tmublc 

Area Manager Cust Operalions TOW 

CZT I1 - 201 
AII B n  AaiviUes 
Order Inrralhuon 
Repur and Muntain Netwok Facdiuu 

CZT 11.201 TOW 

CZT I11 - 301 
All Supporting Acnvities . Service FulAUmcnt 

CZT 111.301 Total 

Local Manager Cust Operations 
All B n  Activities 

All Supponhg AmVrda. Service FulfiUmnt 

b o n d  and Mminirmtion Suppon 
Rcsolvc CUSIO- luve rrlurd IO Service CWdm 
Rcsolvc Cvnoma Twbk 
Rerovrsc M a ~ g a m l  (Otdms) 
Resource Managema1 (Tzwbk) 
T-8 

Locsl M m q e r  Cud o p n k  TM.l 

Analyze opentiorul PerfDmVnce 

Secretary 
AU BTI. Acdvilks 
All Svppwdnl Activida . %mice FulfiUmcnt 
Pcmn~l d Mminismtlon Suppm 

s e m u y  TOW 

HIGHLY SENSlllV€ CONPIDEMW. 

24 4 1 5  
lNR3RMATlON RESTRlCTEl 



GTE 
service .Assurance Cost Study 

Customer Operations - Florida-Inland - 5JA3 
Florida Filing 
Work Center Activities by Job Class 

Position Activities “0 of Time Spent 

Admin Support Clerk 
,AI1 B T L  .ACIlVll le l  

Ail Supporting A E U V ~ U ~ P  - Servlcc FulfiUment 
Penannei and AdrmmVdUon Suppon 

Admin Support ClrrkToUI 

.Area Manager Cust Operations 
All Bll. Amvilies 
AI1 Suppornng ACUV~UCI - Senice FulfiUment 
Andy= Operauonal Pcrformmfc 
Govcrnrnenral.4 Eitcrnal Relauonr 
Perform Special Pmj~cu 
Perform Wohc~nter Planning 
Penonnel m d  Adrmnirlrauon Suppon 
Rcralve Customer Tmuble 

Area Msnsgrr Curt Opntlanr Toul 

CZT 11.201 
AII Bn. Activities 
Order hitallation 

Repar and Mainwin Newoh Faciliticr 
CZT I1 - 201 ToUl 

CZT I11 - 301 

CZT 111. MI Told 

Local Manager Cust Operations 

All Supponmg Acuvitier - Service FulflUment 

All BTL Activities 

,411 Suppo~ng AcuviticI. Service FulfiUmN 
Analyze Operationd Perfofonnanec 
Psnonncl and Adrmnirmtion Suppon 
Reralvc Curtomr hue m h t d  to Service Orders 
Rcrolve Curtom Tmuble 
R~SOYTCC M.nymcnt(-) 

Resource Mamgemmt (Tmubk) 
Tlaininp 

Local Msnqer Cvrt O p r a h  TOW 

Secretary 
AU B n  ~ ~ t i ~ i t i e r  
All S ~ p p o r d n ~  Aetiviticr - W i E e  FulfiUmnt 
P C M M C l  and Adminirmtion Support 

Secretary Toul 

REDACTEC 

HIGHLY S E N S I T M  CONFUIENTML 

24 416 
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GTE 
senice Assurance Cost Study 

Customer Operations - Florida-Inland - 5JA4 
Florida Filing 
Work Center Activities by Job Class 

Position Activities '70 of Time Spent 

4dministra11on Suppon Clerk 
.Ail BTL .4cwmcs 
411 Supporring Acwmcs - Service Fulfillment 
Personnel and Adnuntitnuon Suppn 

Administislion Supporl Clcrk TOW 

Area Customer Operations Manager 
AII B n  ACUVIU~I 

All Supponmg AcliwIics -Service FulfiUment 
Analyze openuonal Perfomwce 

Governmental & External Relanonr 
Pelform Specid Pmjccu 
PCl fOrm Wohecnler Planning 
Pcrronnel and Adnunilmuon Suppn 
Resolve Customer Tmubk 

Area Curlomrr Opcrslionr Manqcr TOW 

CZT I1 - 201 
.Ail BTL A C U V ~ U ~ S  

Order hrtallrtion 
Repair and .Mantarn Newark Facilities 

CZT 11.201 Told 

CZT 111. 301 

CZT 111. MI Told 

Local Manager 

,411 Suppnmg ACUV~UU. S m c c  FulIiUment 

*I1 B n  Acrivincr 

All Suppoming Afuvit ie . Sewiu Ful6Umnt 
Analyrs OpsrdUOnd Rrformsncc 
Pcnonnel and Admirustnuon S u w n  
Resolve cvrtonrr lrruc rciarcd to ScMec Orden 
RmoIve Curtomcr Troubk 
Resource M m a g m m t  (oldar) 
Resource M a ~ u p m r  (Tmubk) 
TI-AIN~~ 

L ~ F P I  ,n.ns#cr TOW 

Secretary 
AU B n  Activities 
All S u p p o h g  Activitie . Servlcc FulIiUmenl 
P e ~ n n e l  and Adrmmsmrim Supprm 

SecnLSry Tab1 

HIGHLY SENSITIVE CONFIDENTIAL 
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Customer Operations - Florida-Inland - 5JA5 
Florida Filing 
Work Center Activities bv .fob Class 

REDACTEC 

Position Activities 7o of Time Spent 

.Adminisiratton Support Clerk 
411 BTL .4ciivmc1 
AI! Supporung .AL'IIVIIICI - % n i c e  Fulfillrnenr 
Pcrionncl and .AdrmniiIrmOn Suppon 

Adrnmirtralion Support Clerk Told 

-\re3 Cusiorner Operarions Manager 
.AI1 BTL .Aci iv i i ie i  

Al l  Supporting A C ~ ~ V ~ C I  . Service Fulfillrneni 

Governmental & Exiernal Rslatianr 
Analyze opentiona1 Performanee 

perform special Pm,eclr 
Pcrfon workcenter Planning 
Penonnel and Adrmnirmuon Suppon 
Resolve Customer Trouble 

.Arcs CurUmrr Operations hlmageer Tetd 

CZT I1 - 201 
All BTL Activities 
Order lnrtnllnuon 
Repair and Maintain Network Facilities 

CZT 11.201 Tatnl 

CZT 111 - 301 

CZT 111. 301 Total 

Local Manager 

Order Lwallauan 

All BTL A~iiviliei 
All Suppaning Activities. Service FulfiUment 
Andy= Openuonal Pcrfomwce 
Penonnel and Adninirmuon Suppon 
Resolve Customer kruc rrlaDd 10 Service Orden 
Raoivs Customer Tmubk 
Resource Mnnrpemcnt (Cmks) 
Resource Managmmt (Tmublc) 
T-ng 

Lard Matuser ToU 

Secretary 
All BTL AcoViDCI 
All Suppofiunp AcIivilia . Snviee Fulfillment 
Psnonncl rind Adninirmuon Suppon 

secretary Total 

HIGHLY SENSITIVE CONFIDENTIAL, 

24  4 1 s  
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CTE 
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P-- 

Customer Operations - Florida-Inland - 5JA6 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Administration Suppon Clerk 
.All BTL .Act~viues 

All Supporting ACIIYICII - Scrv!ce Fulfillment 
Pcrionnel m d  Admnlrmoon Suppon 

.?.dminirtrstion Suppon Clerk Total 

Area Customer Operations Manager-Business 
AII B n  Acwiues  
AI1 Supporting ACuviUes . Sewice Fulfillment 

Perform Wohccnier Planning 
Perrannsl and AdmfnllmUOn Suppon 
Resolve Curlomr h u e  related IO Servlcc Orders 
Rsrolve Curiomer Tmublc 

Analyze opcntional PelfDmancc 

Area Customer Op~rsllors Manager-Bwlnrs ToUl 

BZT I & BZT 111 
AI1 B n  Aaiviiies 
Order Inrlallauon 
Repur and Muntan Networt Faciliucr 

BZT I O  BZT 111 Tom1 

Customer Data Engineer 

Curtomr Dam Engineer Tom1 
AII B n  ACUV~UCI 

Customer Engineer Manager 
All BTL Acu~ltlel 

Curlomrr Eo&inr M.naprTom1 

Local Manager-Business 
All B l L  Activit iP 
All Supporting ACtiYitiU . Svvice F u l f i U ~ l  
A n a l p  O p C M O d  hfOmunCC 

Monilonng md Ckatins System (Tmubks) 
Penonnel and Mminirtmion SuppMl 
Reralvc C u m m r  luuc dated to Smice Orden 
R-lvc Cutomer Tmbk 

Local Mnnagerrr-B- Told 

Secretary 
AU BTLktivitie8 
All SuppaMg kt iv i t la .  savice FulfiUmnt 
h o - i  UUJ ~ d ~ n i ~ t m i ~ l  svppon 

Secrcmry Toul 

REDACTEI 

HIGHLY SENSITIVE CONFmWTML 

2 4  419  
INFORMATION RESTRICTED 



GTE 
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REDACTEC 

Customer Operations - Florida-Inland - 5JA7 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 5% of T i m  Spent 

Adminisrrarion Support Clerk 
~ 

1 1 1  BTL ACtwtIes 
All Suppomng A~l iv iue i .  Ser~lce FulfiUmcnI 
Perranncl m d  Admnirvnuan Support 

.A.dminirlratlon Supprt Clerk TOW 

Area Network Operations Manager 
All BTL Acttv!uei 
All Supporung A c u v ~ m .  Service Fulfillment 
A n a l p  Opennond Performmcc 
perform Speelal Pm,eelr 
PCrfOrm WOIkC:Ec"V* Planning 
Pcnonnel and Adminirvntion Support 
Resolve Curtomr ksuc relami IO Swim Orden 
Resolve Curromcr Troubk 

Are. Network OpemtLosm Muugtr ToU 

CZT I . 21 I 
All BTL Activitic~ 
Older LrutPlLtia 
Repair and Mainrpln Nemrk Facilities 

CZT 1.211 TOW 

Local Network Operations Manager 
All BTL Activiti- 
All Suppot%ing Activitia . Senice Fulfillmnt 

Perform Speeid Pmjest. 
Pcnanncl uld Adminismuon Suppon 
Resolve Curromr Isrue related w Serviu Orden 
Rcrolvc Cusramcr Tmubk 

Andy= Opntiod pnfomuncc 

Local Network Opentiolu Manager ToU 

Secretary 
All BTL Actividcr 
All Suppmin: Actintis. savisc FulRUmnt 
pcnmrrl ud Adninumhon S u p n  

Sccrrury TOW 

HIGHLY SENSmvE CONFIDENTIAL 
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CTE 
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Customer Operations - Florida-Inland - 5JA8 
Florida Filing 
Work Center Activities by Job Class 

