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Ms. Mary Rose Sirianni i~ ﬁ

Manager, Regulatory

BellSouth Telecommunications, Inc.
150 S. Monroe St., Suite 400
Tallahassee, FL 32301

Re: Docket 000121A, Staff Implementation Request for Liberty SEEM Audit

Dear Ms. Sirianni:

Staff would like to express sincere appreciation for the efforts of all parties in making the
BellSouth SEEM audit a beneficial experience. During the audit, a great deal of work was done in
first identifying and then quantifying SEEM issues and strengths. Our recent workshop provided a
forum for CLECs to join in the discussion, and staff has since received their written comments.

Throughout the audit, staff carefully considered each of Liberty’s findings, BellSouth’s
specific response and, more recently, the workshop discussion and CLEC written comments. Each of
these contributions is important and has been taken into consideration in staff's final conclusion

regarding implementation.

Staff requests that BellSouth implement the actions detailed below for each finding. Staff
considers these implementation steps prudent and necessary in order to enhance compliance with,
and the effectiveness of, the BellSouth Performance Assessment Plan.

cMP

cOoM___ Findings 1 and 31 are proposed as SQM review items to be discussed as soon as possible but

CTR not later than the next 6-month review.

ECK _ For Findings 2, 5, 6, 17, 22, 24, 26, 39, 41, and 46, staff believes that, upon implementation,

GOl the revised SQM, currem]y being protested, will correct discrepancies. No further action is required
~ il the protest is resolved. ey

oPC -

MMS For Findings 3. 4, 7, 10, 18§, 20, 21, 23, 25, 27, 28, 30, 32, 33, 34, 35, 37, 40, 42, 43, 45, 48
———%1, 52, 57, 58 and 59, BellSouth should file an affidavit in the docket awenmg that the issues -
ROCA ____ identified in the Liberty report have been corrected and that BellSouth has tested to ensure thatim
SCF the corrective action has resolved the issue. The affidavit(s) should describe the correctiver—
T action, and provide any evidence which supports BellSouth’s assertion that the issues have beenll-

SEC _.“Lwrrected. Evidence may include, but is not limited to, post-implementation data analysis=
£
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written procedures, specifications, and documentation. BellSouth should also specify whether
any reposting or SEEM recalculations were necessary and quantify those results. Affidavits may
be filed individually as soon as BellSouth has evidence to support its position.

For Findings 8, 12, 13, 14, 38, and 50, staff will initiate a task force to seek ways to improve
BellSouth PMAP change management, change notification, and reposting practices and procedures.
BellSouth representatives will participate.

For Findings 9 and 15, BellSouth should produce a comprehensive, accurate, revised PMQAP
and a Supporting Data Users Manual (SDUM) within thirty (30) days of implementation of a revised
SQM/SEEM plan. For Findings 11 and 56, BellSouth should produce a comprehensive, accurate,
Florida SEEM technical documentation and a SEEM Replication Manual within thirty (30) days of
implementation of a revised SQM/SEEM plan.

For Finding 16, 29, 36, 44, 47, and 49, BellSouth should conduct a detailed study analyzing
the issue(s) identified in the Liberty finding. Study results, a recommendation for corrective action(s),
and an action plan timetable should be submitted to the Commission staff within sixty (60) days.

For Findings 53, 54 and 55, the discrepancies found are such that a re-audit is considered
necessary for a more complete resolution. BellSouth should engage a third-party auditor, either
Liberty or another firm, to reexamine the issues identified in the findings, recalculate each measure,
appropriately adjust Tier 1 and Tier 2 remedies previously remitted, and substantiate that RQ’s
proposed or already in place have corrected the underlying problems. Initiate this re-audit within sixty
(60) days of the date of this letter. Discuss the scope and term of this re-audit with Commission staff.

For Finding 19, no further action is required.

Should you have questions, please contact me.