REDACTEK 

. .  
Position .Activities '% of Time Spent 

Administration Support Clerk 
.Ail BTL . A ~ l i v i t i e ~  

i l l Supporting ACIiVilies - Service Fulfillment 

Penonncl and Adnunamtion Suppon 
.Adminirtmtian Support Clerk Total 

Area Network Operations Manager - CMGICRCC 

AI1 Supponing Aciivitier - Service Fulfillment 

Pcrronncl m d  Adnunirmrlan Suppon 
Resolve Curcomer Trouble 
Rcrourcc Mmqcrncni ~Troublcl 

AII B n  ACIIVIII~S 

.Area Network Opcmtionr Mnnsgrr . CMICICRCC Toisl 

BZT I - ? ? I  
All BTL A~livit ies 

Order Inr~ailruan 

Rcprir and Maintun Nctwork Facilities 
BZT I .  221 Tots1 

CZT I - 2 I I 
AII B n  ACUVUS 

order lrltallP"0" 

Reparr and Maintain Nework F d i u c r  

CZT 1.211 Total 

Local Network Operations Manager - CMGICRCC 
All BTL Activiuei 
All Supponing AC~IVIWS - Service Fulfillment 

Monironng and Cleanng Syslsm. (0rh-s) 
Monmnng and Cledng SYIPM (Troubles) 
Pcrronnel and Adminisvation Suppan 

Resolve Cvrtamr lsrve related to Ssrvicc Ordcn 
Resolve Cvrtomer Tmuble 

.Analyze operauonll Perfamnnce 

Local Network Oprmtionr Mamprr. CMClCRCC TOW 

Secretary 
AU B n  ~ c t i v i t i ~  

AU Supporting Actrvilicr. Semse Fulfillmnt 
P -wl  and Adminisrnrion Suppnr 

Secrrury TOW 

HIGHLY SENSITIVE CONFIDENTIAL 
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CUSTOMER OPERAllONS 
Floridm . Inlmnd 

A C l l V m  PERCENTAGE CALCULATOR 

REDACTED 
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DIVISION RESOURCE MANAGEMEM 
Flotlda . Inland 

ACTIVITY PERCEHTAGE CALCULATOR 

REDACTED 

24 425 



CUSTOMER OPERATIONS 
Florida. Inland 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 

HIGHLY SENSITIVE CONFIDENTIAL 
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CUSTOMER OPERATlONS 
Florida. Inland 

ACTIVITV PERCENTAGE CALCULATOR 

,-- 

REDACTED 

P 
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CUSTOMER OPERATIONS 
Florida. Inland 

ACTIVITY PERCEKTAGE CALCULATOR 

REDACTED 

P 

- ~~ 
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CUSTOMER OPERAllONS 
Florida. Inland 

ACTlVlTY PERCENTAGE CALCULATOR 

REDACTED 
/--- 
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CUSTOMER OPERATIONS 
Florlda . Inland 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 
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CUSTOMER OPERAnONS 
Florid.. Inland 

ACTlVrrY PERCENTAGE CALCULATOR 

REDACTED 
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DIVISION RESOURCE MANAGEMENT 
Florida - Inland 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 
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CUSTOMER OPERATIONS 
Florida ~ Inland 

ACTIVITY PERCENTAGE CALCULATOR 

REDACTED 

24 431 
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Service Auurancr Cusl Sludy 

Customer Operations-SJAO 
Florida Filing 
Work Cenler Resources 

Nan-Labor Resources 

SAP Ekmnll Codr M a n  



GTE 
Service Assurance Cost Study 

P 

Regional Customer Operations - SJAO 
Florida Filing 
Work Center Resources 

.Sorer 

Exempr pay is computed from the “Base Rare” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

Overtime is paid at tune-and-a-half of the employee’s base rate. The Regional Customer Operation-Business Analyst provided 
the 1999 overtime projection. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

- 

HIGHLY SENSITIVE 
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Work Center Resources 

Labor Rermrcrr 

Rats  B w  OT 
FTE Position Pay k v d  B w  MlCS BfcE Hours Rate 6001 6002 6004 6153 Benefils Tutal 
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GTE 
Service ,?.ssurance Cost Study 

Regional Customer Operations - 5JA I 
Florida Filing 
Work Center Resources 

\vrrr 

Exempt pay is computed from the "Base Rate" for salaried employees, Nan-Exempt Pay is computed from the "Bass Rate" (br 

employees uho receive overtime pay. 

Overtime is paid at time-and-a-half of the employee's base rate. The Regional Customer Operation-Business .Anal! CI ; r t ) t  !Ji.il 
ihe 1999 overtime projection. 

MICS Pay is attributed to 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do not re:?i\c 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For [he Customer Zone Technicians(CZT'sl and the Business Zone Technicians(B2T's). the hours used to calculale ths 
resource dollars IS based on the adjusted 1998 STAR database hours per each technician class. 

CZTI I  = 

CZT 111 = REDACTED 

See the Technician Hours - Florida templute for the adjusted technician hours by technician gpe 

HIGHLY SENSITIVE CONFIDENTIAL 
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Cuslomer Operations-5JA2 
Florida Filing 
Work Center Resources 

labar Rsovrces 

Rates U w  OT 
Fl'E Pooitisn Pay Level Base MlCS Ufts Hours Rate 6001 6002 6UO4 6153 Uencfil, Tutu1 

z rn 
0 
D 
0 
--I rn 
0 
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CTE 
Service Assurance Cost Study 

Regional Customer Operations - SJAZ 
Florida Filing 
Work Center Resources 

.- 

Exempt pay I S  computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the "Base R3te ' l i l r  
employees who r e c w e  o\ertime pay. 

Overume I S  paid at time-and-a-half of the employee's base rate. The Regional Customer Operar~on-Business Anal)st pro, 1.M 

the  1999 overttme pro,ection. 

MICS Pay is attributed to 6 153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do not rsceiic 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(Cms) and the Business Zone Technicians(BZT's). the hours used to calculate the 
resource dollars IS based on the adjusted 1998 STAR database hours per each technician class. 

CZT IYCZT I11 = 

See the Technician Hours - Florida tcmpiate for the adjusted technician hours by technician Iype 

REDACTED 
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Customer Operations-5JA3 
Florida Filing 
Work Center Resources 

Labor Rrswrces 

Rates Base OT 
FTE Position Pay Level Base MlCS Bfts HoursRate 6001 6002 6004 6153 Benefits Total 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5JA3 
Florida Filing 
Work Center Resources c 

Sores. 

Exempt pay is computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the "Base Rntc" tor 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employee's base rate. The Regional Customer Operation-Business Analyst pro, ided 
the 1999 overtime projection. 

MICS Pay is attributed to 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do not recei, e 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT's) and the Business Zone Technicians(BZT's1, the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

CZT IUCZT 111 = 

See the Technician Hours - Florida templrrtefor the d jus ted  technician hours by technician type 

REDACTED 

P HIGHLY SENSITIVE CONFIDENTIAL 
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Service Assurance Cust Study 

Customer Operations-5JA4 
Florida Filing 
Work Center Resources 

Labor Resources 

Rates Base OT 
FTE Position Pay Level Base MlCS Bfts HoursRate 6001 6002 6004 6153 Benefits Tola1 

z rn 
0 
b 
0 
-I rn 
0 
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Regional Customer Operations - 5JA4 
Florida Filing 
Work Center Resources 

P 

k 

Exempt pay is computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the ..Base Rxe" i,,r 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employee's base rate. The Regional Customer Operation-Business Analyst proi~dcd 
the 1999 overtime projection. 

MICS Pay IS attributed IO 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do not recelw 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses 

For the Customer Zone Technicians(CZT's) and the Business Zone Technicians(BZT's), the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

CZT IYCZT 111 = 

See the Technician Hours - Florida template for the adjusted technician hours by technician type 

n 

REDACTED 

7 HIGHLY SENSITIVE CONFIDENTIAL 
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Work Center Resources 

Labor Resources 

Rates Base OT 
6001 6002 6004 6153 Benefit$ Total 

-~ 
Base MlCS Bfts HounRate FTE Position Pay Level 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5JA5 

Work Center Resources 
r' Florida Filing 

.\'oiert 

Exempt pay is computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the "Base Rxe" lor 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employee's base rate. The Regional Customer Operation-Business Analyst pro, ided 
the 1999 overtime projection. 

MICS Pay is attributed to 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do nor recriie 
benefits. 

Nan-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT's) and the Business Zone Technicians(BZTs). the hours used to calculate the 
resource dollars IS based on the adjusted 1998 STAR database hours per each technician class. 

CZT IVCZT 111 

See the Technician Hours - Florida templnte for the adjusfed fechnician hours by technician type 

REDACTED 
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Labor Resources 

Rates Base OT 
FTE Position Pay Level Base MICS Bfts HounRate 6001 6002 6004 6153 Beneiib Total 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5JA6 
Florida Filing 
Work Center Resources 

<NOIeS: 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the .%IX RMC” I ~ Y  
employees who recelve overtime pay. 

- 

Overtime IS paid at time-and-a-half of the employee’s base rare. The Regional Customer Operation-Business Analysr pro! dcd  
the 1999 overtime projection. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do no1 rcccisc 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT’s) and the Business Zone Technicians(BZT‘s), the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

BZT = 

See the Technician Hours - FIorida template for the adjusted technician hours by technician o p e  

REDACTED 

- HIGHLY SENSITIVE CONFIDENTIAL 
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Labor Resuurcer 

Rates Uase OT 
ITE Position Pay Level Base MICS Bfts HounRate 6001 6002 6004 6153 Benefits Total 
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GTE 
Service Assurance Cost Study 

P 

Regional Customer Operations - SJA7 
Florida Filing 
Work Center Resources 

.\loies. 

Exempt pay is computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the "Base Rate" for 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employee's base rate. The Regional Customer Operation-Business Analyst pro, ided 
the 1999 overtime projection. 

MlCS Pay is attributed to 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do nor recmve 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT's) and the Business Zone Technicians(BZTs), the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

C Z T I  = 

See the Technician Hours - Florida tempkale for the adjusted technician hours by technician type 

REDACTED 

24 456 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5JAS 
Florida Filing 
Work  Center Resources 

Exempt pay is computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the "Bass Rxe" four 
employees who receive overtime pay. 

Overtime i s  paid at time-and-a-half of the employee's base rate. The Regional Customer Operation-Business .Anslyst prus d c d  
the 1999 overtime projection. 

MICS Pay I S  attributed to 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT's) and the Business Zone Technicians(BZT's), the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

C Z T I  = 

BZT = I  

See the Technician Hours - Florida temphte for the adjusted technician hours by technician type 

REDACTED 
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Regional Customer Operations - SJA9 
Florida Filing 
Work Center Resources 

P 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

f l  

HIGHLY SENSITIVE CONFIDENTIAL 
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Customer OperationsJJAl 
Florida Filing 
Cost Object Driver Percentages 

Position UNENpw Driver 

CZT Il- 201 
Interoffice Trpnspoli 

n Muluplcung 
NAC . Spslal 

NAC . Swtched w 
CZT I1 - 201 Total 
CZT 111 ~ 301 

CZT 111. MI Total 

HIGHLY SENSITIVE 

f l  

NID 
Switching 

Interoffice Transpoll 
Multiplexing 
NAC . Spsial 
NAC . Switched 
NID 
switching 

CONFDENTLAL 

L : 

24 462 
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Customer Operations-5JA2 
Florida Filing 
Cost Object Driver Percentages 

Position UNENnme Driver 

CZT Il- 201 

a lnmffiice Tmspon  
Muloplcung 
NAC - Specill 
NAC - Swtched 
Nrn 
Swrching 

w 
b 

a % CZT n . io1  TOW 
CZT 111 - 301 

lnreroffice T m p o n  
Multiplexing 
NAC . Spccial 
NAC - Switched 
NID 
Switching 

/- 

HIGHLY SENSITIVE CONTUJENTlAL 
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Customer Operations-5JA3 
Florida Filing 
Cost Object Driver Percentages 

Position UNEName Driver 
CZTII-201 

lntemffice Tnnrpon 
Multiplexing 
NAC . Spcial 
NAC. Switched 
Nrn 
Switching 

CZT I1 - 201 TOW 

CZT 111 - 301 
lntcmfhcc Tmrpon  
Multiplexing 
NAC - Special 
NAC - Switched 
Nrn 
switching 

CZT 111.301 TOW 

P 

HIGHLY SENSITIVE C 0 N FID E N T lAL 
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Customer OperationsJJA4 
Florida Filing ' 
Cost Object Driver Percentages 

Position UNENnW Driver 

CZT I1 - 201 

n lnrcmfficc Transport 
Muluplemg 
NAC . Special 
NAC . Swuhed 
Nrn 
SWlChIng 

w 
h 

% CZT 11.201 TOW 
CZT 111 - 301 

~ m f f i c c  Tmpon 
Mulupleung 
NAC . Special 
NAC . Swuhed 
Nrn 
Swmhmg 

CZT 111. MI TobI 

HIGHLY SENSITIVE 

P 

C 0 NFID E N T L4L 

24 465 
INFORMATION RESTRICTED 



c 

Customer Operations-SJA5 
Florida Filing 
Cost Object Driver PercentDges 

Position UNENatlX Driver 

CZT n - 201 

CZT 11.201 Total 
CZT 111 - 301 

CZT 111~301 Total 

HIGHLY SENSITIVE 

Interoffice rmpon 
Multiplexing 
NAC - Spsial 
NAC - Switched 
NW 
Switching 

hremfKce Transpon 
Multiplexing 
NAC - Spsial 
NAC - Switched 
NW 
Switching 

CONFWENTLAL 

24 466 
INFORMATION RESTRICTED 



/-- 

Customer Operations-5JA6 
Florida Filing 
Cost Object Driver Percentages 

Position UNENaw Driver 

BZT I & BZT I11 

n cm66-EoMCct 
Multlpkring 
NAC . Special 
NAC - Switched 
NID 

BZT I BZT In TOUI 

HIGHLY SENSITWE CONFIDENTLAL 

24 467 
INFORMATION RESTRICTED 



Customer Operations-5JA7 
Florida Filing 
Cost Object Driver Percentages 

Position UNEName Driver 

CZT I - 21 1 
Cmss-canncet 
lntmffce T m p o n  
Multiplexing 
NAC - Spceial 
NAC -Switched 
switching 

CZT 1.211 Total 

HIGHLY SENSITIVE CONFIDENTMI 

24 468 
INFORMATION RESTRICTED 



Customer Operations-5JA8 
Florida Filing 
Cost Object Driver Percentsges 

Position UNENpw Driver 
BZT I - 221 

c m r - c a M s t  
Multiplexing 
NAC - Special 
NAC - Switched 
Nrn 

BZT 1.221 TOM 
CZT I - 21 1 

cmsomt 
Interoffice Transpan 
Multiplexing 
NAC . Special 
NAC . Switched 
Switching 

CZT 1.211 Total 

HIGHLY SENSITIVE 

n w 

CONmlENTL4L 

24 469 
INFORMATION RESTRICED 



GTE 
Service Assurance Cost Study 

Customer Operations - 5JA1- 5JA8 
Florida Filing 
Cost Object Driver Perdentages 

Percentages are based on technician time from the 1998 STAR database. 

HIGHLY SENSITIVE CONFIDENTIAL 

24 4,70 

INFORMATION RESTRICTED 



Customer Operations - Florida-Coastal 
Florida Filing 
Work Center Codes: 5JA8 

5JBO 
5JB1 
5JB2 
5JB3 
5JB4 
5JB5 
5J86 
5JB7 
5JB8 
5JB9 

~~ 

0 Service Assurance 

@ Service Fulfillment 

0 Billing andCollections 0 Other 

Work Center Description: 

0 Infrastructure Provisioning 

U Sales, Marketing, and Advertising 

~ ~ ~~~~~~~~ ~ ~~ ~~ 

The Customer Operatiaiis group i s  responsible 
for the installation and maintenance of GTE's 
telecommunications network. 

States Supported by the Florida 
Work Center: 

Market Segments All 
Supported by the Work 

lb 

lip 
-it 
CL 

M 
U * n 

Number of contractors: U 
~~~~ ~~ ~ ~ ~~ 4 ~~ ~~ ~ ~~ ~~ ~~~ ~ ~ 

Number of employees: 

Total number of ITEs: 

UNEs identified as cnst 
objects: Connect, Switching, Multiplexing, Interoffice 

~~~~ ~ ~ ~~ ~~ ~ ~ . ~~~~ ~ .. . ~~ 

NAC-Switched, NAC-Special, NID, Cross- 

Transpoll 

Services identified as cost 
objects: Coin, ISDN-BRI, ISDN-PRI. SPAC-Voice 

Res Line, Bus Line, Bus PBX, Cenbanet, 

Grade Line, SPAC-DDS, SPAC-DSI, SPAC. 
DS3, Messaging, ASDL 

Notes: 

CONFIVENTIAL 

There are 68 BZT Ill's which are included in 
headcount and in the model, but their 
activities are included with the BZT 1's. All 
CZT Ill's perfom lOO% service fulfillment 
activities and therefore their costs are not 
included in the study results. 

INFOUMATION RESTUICTEV 
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CTE 
Service Assurnnee Cost Study 

Customer Operations - Florida-Coastal - 5JBO 
Florida Filing 
Work Center Activities by Job Class 

r' 

P 

Position Activities % of Time Spent 

Executive Secretary 
All BTL Activities 
All Supporting Activities - Scmise FulAUmcnt 
Pcmnnel and Adminirmtian Suppon 

ExrruUve Secretary Told 

General Manager 
A ~ I  en ~ c t i v i t i ~  
All Supporting Activities - Scrvlu  Fvlfillmnt 
Analyze opcntional performance 

Measure and Monitor Custom Satisfaction 
Monirohg and CLaring System (Tmubkr) 
Perform S p i d  Projects 

Personnel md Mminirmtion Supp~n 
Resource Man-i (e) 

Perform Workccnlu Flming 

General Mawget Tow 

Quality Trainer 
All BTL Activities 
All Suppomng Activities - Serviu Fvifillnmt 

Measure and Monitor Cvrromr Satirfvtion 
PcIsaMci and Admiluimtion Svppon 
Training 

Analyze OpcrntionN performanse 

Quality Trainer Total 

REDACTED 

HIGHLY SENSITNE CONRDENTLAL 

24 4 7 4  
INFORMATION RESTRICTED 



/-- GTE 
S e m c e  Assurance Cost Study 

Customer Operations - Florida-Coastal - 5JB1 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 'n t 

Area Manager (Res) .5JB1 
A~I Bn ~ ~ t i v i t i c ~  
All Supporting Activitia -Service Fulfill-t 
AndyLC OpMtiOMl p c r f o m c e  
Mcarum and Monitor C u s t o m  Satisfaction 
Perfom W0rkCC"tu Plsnning 
Personnel and Adminirmtion Suppon 
Resolve Curtomr lsruc related u) Service Ordar 
Resolve Customr Trouble 
Resource Management (Odm) 
Resource M a n q m m t  (Tmubk) 

- 
- - 

Area Manager (Res). 5JB1 TOW 

CZT I1 - 5JB 1 
All BTL Activitier 
Order lnrtnllntion 
Repair and Maintain Nctworfi Fpcilitia 

CZT n .5JB1 TOW 

CZT I11 - 301(5JBl) 

CZT rn. 301(5JB1) TOW 

Facilities Clerk - 5JB1 

n 

AU Supporting Astivitis - service h l f i l lmn t  

All B n  Activities 
All Supporting Activitia . Senice Rlfill-t 
Puronncl and Adminiamtion S u p n  

Facilltler Clerk. 5JB1 Total 

Local Manager (Res) ~ 5JB1 
All BTLActiviticr 
All Supporting Activitia - service FulfiUmni 
Analyze 0pemtion.l p c r f o m c e  
Monitoring and Cluring S ~ D M  (Odm) 

Monitoring and Ckming System (Troubles) 
Pcrranncl and Administration Suppnr 
Resolve Customcr luuc relvcd LO Service &dm 
Resolve C u s t o m  Tmublc 
Re~ourre Management (Ordws) 
Rcrource M m g e m a t  (Trouble) 

Loeal Manager (Res). 5JB1 TOW 

Staff Assistant - 5JB1 
All B n  ACUV~UCI 
All Svpportlng Acuviua - suvlu PulfiUmnt 
Personnel and Adrmnismuon Support 

S t a R A s k t m t .  5JB1 Tom1 
c 

REDACTED 

HIGHLY SENSITIVE CONFIDENTVU. 