Sincerely,

S i
Lisa S. Harvey
Chief, Bureau of Regulatory Review

Attachment

cc: Beth Salak, FPSC
Dale Mailhot, FPSC
David Rich, FPSC
Jerry Hallenstein, FPSC
Adam Teitzman, FPSC
Kira Scott, FPSC
Docket File 000121A
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Liberty SEEM Audit
Staff Implementation Recommendation

T:'m'!lw.i :,':l.'g

Metric

Liberty Finding

PSC Staff Recommendations

Severity

| I T A
aned MO

The SOM and SEEM levels of disaggregation as documented in
RellSouth’s SOM Plan were inaccurate and misleading for the UNIE
Loop and Port product (LUNFE-P) for the -3 (Percent Missed Tnitial
Installation Appointments), P-4 (Order Completion Interval) and -9
{Pereent Provisioning Tronbles within 30 Days of Service Order
Complction) measures.

BST should conduct a study determining why UNE-P dispatch orders arc not included in SEEM. The
study results, a recommendation for corrective action(s), and an action plan timetable shontd be provided
to the Commission within sixty (60) days.

D3, DAL
and '-0

RellSouth incorrectly classified UNT Line Splitting orders as UNE
1Loop and Port Combination (UNT:-P) orders when caleulating its
results for the P-3 (Percent Missed Initial Installation Appointments).
P-4 (Order Completion Tnterval) and P-0 (Percent Provisioning
Tronbles within 30 Days of Service Order Complation) measures.

Upon completion of a detailed internal review, BST should file an affidavit asserling that issites have been
corrected & BST has tested to ensure corrective actions resolved the issue. Affidavit shonld describe
corrective action & provide evidence which snpports the assertion of correction. Evidence may inclnde
but is not limited 10 post-implementation data analysis, writien procedures. specifications, &
documentation. BST should specily whether any reposting or SEEM recalenlation was necessary &
quantify the results,

r.7¢

BellSonth neglected to ealeutate the total impact of multiple errors in
deiermining whether it needed 1o repost 1he results for the P-7C (Hot
Cut Conversions — Percent Provisioning Tronbles Reeeived within 7

Days ol a Completed Service Orvdor) measire,

Staff will initiate a lask force to seek ways in which 1o further improve BST's PMAP change management.
change notification and reposting practices and procedures. BeltSonth representatives will pasticipate,

P

BellSouth’s docnmentation in the SOM Plan for the P-7C (Hot Cut
Conversions — Percent Provisioning Tronbles Received within 7 Days
of a Completed Service Order) is contradictory and misleading,

Staff believes that, upon implementation, the revised SOM enrrently being protesied will correct

discrepancics. No further action is required until the protest is resolved.

P3P

ane 1.0

RellSonth was not including all orders for Local Interconnection
Trumks in its caleulation of the SEIM remedy payments for the -3
(Percent Missed Initial tnstallation Appointments). P-4 (Order
Completion Interval} and P-9 (Percent Provisioning Troubles within
30 Days of Service Order Completion) measures.

Upon completion of a detaifed internal review. RST should file an affidavit asserting that issnes have heen
corrected & BST has tested to enstre corrective actions resolved the issue. AfTidavit shonld describe
corrective action & provide cvidence which sipports the assertion ol correction, vidence may inchde
but is not limited to post-implementation data analysis, written procedures. specificalions. &
documentation. BST should specify whether any reposting or SEEM recalenlation was necessary &
quantify the results.

BellSouth was not in conformance with the SOM Plan when
caleutating service order durations for the P-4 (Average Completion
Interval & Order Completion Interval Distribution) measure.

Staft believes that. upon implementation, the revised SOM currently heing prolested will correct
discrepancics. No further action is required until the protest is resolved.

M&R-2

BettSouth did not properly align the prodiet 1Ds for troubles and the
tines on which they oceurred for M&R-2 (Cnstomer Trouhle Report
Rate). cansing mismatehes and resulting in assignment of cither the
tronbles or the lines 1o the wrong snh-mefric in SOM reports and
SEEM remedy payment calenlations.