24 4 7 5  
NFORMATION RESTRICTED 



GTE 
Service Assurance Cost Study 

P 

Customer Operations - Florida-Coastal - 5JB2 
Florida Filing 
Work Center Activities by Job Class 

I 
- - 
- - 

AllBTLActiviticr 
AU Supporting Activities - Scrvice Fulfillment 

Mcasurc and Monitor Clutonm Satisfaction 

Pcnonnel and Adminisnation Svppon 
Rcsolvc Customer lssve related to Service Orden 
Raolvc Customer Trouble 

Resource Management (Trouble) 

A n a l p  operational Perfomunce 

PUfOrm workccmta Planning 

Resource Mansgc-t ( O h )  

Area Mnrugeer (Res). 5382 TOW 

CZT I1 - 5JB2 
All BTL. Activities 
Order lnrtallntion 
Repair and Maintain Network Facilities 

CZT 11.5JBI Tom1 

CZT I11 - 301(5JB2) 

CZT UI - 301(SJB2) TOW 
r- All Supporting Activities - Senice Fulfillmnt 

Facilities Clerk ~ 5JB2 
All BTL Activities 
AU Supporting Activities - Service Fulfillment 
Personnel and Adminisnation Suppnt 

Facilities Clerk. SJB2 Told 

Local Manager (Res) - 5JBZ 
All BTL Activities 
All Supporting Activities - Savlce Fulfillment 
Analyze operational pvfomunce 
Monitohg and Ckming System (Orders) 
Monitonng and Clemiw System (Troubles) 
Penomel and Administradon Suppon 
Rcrolvc Customcr issue d ~ t c d  to Scrvicc orden 
Resolve C u s t o m  Trouble 
Resource Management (Orden) 
Resource Mmgement (Trouble) 

Local Manager (Res). JIB2 TomI 

Staff Assistant - 5JB2 
All BTL Actintier 
All Supporting Activities. Service Fulfillment 
Penomel and Adminisnation Suppon 

StsNArrirtant . JJB2 TOW 

% of Time SDent 

REDACTED 

24 476 
HiGHLY SENSITIVE C 0 N FID E N TlAL INFORMATION RESTRICTED 
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GTE 
Service Assurance Cmt Study 

Customer Opedtions - Florida-Coastal - 5 JB4 
Florida Filing 
Work Center Activities by Job Class 

~~~~ 

Position Activities % of Time Spent 

Area Manager (Res) - 5JB4 
All BTL. AcUviues 
All Supporting Activities - Sewice Fulfillment 

Measure and Monitor C u s t o m  Satisfaction 
Pufarm W o r k c a m  Planning 
Penomel and Administration Support 
Rsolvs Customer Luuc dated to Service Oldm 
Resolve C u s t o m  Tmublc 
Resource Management (orden) 
Rcroura Management (Trouble) 

Analya opcrntianal Performance 

Area Manager (Res).  5JB4 TOW 

CZT I1 - 5JB4 
All BTL. Activities 
order LnSt~t iO" 
Repair and Maintain Nmuork Facilities 

CZT Il. SJ84 Tom1 

CZT I11 - 301(5JB4) 

CZT 111. Ml(SJB4) TOW 
All Supporting Activitica . SCmce Fu1fill-t 

Facilities Clerk - 5JB4 
All BTLActiviti~s 
All Supporting Activities. S-ce Fulfill-t 
Penoml and Administration Suppon 

Fncilitiin Clerk. 5JW T a u 1  

Local Manager (Res) ~ 5JB4 
All BTLActiviticr 
All Supporting Activities. senice Fulfillment 

Monitoring and CLving Syrmw (orden) 
Monitoring and C W n g  S p m w  (Tmubkr) 
PCnOMCl and Administration Svppon 
Resolve Customer lrruc related to senisc Orderr 
Resolve Customr Tmublc 
Resource Management (hdcn) 
Rcsource Management (Trouble) 

Analya o p a t i o N l  Pe$fomce 

Local Manager (Res) - 5584 T e u l  

Staff Assistant - 5JB4 
All BTL Activities 
All Supporting Activities. Service Fvlf i l lmr 
Penonnel and Administration Suppon 

Staff Assistant - 5JB4 T o u l  

HIGHLY SENSITWE CONFIDENTIAL 

REDACTED 

24 413 
INFORMATION RESTRICTED 



/-- GTE 
Service Assurance Cod Study 

REDACTED 

Customer Operations - Florida-Coastal - 5JB5 
Florida Filing 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Area Manager (Res) - 5JB5 
All BTL Activities 
All Supporting Activities . SeMce Fulfillmnt 

Measure and MonimrCYsmm Suirfaction 

perronnel and Administcation Suppon 
Ruolve C u s t o m  h u e  rclared to *ice ordm 
Resolve Curtomes Tmublc 
Resource Managemen1 (Ordm) 
Resource Management (Trouble) 

Analyze opntiaul womunce 

perfom workcam Wnninp 

Arcs Msnnler (Res) - SJBS TOW 

CZT I1 - 5JB5 
AU BTL Activities 
Order lrutallstion 
Repair and Mlinmin Nmvoll; Facilities 

CZT I1 - SJBS Told 

CZT I11 -301(5JB5) 

CZT 111 -3CIU5JB5) TOW 

Facilities Clerk - 5JB5 

/- 

All Supponing Activities - Scrvlce Fuifillmcni 

All BTL Activities 
All Supporting Activitiu . smice FuifiUmnt 
Persomi and Adminirmtion Suppon 

Facilities Clerk. SJBS TOW 

Local Manager (Res) - 5JB5 
All BTL Activities 
All Supporting Activities . smice Pvlfillmnt 
Analyze Opcntiolul womance 
Monimnq and Clurinp Symris (orders) 
Monitoring and CLaring Sys lmu (Tmublcr) 
Personnel and Adminimation Su- 
Resolve Curmmr Lrue m(PICd to SCM- ordm 
ResolveCuuomcr Tmubk 
Ruourcc Management (Gxkn) 
Resource Managunent (Trouble) 

Local Manager (Res). 5JB5 Tout 

Staff Assistant - 5JB5 
All BTL Activities 
All Supporting Activities. Service FulfiUmnt 
Personnel and Administcation S u p p o ~  

SInR Asistont. SJB5 TOW 
c 

HIGHLY SENSITIVE CONFIDENTIAL 

24 479 
INFORMATION RESTRICTED 



GTE 
Service As~urance Cost Study /-- 

REDACTED 

Customer Operations - Florida-Coastal - 5JB6 
Florida Filing 
Work Center Activities by Job Class 

% of Time Spent Position Activities 

Area Manager (Bus) - 5JB6 
All BTL ACtivitiCI 
All Supporting Activities - ScrVicc Fvlfillmcnt 
AlldyzC 0pantion.l M O m w c e  
Mmu- and Monitor Curtomr Satisfaction 
Monitor lntcmal M u m  and Policics 
P u f m  Workcater Planning 
PMOnnel and Administration Suppon 
Ruolvc Custo- lsruc dared IO Service ordas 
Resolve Curtomcr Tmubk 

Area Mnoagcr (Bur). 5JB6 Tow 
BZT - 5JB6 

~ l i  En. ~ ~ t i v i t i e ~  
ordu lnSlPlhti0" 
Repair and Maintain Nctworl: Facilities 

BZT .5JB6 Tsw 

Facilities Clerk ~ 5JB6 
A~I B n  ~ctivitics 
All Supporting Activities. Service Fulfillmnt 
Personnel and Administration Support 

Facilities Clerk - 5JB6 Total 

Local Manager (Bus) - 5JB6 
All BTL Activities 
All Supponing Activities. Service Fulf i l lmi 

Mmurc and Monitor Curtoma Satirfncdon 
Persoml and Adrmnirmtim Support 

Resolw Customr Lrrw rrlucd to Service ordas 
Resolve C u s t o m  Tmubk 
Resource Manage-1 (ordas) 
Resource MMagement (Tmuble) 
Site lnrpcetions 

Analyu opaptional MmmMcC 

Pmduct Dcvclopment uld aploymenl 

Local Manager (Bur). 5586 Tow 

Staff Assistant - 5JB6 
All BTL Activities 
All Supporting Activities. Service Fulfillmnt 
Penonncl and Administration Suppon 

StaRAsIstatU. SJB6 Total 

HIGHLY SENSITNE CONFIDENTIAL 

24 450 

IMORMATION RESTRICTED 



CUSTOMER OPERATIONS 
Florida - Coastal 

ACTIVITY PERCENTAGE CALCULATOR 

Techniclan ATL Time: ' 
Primary Service Fulfillment (Order Instailation) 
Primary Service Assurance (Maintenance / Repair) 

Total Tech ATL % 

Service Fulfillment Percentage ( 33.0% /88.1% ) 
Technician BTL Time: 

TOTAL TECH ATL + BTL 

Management Employee Informatlon: 
Title: CZTl's, CZTll's and BZT's 
WC Code: 5JB1-5487 and 5JAB 
Pay Level: JC-A, JC-B 

' Technician time. which is reported in the STAR database. is Split between ATL and BTL activities. The ATL time is 
fullher split between Service Fuifillment and Service Assurance activities. The BTL percentage is applied to 
management employees unless otherwise specified in managment interviews. Where the Interview Percentages 
cells are populated at the top of the sheet. the Interview Driven percentages in the bottom Section are used. Where 
there are no interview percentages for SNSF and ATLBTL listed, technician time percentages are applied to the 
activity percentages. in this case, the percentages in the Adjusted Percent column are used. The Service Fulfillment 
percentage is used to determine Service Assurance and Service Fulfillment activity percentages for supporting activities, 

Original primary activity percentages -those percentages provided in cost study interviews - are multiplied 
by (1 . BTL Yo) to isolate the ATL portion of time spent on primary activities. 

Original supporting activiiy percentages ~ those percentages provided in cost study interviews - are multiplied by 
(I-BTL %) to isolate the ATL portion of time spent on supporting activities and by (1-SF %) to further isolate the time 
spent on Service Assurance portion of the ATL supporting activities. 

f l  

' Ail Supporting Activities. Service Fulfillment is calculated by multiplying the sum of the the original percentages of 
supporting activities by the Service Fulfillment percentage (which was either provided in interviews or computed using 
technician primary activity hours) and by (1-BTL %) to isolate the ATL portion of Service Fulfillment supporting activities. 

Unless another BTL percentage is provided in a management employee's cost study interview, the technician time 
BTL percentage IS applied to the management employee's time. If employee provides BTL percentage in interview, 
the interview percentage IS used. 



GTE 
Service Assurance Cost Study 

Customer Operations - Florida-Coastal - 5JB7 
Florida Filing 
Work Center Activities by Job Class 

REDACTED 

45 of Time Spent Position Activitier 

Area Manager (C.O.) - 5JB7 
All BTL Activities 
All Supponing Activiticr - service FvlfiUmcnt 
AnnlyLc operational pvfomuncc 
Make Equipment R c c o d  MI* 

Measure and Monitor Cystomr Sstirfaction 
P e ~ m l  d Administration Suppon 
Proposing Network lmprovmrnu 
Resolve Customer Issue rclaud to Scrvice Orders 
Resolve Custonvr Tmuble 

Rcrourec Managemmt (Tmubk) 
Resource M M 8 g M a t  (Opks) 

Area Manager (C.0.). SJB7 TOW 

CZT I - 5JB7 
A~I Aetiviticr 
ordu htnllstion 
Repair and M i n u i n  New& Facilities 

CZT 1 .5187  TouI 

Facilities Clerk - 5JB7 
All BTL Activities 
All Supponing Activities - service FulfiUmnt 
PcTrOMCl M d  AdlIUlliStratiOn SUpporl 

FacIllUes Clerk. UB7 Toul 

Local Manager (C.O.) - 5JB7 
All BTLAetiviticr 
All Supporting Activities. service Fulfillment 

Damage Rvcntion 
Monitoring and C M n g  Syrlerm (Opks) 

Monitoring and C*uiag Syrrcmr (Tmublu) 
Personnel and Adminidon S u v  
Resolve Curtoma lsruc rclucd to Scrvice 
Resolve Curtoma Tmbk 
Resourre M ~ y m ~ n t  (orda) 
R e r o w  Manwenun1 (Tmublc) 

A n a l p  Opentionrl Mormance 

Local Manager (C.0.) - 5587 TOW 

Staff Assistant - 5JB7 
All BTL Aetivitics 
All Supponing Activiticr .Service Fulfillment 
Personnel and Administration Suppon 

Slsff A~Is t rm1.  5JB7 TOW 

HIGHLY SENSITIVE CONFIDENTIAL 

24 482 
INFORMATION RESTRICTED 



GTE 
Service Awrancc Coat Study 

Customer Operations - Florida-Coastal - SJBS 
Florida Filing ' 
Work Center Activities by Job Class 

Position Activities % of Time Spent 

Area Manager (Network Systems) ~ 5JB8 
All Suppaning Activities. Service PvlfiUmnt 
Analyze Oprationd pafonnance 
Perform Workccnrer Planning 
Pcmonncl and Adminirmtion Su-n 
Site Inrpccaons 

Area Manager (Network System) .5D8 TOW 

CZT I - 5JB8 
AU B n  Activities 
order InrtallatirJn 
Repair and Mainrain Network Facilities 

CZT 1. SJB8 TOW 

Facilities Clerk - 5JB8 
All Supporting Activities -Service filfillmnr 
Personnel and Adminirmtion Suppan 

Fscililiii Clerk - 5588 TOW 

Local Manager (Network Systems) - SJBS 
All B n  Activities 
All Supporting Activities . *ice Fulfillmnl 
Mako Equipment Rmmmndationr 
Pemnncl and Adminismion Support 

Provide System Support 
Resource Managcmcnt (oldul) 
Resource Macagemat (Tmmubk) 
Site lnspcctiona 

Roduct Dcvclopmcnl and KxplOymcnI 

Loci1 Manager (Network System)  ~ S D 8  Total 

Staff Assistant - 5JB8 
All Supporting Activities . Service filfillmcnr 
Penonnel and Adminimation Svppon 

Staff Assirtan1 - 5JB8 Total 

REDACTED 

24 483 
WORMATION RESTRICEED HIGHLY S E N S m E  CONFlDENTlAL 



GTE 
Service Assurance Cart Study 

P 

REDACTED 

Customer Operations - Florida-Coastal - 5JA8 
Florida Filing 
Work Center Activities by Job Class 

Position Activities 9i of Time Spent 

Area Manager (CMG) - SJA8 
All BTL Activities 
AU Supporting Activities . Senice RlfiUmnt 
h n n c l  and Adminiamtion Suppon 
Resolve Cvatomr Trouble 
Resource Manag-1 (Trouble) 

Area Manager (CMG) .5JA8 TOW 

CZT I - 5JA8 
AlIBTLActiviticr 
Order htnllation 
Repair and Maintain Newark Facilities 

CZT I .  5JA8 Total 

Facilities Clerk ~ 5JA8 
All BTL Activities 
All supporting Activities. senicc P l l f i U m a l  
h a m l  and Administmion Suppon 

Facilities Clerk. 51.48 TOW 

Local Manager (CMG) - 5JA8 F 
All BTLActiviticr 
All Supporring Activiticr . Stmice FulfiUmnt 
P e n o d  and Administmion Suppon 

Local Mannger (CMG) . S A 8  TOW 

Staff Assistant. 5JA8 
All BTLActiviticr 
All Supporting Activities. Senice FutfiUmeni 

Monitoring and C W n g  System (Orden) 
Monitoring and C a p  S p e m  mmubler) 
Penonncl and Administmion Suppon 
Resolve Customr LIUC related to service ordcn 
Resolve Cvatomr Troubk 

AnnlYrc opvrtionrl pcrfonnmce 

Slnll AIIiStanl. 5JA8 TOW 

HIGHLY SENSITNE CONFIDENTU 

24 484 

INFORMATION RESTRICE0 



CUSTOYER OPERATION8 -. CM.t.1 
ACTNKV PERCENTAOE CALCUUTOR 

REDACTED 

? n  485 



CUSTOMER OPERAlWNI 
Rwld.. COa.1.l 

ACTIVITI PCRCENTADE CALcUUmR 

REDACTED 

24 4L6 



CUSTOMER opmmws 

~ c n v m  PERCENTAQE CALCUUTOR 
flodd.. Cea..uI 

REDACTED 



r' 
CUSTOMER OPERATIONS 

M - C W W  
ACTIVITI PCRCENTAOE CALCUUTOR 

REDACTED 



i-- 
CUSTOMER OPERATIONII 

Flmw.. CO..al 
ACTNKY PERCENTAQE CALCuUmR 

REDACTED 



r' 
CUSTOMER OPERATIONS 

Mlldm. CO.*l 
ACTIVITV PERCENTAPE C A L C U U T o n  

REDACTED 



P 
CUSTOMER OPERATK)NS 

ACllVI7V PERCENTAPE CALCUUTOR 
CM.1.l 

REDACTED 

,-- 

/I- 
?fl 431 



CUSTOMER OPERATIONS 
florid.. Coa.01 

Acnvm PCRCENTAQI cuxumn 

REDACTED 



CUSTOMER OPERATIONS 
M d a .  Coa.t.1 

A C T N n Y  PERCENTAQE CALCUUTOR 

REDACTED 



CUSTOMER OPERAVOW 
f k 4 d a .  CO..tll 

Acnvm PERCENTAQE CALCUUTOR 

REDACTED 



CUSTOMER OPERATIONS 
Florid.. CM.1.l 

A C M  PERCENTAOE CALCUUTOR 

REDACTED 



CUSTOMER OPERATIONS 
clorw#. CoB.01 

ACTIWW PERCENTACE CALCUUTOR 

REDACTED 



/-- 

cuwowin OPERAWNS 
Rolld.. CO..L.I 

hcnvm P E ~ E N T A Q E  C A L C u U m R  

REDACTED 



.- 
CUSTOMER OPERATIONS 

ACNWIY PERCENTAQE CALCUUTOR 
I CIWlds.Co..t.l 

REDACTED 



/-- CUSTOMER OPERATIONS 
flWlda. C 0 . W  

A c n v m  PERCENTAO~ c u c u u ~ o ~  

REDACTED 



CUSTOMER OPERATIONS -. C 0 . m  
Acnvm PERCENTAQE CALCUUIOII 

REDACTED 

P 



P 

CUSTOMER OPERAIKHU -. cOa.1.1 
ACTIVW PEWENTAOE CALCVUTofi 

REDACTED 



r- 

cusromn OPERATIONS 
mwld.. Couml 

ACTIVITY PERENTAOE CILCUUTOR 

REDACTED 

P 



CUSTOMER OPERATIONS 
fIWld*. CM-1 

A C T I v m  PERCENTAQE CALCUUmR 

REDACTED 

h 



/-- 

CUSTOMER OPERA'llONS -. Coa.1.l 
A C T M n  PEMENTAQE CALCULATOR 

REDACTED 

c 



P. 

CUdmYER OPCRATIONS 
nmid.. C 0 U . I  

ACTIVTW PCIICENTAOE CALCULATOR 

REDACTED 

3 P  535 



REDACTED 



REDACTED 



/- 

CUSTOMER OPERATIONS 
~ ~ - C o U w  

ACTIVITI PERCCNl4QE C4LCUUTOR 

REDACTED 
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r‘ GTE 
Service Assurance Cost Study 

Regional Customer Operations - -0 
Florida Filing 
Work Center Resources 

& 

Exempt pay IS computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate’’ for 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employee’s base rate. The Regional Customer Operation-Business Analyst provided 
the 1999 overtime projection. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses 

HIGHLY SENSITIVE CONFIDENTIAL 

24 511 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5581 
Florida Filing 
Work Center Resources 

Nares: 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the ”Base Rate” for 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employee’s base rate. The Regional Customer Operation-Business Analyst provided 
the 1999 overtime projection. 

MICS Pay is attributed to 6153 ”Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT’s) and the Business Zone Technicians(B2T’s). the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

CZTII = 

r- 
CZT I11 = 

See the Technicinn Hours - Florida temp& for the adjusted technician hours by technician type 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5JB2 
Florida Filing 
Work Center Resources 

Nores: 

Exempt pay is computed from the ”Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate“ for 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employee’s base rate. The Regional Customer Operation-Business Analyst provided 
the 1999 overtime projection. 

MICS Pay is attributed to 6153 “Performance Compensation.” 

The ”Benefiu Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(C7Ts) and the Business Zone Technicians(B7Ts). the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

CZTII = 

CZT 111 = 

See the Technician Hours - Floridrr tenapIate for the aajauted technician hours by technician type 
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Florida Filing 
Work Center Resources 

Labor Rswrces 

Rates B.sr OT 
Pay Levd Base MlCS BIts HoursRale 6001 6002 6004 6153 Benefits Total FTE Position 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5JB3 
Florida Filing 
Work Center Resources 

Notes: 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employee’s base rate. The Regional Customer Operation-Business Analyst provlded 
the 1999 overtime projection. 

MlCS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not recelve 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT’s) and the Business Zone Technicians(BZT’s), the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

CZTII = 

cm 111 = 

See the Technician Hours - Florida lempLzie for the djusted technician hours by technician type 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5JB4 
Florida Filing 
Work Center Rwurce%s 

F.  

Nares: 

Exempt pay is computed from the “Base Rate” for salaried employees; Non-Exempt Pay is computed from the ”Base Rate” for 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employee’s base rate. The Regional Customer Operation-Business Analyst provided 
the 1999 overtime projection. 

MICS Pay is attributed to 6153 ”Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT’s) and the Business Zone Technicians(B7Ts). the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

See the Technician Hours - F101ida template for the djusted technician hours by technician type 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5585 
Florida Filing 
Work Center Resources 

Notes: 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate“ fot 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the emp1oyee;s base rate. The Regional Customer Operation-Business Analyst provided 
the 1999 overtime projection. 

MICS Pay is atvibuted to 6153 ”Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT’s) and the Business Zone Technicians(BZT’s), the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

CZTII : 

CZT III = 

See the Technician Hours - Florida template for the adjusted technician hours by technician iype 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5JB6 
Florida Filing 
Work Center Resources 

r‘ 

Notes: 

Exempt pay is computed from the “Base Rate“ for salaried employees. Non-Exempt Pay is computed from the ”Base Rate” for 
employees who receive overtime pay. 

Overtime is paid at lime-and-a-half of the employee’s base rate. The Regional Customer Operation-Business Analyst provided 
the 1999 overtime projection. 

MICS Pay is amibuted to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT’s) and the Business Zone Technicians(BZT’s), the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

BZT = , 

See the Technician Hours - Florid5 template for’ths aajusted technician hours by technician type 
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GTE 
Service Assurance Cost Study 

- 
Regional Customer Operations - 5JB7 
Florida Filing 
Work Center Resourcer 

Notes: 

Exempt pay is computed from the "Base Rate" for salaried employees. Non-Exempt Pay is computed from the "Base Rate" for 
employees who receive ovenime pay. 

Overtime is paid at time-and-a-half of the employee's base rate. The Regional Customer Operation-Business Analyst provlded 
the 1999 ovenime projection. 

MICS Pay is attributed to 6153 "Performance Compensation." 

The "Benefits Rate" is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non-labor expenses are based on September 1999 l"D annualized expenses. 

For the Customer Zone Technicians(C2T's) and the Business Zone Tcchnicians(BZT's). the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

CZTI = I  

See the Technician Hours - Flarida template for the anjusted technician hours by iechnician type 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - 5JBS 
Florida Filing 
Work Center Resources 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the “Base Rate” for 
employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employ,+’s base rate. The Regional Customer Operation-Business Analyst prov~ded 
the 1999 overtime projection. 

MICS Pay is amibuted to 6153 “Performance Compensation.” 

The “Benefits Rate” is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non-labor expenses are based on September 1999 YTD annualized expenses. 

For the Customer Zone Technicians(CZT’s) and the Business Zone Technicians(B2T’s). the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

CZTI = 

See the Technician Hours - Florida template for fha adjusfed fechnich hours by fechnicicrn type 

HIGHLY SENSITIVE 

REDACTED 

CONFIDENTIAL 

24 537 

INFORMATION RESTRICTED 



? 

GTI? 
Service Assurance Cos1 Study 

Customer OperationsdJAS 
Florida Filing 
Work Center Resources 

Labor Resources 

Rates Base OT 
Pay Level Base MlCS BILS HoumRate 6001 6002 6001 6153 BcnefiLs Total FTE Position 

Non-labor R s w r c s  

REDACTED 

HlCiHI Y SENSITIVE CONRVENTIAL INFORMATION RESTHICTEI) 



GTE 
Service Assurance Cost Study 
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Regional Customer Operations - SJAS 
Florida Filing 
Work Center Resourcw 

Exempt pay is computed from the “Base Rate” for salaried employees. Non-Exempt Pay is computed from the ”Base Rate” fol 

employees who receive overtime pay. 

Overtime is paid at time-and-a-half of the employee’s base rate. The Regional Customer Operation-Business Analyst provided 
the 1999 overtime projection. 

MlCS Pay is attributed to 6153 “Performance Compensation.” 

The “Benefits Rate“ is used to compute all labor benefits costs for employees in this work center. Contractors do not receive 
benefits. 

Non-labor expenses for this work center are included in a previous separate section of 5JA8 costs for Florida’s Inland region. 
Although this work center is a Floridahland work center. it is also assigned labor costs from Florida’s Coastal region to 
account for the coastal region’s new Carrier Maintenance Group (CMG). A work center code has not yet been assigned the 
Coastal CMG group. Since the Area Manager of the CMG group currently works in work center 5JA8, Coastal CMG costs 
were assigned to this work center. 

For the Customer Zone Technicians(CZT’s) and the Business Zone Technicians(BZT’s). the hours used to calculate the 
resource dollars is based on the adjusted 1998 STAR database hours per each technician class. 

C Z T l =  

See the Technician Hours - Florida fernplufe for the adjured fechnician hours by technician type 
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GTE 
Senice Assurance Cost Study 

Regional Customer Operations - U B 9  
Florida Filing 
Work Center Resources 

&&& 

Non-labor expenses are based on September 1999 YTD annualized expenses. 
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Florida Filing 
Cost Object Driver Percentages 

Position UNEN- Driver 

CZT I1 - 5JB1 
lntaofiice Transport 
Multiplexing 
NAC . Specid 
NAC . SWiWhcd 
Nrn 
SWilChillg 

CZT n .5JB1 Told 
CZT 111 - 301(5JB1) 

Intedhce Transport 
Multipkxing 
NAC - Specid 
NAC - SWilched 
Nrn 
S w i I c hi n g 

CZTUI-Ml(SJBI)ToM 
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Customer Ope~ations-SJB2 
Florida Filing 
Cost Object Driver Percentages 

Position UNEName Driver 

CZT I1 - 5JB2 
Inumffiu Truuwn 
Multipluing 
NAC - S p i d  
NAC . Switched 
NW 
switching 

CZT II.5JBZ ToaUI 
CZT 111 - 301(5JB2) 

Inumffiss Tmpon 
Multiplexing 
NAC . Special 
NAC - Switched 
NW 
Switching 

CZT 111. Ml(51BZ) TOW 
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Customer Operations-SJB3 
Florida Filing 
Cost Object Driver Percentages 

Position UNENsw Driver 

CZT I1 ~ SJB3 
lntcmfficc Tnnrpon 
Multiplexing 
NAC . S p i d  
NAC . Switched 
NID 
Switching 

CZT 5J83 Told 
CZT 111 - 301(5JB3) 

lntcmfficc Tnnrpon 

NAC . Spcial 
NAC - Switched 
NID 
Switching 

Multip!dllg 

CZT UI . Ml(5JB3) Tau1 
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Customer Operations-SJB4 
Florida Filing 
Cost Object Driver Percentages 

Position UNENnm Driver 
CZT I1 - 5JB4 

lntdi ice  Tmspon 
Multiplexing 
NAC . S p i l l  
NAC -Switched 
Nrn 
Switching 

CZT Il . 5184 TOW 
CZT I11 - 301(5JB4) 

Lntemffice Tmpon 
Multipluing 
NAC - S p i l l  
NAC -Switched 
NW 
switchmg 

CZT IIl. MI(SJB4) Total 
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Customer Operations-5JB5 
Florida Filing 
Cost Object Driver Percentages 

Position UNENnme Driver 
CZT I1 - 5JB5 

CZT U - 5JB5 Told 
CZT I11 -301(5JB5) 

HIGHLY SENSITNE /-- 

lntemfice T-pon 
Multiplexing 
NAC . S p i a l  
NAC - Switched 
Nrn 
switching 

lnreroftiec Transpon 
Multiplexing 
NAC - S p i d  
NAC - Switched 
Nrn 
Switching 
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Customer Operations-SJE6 
Florida Filing 
Cost Object Driver Percentaga 

Position UNENPme Driver 
BZT - 5JB6 

HIGHLY SENSITIVE 

C m r r s o nnef r 
Multiplexing 
NAC . Spccipl 
NAC - Switched 
Nrn 

BZT .5JB6 TOW 

C O N F I D E N W  
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Customer Operations-SJB7 
Florida Filing 
Cost Obiect Driver Percentapes 

Position UNENnme Driver 
CZT I - 5JB7 

CZT I .  5387 Told 

HIGHLY SENSlTlvE 

Cmrr-comt 
lntcmffice Tlanspon 
Multiplexing 
NAC - Speia l  
NAC . Switched 
Switching 
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Customer Operations-SJBS 
Florida Filing 
Cost Object Driver Percentages 

Position UNEName Driver 
CZT I - 51B8 

HIGHLY SENSITIVE 

CmrrsoMcel 

Multiplexing 
NAC - Spcial 
NAC - Switched 

lntcmffice TRnEpan 

SWilChing 

CONmlENTlAL 
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Customer Operations-5JA8 
Florida Filing 
Cost Object Driver Percentages 

Position UNENaw Driver 

CZT I . 5  JA8 

CZT I .  SJAS Total 

HIGHLY SENSITIVE 

C m r r - c on n ce I 

inluoffice TrnSpoIl 
Multiplexing 
NAC . Spsial 

Switching 
NAC . Switched 
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GTE 
Service Assurance Cost Study 

Regional Customer Operations - SJB1,5582,~~~3,5~~4, -5, SJB6,SJB7, m 8 ,  U A ~  
Florida Filing 
Cost Object Driver Percentages 

Percentages are based 1998 STAR database information 
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Technician Hours - Florida 
Customer Zone Technician IIII&R Tecbnieian-201 

lntcmKlce T m p n  
Multiplexing 

NAC. Switched 
N D  
Switching 

NAC . Spcial 

Total Hous . C u s t o m  Zanc Technician M B R  TechWan-201 
Customer Zone Technician 1-211 

Interoffice Tranrpn 
Multiplexing 
NAC - Spcial 
NAC - Switched 
Switching 

Crorr-COMCCl 

Told Hours - Curlomcr ZDM Technician 1-21 I 

Business Zone Technician-221 
Cmrrsonnect 
Multiplexing 
NAC . Special 
NAC . Switched 

F- Nrn 
Total Hours - Burincrr Zone Technician-221 
ToUl Hours. Florida 

REDACTED 
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Regional Customer Operations - Florida 
Florida Filing 
Cost Object Driver Percentages 

Hours are based 1998 STAR database information 

c.. 

HIGHLY SENSITIVE CONFIDENTIAL 

24 553  

INFORMATION RESTRICTED 





I 
P 



GTE -Florida Cost Studv 

System 98 System Budget 

r“ 

% Florida % 98 Florida Account 6124 Account 6724 
SA ~ .~ Budget 

SERVICE ASSURANCE SYSTEMS COSTS 

Total system costs, 
CTEDS business analysts. For Florida, 1998 budget estimates were used because no dollars are 
budgeted directly to the state. Instead, the same percentage of national system costs charged to 
Florida in fiscal year 1997 were assigned to Florida for 1998 to arrive at a budget estimate for each 
system (e.g. Florida received ,f AWAS cost in 1997 so this percent was applied to the 1998 
national budgeted amount for AWAS to arrive at the 1998 budget estimate). Additionally, of 
AWAS cost was applied to Service Assurance, so this percentage was used again in 1998, as there 
are no material changes to how the system will be used in the current year.) The Florida budget 
estimate was then split between two accounts, General Purpose Computing Expense (6124) and 
Information Management Expense(6724). The account breakout is also based on 1997 actual 
percentages for each system. The total Service Assurance system expense for Florida is 

Service Assurance” and ”% Florida” calculations were obtained from 

Service Assurance Systems 

Includes the StarMem system 
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Final Network Element 
Cost By Work Center 
Information Technology/Data - Processing-Florida 
ITFL - 

Cross-connect 
Base Cos1 

Bare cast Tola1 
Cross-cannccr-Base 

c,orr-eonnrer T o l d  

Interofice Transport 
Base Cost 

Base cost TOlPl 
heroffice Tranrpolf-Bare 

I"lem/licr Tranrporl TOfd 

NAC - Special 
Base Cost 

Base Cost Tola1 
NAC - Special-Bare 

.VAC. Sprcrd  To1'7I 

NAC - Switched 
Base Cost 

Base Cost Total 
NAC- Svifchrd Told 

NAC - Swtched-Base 

NID 
Base Cost 

NID-Bax 
Base Cos1 Total 

NID Told 

Switching 
Base Cost 

Switching-Base 

Bare cast Total 
Swrfching Told 

Final Nerwvork Elemenr Cost by Work Cenier 
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Information lechnology/L)ata Processing - Florida 
Florida Filing 
Work Center Codes: 'TFL 

PI Service Assurance 

CI Service Fullillment 

~~~~~~~~~~~~ ~ ~~~~~ ~ ~~~~~~~~ ~~~ ~~ ~ 

[ I Inlrastrucwrc Provisioning 

U Sales, Marketing. and Adverlising 

Cl Billing and Collections 

Work Center Description: 

0 Other 
~. -~~ 

States Supported by the 
Work Center: 

Market Segments 
Supported by the Work 

~~ 

Number of employees: 

Number of contractors: 

Total number of FTEs: 

UNEs identified as cost 
objects: 

Services identified as cost 
objects: 

Notes: 
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Service Assurance Cos1 Sludy 

Information Technology/Data Processing - Florida 
Florida Filing 
Work Crnlrr Aelivilirs Work Center Codes: lTFL I 

Primnryfiupporting Activities ATUBTL DirecUShardCommon Process 

Inlormmon Tahnology ATL S h a d  krvirr Abburan~e S"ppo"l"g 

Ill1illl.Y Sl.N.SI1 IV1. 
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Information TechnologylData Processing-ITFL 
Florida Filing - 
Cost Object Driver Percentages 

Unbundled Network Element Driver 
CiOSS-CO""eC, 

Lnteraifice ~rmnrpon 
.u"lr,plenlng 

..- 

NAC - Spccial 
NAC - Switched 

NLD 
REDACTED 

Switching 

Total Driver Percentage 
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GTE 
Service .Assurance Cost Study 

IT/DP - FL 
Florida Filing 
Cost Object Driver Percentages 

Percentages are based on technician time from the 1998 STAR database. 
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GTE -Florida Cost Studv 

Services Number of NAC - 
~i~~~ Switched 

(forecasted 
for 1999) 

P 

NAC - Cross- NID (All) Switching' IOT SS7 Links STP Ports 
Special Connect4 Equip 

mentz 

MAPPING OF UNES TO SERVICES 
This table details how the services are comprised of different UNEs. The total number of units for 
each UNE.is used 6 unitize the service assurance costs. Since the study is forward-looking in 
nature, the forecasted units for the end of 1999 are used. These were provided by GTE's network 
forecasting group. 

UNE to Services Mapping Factors 
This table depicts the number of UNEs that comprise each service type. In order to arrive at the 
total number for each UNE, cross-multiply the figure in the UNE column by the corresponding 
number of access lines and sum the column. 
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GTE - Florida Cost Study 
Service Assurance 

STAR Data Base Analysis 
/-- 

.The Stafdard Time Activity Reporting (“STAR’’) system contains all activity work time 
pertaining to GTE’s field technicians and central office technicians. Each day these 
technicians report a detailed account of their daily assignments into the STAR system. 
The database captures the work time incurred by driver code, product code, function 
code, and OPARS (GTE’s accounting system) account code. Each unique combination 
of these four codes is referred to as an activity. STAR contains information regarding 
the total work time incurred in performing each unique activity, the number of 
occurrences for each activity, and the average work time per occurrence. The following 
list defines the STAR attributes used for our activity analysis. 

/- 

Driver Code -This code describes the type of work that is authorized to be 
performed. Example: Driver Code “40” refers to a repair order. 
Product Code -This code describes the property, equipment, or administrative item 
on which the work is performed. Example: Product Code “5499” refers to the 
Central Office. 
Function Code -This code describes what work is specifically is done on the product 
(see above). Example: Function Code “1061” refers to Central Office digital 
equipment. 
Account Code -The General Ledger FCC Part 32 account code to which the cost of 
the work performed is charged. Example: 61 1210 (Labor Expense) 
Activity - Any unique combination of driver code, product code, function code, and 
account code. In the above example, a Central Office technician repaired damaged 
analog equipment in the Central Office. 
Occurrence - Each time a particular activity is performed. 
Total Occurrences per Activity -The number of individual occurrences that are 
associated with a unique combination of driver code, product code, function code, 
and account code. 
Total Hours Worked per Activity - The total number of hours worked associated 
with the unique combination of driver code, product code, function code, and 
account code. 

STAR Positive Time Report Data Analyses 

The following describes our approach and the major steps performed in analyzing and 
assigning the technicians’ time report data: 

Account Codes: 
Since the scope of this study is repair and maintenance expense dollars, all accounts 
other than “6****” accounts were segmented from the 1998 technician time reporting 
data, as they represent either construction costs which are capitalized or deregulated 
accounts. The remaining dollars related to “6***” accounts represent regulated activity 
and are associated with the UNEs and Services defined in this study. 
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Driver Codes: 
All activities with driver codes “ 1 0  or “15” were segmented and deleted from our study 
since they are associated with installation activity. 

Activities involving driver codes “ 9 0  and “99” are associated with administrative 
meetings and training and were also removed. 

rz 

This leaves activity data associated with driver codes of 40,45, 60-66,79, 83, and 85 as 
recurring costs associated with repair and maintenance process activities. These are the 
only driver codes used in the study. 

Driver Code 40 is used for outside plant customer repair orders. 
Driver Code 45 is used for Central Office customer repair orders. 
Driver Code 60 is used for GTE internal outside plant repair orders. 
Driver Code 61 is used for repairs worked by the TAC Focus Group of Network 
Reliability. 
Driver Code 62 is used for Plant Maintenance orders. 
Driver Code 63 is used for Air Pressure repairs and maintenance. 
Driver Code 64 is used for Cable Locate & Drop activities associated with buried cable 
repairs. 
Driver Code 65 is used for GTE internal Central Office repair orders. 
Driver Code 66 is used for Central Office preventative maintenance. 
Driver Code 79 is used for other Central Office repair work. 
Driver Code 83 is used for outside plant work order activity. 
Driver Code 85 is used for Central Office work order activity. 

Function Codes: 
Data pulled from the STAR database was limited to two function codes: 

“ I X X X  - Any function code beginning with “ I ”  represents work done in the 
Central Office. 
“5XXX” - Any function code beginning with “5” represents work done on the 
regulated wireline network (outside the Central Office). 

Coin Line Regulations: 
Per the FCC decision in CC Docket No. 96-128, repair/maintenance of public pay 
stations is a deregulated activity effective January 1, 1997. Therefore, repair and 
maintenance occurrences associated with the pubic pay stations are excluded from the 
study. However, the network facilities associated with public pay stations are still 
considered regulated. Therefore our study includes the following assumptions: 

Inside plant and outside plant repaidmaintenance related to public pay station access 
lines is still regulated and to be treated as loop UNE cost. 
Repaidmaintenance to the pay station NID is still to be considered a regulated 
activity. 
Repaidmaintenance to the coin box itself, however, has been described as non- 
regulated in accordance with the FCC Order, and therefore removed from the study. 
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With the exception of Account 6351. related to coin termination equipment, all dollars 
associatzd with “63**” and “64**” accounts were assigned to the appropriate UNE in 
this study. 

Cross Connects: 
“SUB CXR’ work is associated with pair gain technology in feeder cable. “JUMPER’ 
work is associated with a cross-connect box in the field. Therefore all function code 
descriptions pertaining to “SUB CXRs” and “JUMPERS” (vs. “CO JUMPERS”) are also 
assigned to the family of NAC UNEs. “CO JUMPERs” refer to cross-connects run in the 
Central Office and are associated with the SWITCH UNE. 

Special Circuits: 
The product code “Special Circuit” encompasses all non-switched NAC products, - 

including special access, closed end WATS, closed end FX, data circuits, and voice 
grade local private lines. Accordingly, all product descriptions of “Special Circuit-XX’ 
were assigned to non-switched special access services. 

Other Definitions: 
A “Network” product includes any switched service, including local service or switched 
access. It can include any switched network facility on GTE’s side of the NID. 

4-Tel driven repairlmaintenance (repair orders generated by Loop Analysis Test System) 
relates to any switched services. 

GTE has three main technician types who perform repair and maintenance work on the 
network: 
Labor Code Technician Type Description 
211 CZT I (Central Office Tech) 
20 1 CZT II (Switched Services Outside Plant 
Repair Tech) 
22 1 BZT I (Special Services Outside Plant Repair 
Tech) 

Activities with Driver codes 45,65,66,79, and 85 were performed by CZT Is and were 
assigned with a labor code of “21 1” in our database. Next, activities with a building 
block code of 200 (NAC-Special) were assigned a labor code of “221”, since BZTs 
repair these UNEs. Finally, the remaining activities involved switched services repair 
work done on outside plant and were assigned with a labor code of “201”. 

Trunk Testing 

Costs codes to Account Code 653330 (Trunk Testing) are assigned to three UNEs: NAC- 
Special, Inter-office Transport, and NAC-Switched. Hours codes to Product Codes 5 I 10 
or 5 190 are codes to NAC-Special. All other hours codes to Account 653330 are divided 
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between Inter-office Transport and NAC-Switched. To calculate how to assign the 
appropriate portions of these costs, the quantities of interoffice trunks and DID trunks 
were anzlyzed to develop the following percentages: 

Inter-office Trunk Total 

REDACTED DID Trunk Total - switched 
Total Trunks 

Based on this calculation, 
code of 653330 were assigned to NAC - Switched and 
assigned to Inter-office Transport Equipment. 

of the non - NAC-Special occurrences with an account 
' of the occurrences were 

P 
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Transmission Testing 
Repair and Maintenance activities associated with the function code “Transmission 
. Testing”can be assigned to the UNEs: NAC-Special or Interoffice Office Transport 

Equipment. In order to assign these costs, the quantities of Inter Office Trunks and 
NAC-Special access lines were analyzed to develop the following percentages: 

Inter-office Trunk Total 
NAC - Specials 
Total Transmission Trunks - REDACTED 

Based on this calculation, 
attributed to IOT work and 

i of the Transmission Testing resource dollars are 
I to NAC-Specials work. 

The following table shows the Building Block Codes and UNEs with which they are 
associated. One of these codes is assigned to each activity in the data based on the 
criteria described in the table. The use of this mapping in essence assigns each activity 
to a UNE. 
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STAR Database Building Block Code Mappings Table 
- r'- 

F 
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Function Code 
Description 

CO TESTING 
LINES or SPEC 

svc 
(NOT) CO 

r' 

Account Account Code 
Code Description 
ANY N/A 

653330 N/A 

P 

TESTING 
CO-TESTING SPL 

svc 

EQUIPMENT 
FACILITIES 

Building Block Code: 20 
Product I Product Code 

ANY I N / A  

ANY N/A - 

Code I Description 
5110 or IC0 N-SWITC€ I 5190 I DIGorN-DIG 

I 

5110 or Ico N-SWITCI 

5010,5020, 

SPECIAL I CIRCUIT I 
I 

ANY I N/A 
I 

* (See note below this row) 

* Transmission Facilities tim 

' NAC - Spe 
Function 

Code 
1940 or 1950 

(NOT) 1950 

5920 

1950 

(NOT) any of 
(1051, 1061, 
1071,1081) 

1541 or 1551 

1501,1521, 
1531,1601, 
1611,1631, 

or 1701 
.s split betwe 

ESTING SPL SVCl 
SPLCIRCUIT I ANY I N/A 

I I 
TRANSMISSION I ANY N/A 

FACILITIES I 
TRANSMISSION I ANY I N/A 

FACILITIES 

I I 
I NAC -Special and Interoffice Transuort based on the 

INTERFACE 

HIGHLY SENSITIVE CONFIDENTIAL 

2 4  570 
INFORMATION RESTRICTED 



r' 

ANY 

ANY 

ANY 

GTE - Florida Cost Study 
Service Assurance 

N / A  1321 CO-ENHANCED ANY N / A  
SVSM/R 

SVR/MOD 
N/A 1955 CO-TESTING ANY N / A  

N / A  1960 CO- ANY N/A 

I 1 a r ~ - ~ ~ - ~ ~  

Product Product Code Function Function Code Account Account Code 
Code Description Code Description Code Description 

*(See note below 1945 CO-TESTING 653330 Trunk Testing 
this row) TRLJNKS 

Trunk Testing time is split between NAC -Switched and Interoffice Transport based on the percent 
breakout of DID trunks and inter-office trunks. 

'(See note below 1501,1521, TRANSMISSION ANY N/A 
this row) 1531,1601, FACILITIES 

1611,1631, or 
1701 

* Transmission Facilities time is split between NAC - Special and Interoffice Transport based on the 
percent breakout of NAC- Special access lines and inter-office trunks. 

I INVENTORIES I 
Building Block Code: 600 - Interoffice TransDort Eauimnent 
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Service Assurance Cost Model Results Summa y 
- 

The following pages represent the total unitized results related to UNE's and Services costs 
(Service Assurance cost model output). The Total Overall costs represent the summation of the 
unitized costs for each individual work center included in the study. 

The individual unitized work center results are located within each Work Center Template section. 
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Final Network Element Cost Volume Volume Total 

Cross-connect 
Sensitive Insensitive Overall 

Base Cost - 
CiOiS-CO""eCl-B3*e 

Barr Cost Total 

Additive Cost 
B"i.L" 
Bur.PBX 
COl" 

ISDN-PRI 

ReS-Ln 
SPAC-DDS 

SPAC-DSI 

SPAC-DS3 
SPAC-VGLN 

Additive Cost Totnl 
crosr-eonnret Total 

Interoflee Transport 
Base Cost 

Bare Cost Total 

Additive Cost 
B"S.Ln 
B"S.PBX 
ISDN-PRI 

SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

hterofflce Tranrpon-Base 

Additive Cost Total 
Interoflice Troniport Total 

NAC - Special 
Base Cost 

Barr CaSt TOIPI 

Additive Cost 
BuILCNTRNT 
B"5.L" 
Bur.PBX 
ISDN-BRI 
ISDN-PRI 
SPAC-DDS 
SPAC-DSI 
SPAC-DS3 
SPAC-VGLN 

NAC - SpeciaI-Baw 

Additive Cost Total 
rVAC. special Total 

Final Network Element Cart 
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Final Network Element Cost Volume Volume Total 

NAC - Switched 
Sensitive Insensitive Overall 

Base Cost - 

Bare cost Total 

Additive Cost 
Bur-CNTRNT 

8"S.L" 

BUSLPBX 

Coin 

ISDN-BRI 

ISDN-PRI 
Rer.Ln 

SPAC-DDS 
SP.4C.DSI 

SPAC-DS3 

SPAC-VGLN 

YAC - Swtched.Bwsc 

.Additive Cost Total 
.VAC. Switched Total 

NID 
Base Cost 

Base Cost Total 

Additive Cost 
B"S_Ln 
Bur_PBX 
COl" 

ISDN-PRI 

Rer.Ln 

SPAC-DDS 
SPAC.DSI 

SP,AC.DSI 

SPAC-VGLN 

Nm-Base 

Additive Cost Total 
.VID Tom1 

SS7 Links 
Base Cost 

Bare cast Toal 
ss7 Lmkr-Basc 

SS7 Link, Tofd  

STP Ports 
Base Cost 

STP Pans-Bare 

Base Cost Total 
STP POm Told 

Find Network Element Cart 
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Final Network Element Cost Volume Volume Total 
Sensitive Insensitive Overall 

Switching 
Base Cost - 

Suilchmg-Base 
Base Cost Total 

Additive Cost 
Bus-CNTRNT 
B K L "  
B"S_PBX 

Cam 
ISDN.BRI 

ISDN-PRI 
Res-Ln 
WAC-DDS 
PAC-DSI 
SPAC.DS3 
SPAC-VGLN 

Additive Cost Total 
Swilching Total 

REDACTED 

Final Ncrvoh Element Car, 
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Final Service Cost Volume Volume Total 
Sensitive Insensitive Overall 

Bus-CNTRNT 
Base Cost - 
Bare COS1 t 0 I . l  

B ; S . C X T R N T . B ~ ~ ~  

Bur.C.VTR.VT Fotd 

Birr-Ln 
Base Cost 

Base Cost Total 
B"i .L"~BXc 

Bur-Ln Tolo1 

BW-PBX 
Base Cost 

Bus-PBX-Base 
Bare Cost Tolal 

Bur-PBX ToDI 

Coin 
Base Cost 

COi"-BUe 
Base Cost Told 

Coin Fold 

ISDN-BRI 
Base Cost 

Bare cos t  Total 
ISDN.BRI.Basc 

ISDNBRI Toml 

ISDN-PRI 
Base Cost 

ISDN-PRI-Base 
Base Corl Tolnl 

ISDN-PRI T o l d  

Res-Ln 
Base Cost 

Base Cost TOlsl 

Rer.Ln-Baw 

Res.Ln Told 

SPAC-DDS 
Base Cost 

SPAC-DDS-Bare 
Barr Corl Told 

SPAC-DDS Toml 

SPAC-DSI 
Base Cost 

SPAC-DS I .Bare 
Saw Cos1 Total 

SPAC-DSI TMOI 

REDACTED 

Final Servicc Corr 
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Final Service Cost Volume Volume Total 

SPAC-DS3 
Sensitive Insensitive Overall 

Basecost - 
SPAC.DS3-Bmse 

Bare Cost Total 
SPACDSJ Tooral 

SPAC-VGLN 
Base Cost 

Barr Cost Total 
SP1C.VGLN-Bnsr 

S P A C V G L V  Tooral 

Final Service Cor1 
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Development of ARMIS Exclusion Percentages Relating to the 
Semice Assurance ABC Study 

Note 1: Florida Regulated 1998 December year-to-date ARMIS 43-03 (adjusted)data by GTE 6 digit 
account. 

Note 2 Total studied service assurance expenses (forward-looking studied expenses), mapped 
from the SAP element code to the FCC Part 32 account code based on the distribution of the 
December 1998 YTD actuals for each service assurance work center studied. Each work center was 
studied at various times, therefore, see the individual work center documentation section for the 
corresponding time periods reviewed. 

Note 3: Percent of Florida 1998 expenses included in the Service Assurance Study which are 
excluded from the functional cost pool data. (Calculation: Column D / Column C). 
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612220 
61 2299 
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FLORIDA 

- 
623: - 
6351 I t  
6351 1683- 
63 
6351 Total 
6362 16362 
6362 1636210 

- 

6232 Total 
6351 
6351 
6351 
6351 Total 
6362 
6362 

(A) (C) (D) (E) 
GTE 6 Digit Florida 1998 43-03 

FCC 4 Digit - Account Regulated' Florida Studied2 Percent Applicable3 
61 24 
6124 1 

6124 1 

6124 1 

635100 
6351 10 
6351 11  

636200 
636210 

6212 

^ ^ _ ^  

621 5 62 
6215 
6215 

6220 
6220 
_... 

REDACTED 
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5421 
5421 
5421 

5423 
5423 
5423 Total . 

1426 
i426 
i426 ..^^_ . . 

642320 
642399 

642600 
64261 0 
642620 f 
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FLORIDA 

P 

c 

(A) (6) (C) (D) (E) 
I GTE 6 wit I Florida 1998 43-03 I I 

6621 00 
662110 

REDACTED 
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Tc 

(A) (6) (C) 
I I GTE 6 Dioit I klorida 1998 43-03 

672426 
672427 

6724 672428 
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6122 
6122 
6122 Total 
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623100 
623122 
623123 

6231 Total 
6232 623200 
6232 623210 

62321 1 
623212 

6232 623221 
6232 623222 
6232 623223 
6232 623230 
6232 Tatal 
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6441 
6441 Total 
651 2 
651 2 
651 2 
6512 Total 
6531 
6531 
6531 Total 
6532 

F. 

644110 

651 200 
651210 
651 299 

653100 
6531 10 

653200 

Tc 

REDACTED 
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653399 

653520 
653527 
653530 
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Florida 1998 4-03 
(A) (Bl  

I I GTE6Digit 
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6721 40 
672150 
6721 60 
6721 99 

6721 Total 
6722 672200 
6722 672210 
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r' 724080 

724081 
724090 
724092 
724096 
724097 
724099 
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