Upon completion of a detailed internal review, BST should file an aflidavit asserting that issies have heen
corrected & BST has tested 1o ensure corrective actions resolved the issne. Affidavit shonld describe
corrective action & provide evidence which supports the assertion of correction, Hvidence may inclide
but is not limited 10 post-implementation data analysis. writlen procedures, specifications, &
documentation. BST shonld specily whether any reposting or SEEM recaleidation was necessory &

quantify the results.

MER

RelSonth inchided special access services in some of its retail analog
calealations during the andit period and, alter correcting the
calenlations, failed (o perform a complete analysis to determine
whether reposting was neeessary.

tpon completion of a detailed internal review. BST shonld file an affidavil asserfing that isspes have been
corrected & BST has tested to ensure eorrective actions resolved the issne. Affidavit should deseribe
corrective action & provide cvidence which supports the assertion of correction. Bvidence may inclide
but is not limited to post-implementation data analysis. written procedures. speeifications, &
documentation. BST should specify whether any reposting or SEEM recalenlation was necessary &

quantify the results, .
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Liberty SEEM Audit
Staff Implementation Recommendation

| Severity | Metric Liberty Finding_ PSC Staff Recommendations
BST should conduct an anatytical study explaining the extent and cause(s) for invalid maintenance
24 MR NetSouth inctnded orders with invalid maintenance durations in the  |durations being inclirded in the calculation of the M&R-3 (MAD) measure. The study resnlts. a
© [ealenlation of the M&R-3 (Mainfenance Average Duration) measure.  [recommendation for corrective action(s), and an action plan timetable should he provided 10 (he
| Commission within sixty {(60) days.
M&R-1. During its calculation of the monthly SEEM results in PARIS, tpon completion of a detailed internal review, BST should file an affidavit asscrting that issnes have been
M&R.2. BellSouth incorrectly excluded ISDN-Basic Rate Interface (ISDN- corrected & BST has tested to ensure corrective actions resolved the issne. Affidavit should describe
A% M&R-3 BRY) Business Nesign trouhles tor the M&R-1 (Missed Repair corrective action & provide evidence which snpporis the asserfion of correction, Fvidence may inchude
MRnll—fl. Appointmenis), M&R-2 (Customer Tronble Report Rate), M&R-3 but is not limited to post-implementation data analysis, writien procednres, specifications, &
| and MI\"R‘»/,’? (Maintenance Average Duration). M&R-4 (Percent Repeat Troubles — fdocumentation. BST should specify whether any reposting or SEEM recalenlation was necessary &
; o within 30 Days). and M&R-5 (Oul of Service > 24 Hours) measures.  [quantify the results.
l Aé Tl For the B-1 measure (Tnvoice Accuracy). BellSonth did not define the [Staff helieves that, upon implementation. the revised SOM cuerently heing protested will correat
} adjustments it tneiudes in a report month consistently for afl bills. discrepancics. No further action is requircd until the profest is resolved.
: RellSonth™s mannal process for preparing billing data {or the B-1 BST should conduct a study of the manual process to enstire adeqnate quality control procedures. Stady
i 47 3 .1 measure (Invoice Acenracy) did not contain adequate quality control - [resutts, a rccommendation for corrective action{s). and an action plan timetable should he provided to the
1 . procedures., Commission within sixty (60) days. o
’ Upon completion of a detailed internal review, BST should file an affidavit asserting that issnes have been
BellSouth’s process for determining the final adjustment values and  [corrected & BST has tested to ensure corrective actions resolved the issue. Alfidavil shonld deserihe
A 1 o the connt of adpistments in the calculation of the B-1 meastire corrective action & provide cvidence which snpports the asscrtion of correetion, Ii\/ir-ll‘,nc:u mavy inclhnde
) (Invoice Accuracy) for both CLECs and BellSouth retail is incomplete jbut is not limited to post-implementation data analysis. writlen procedures. specifications, &,
i and thus does not assure aceurate reporting of this measure. documentation. BST should speciy whether any reposting or SEEM recalenlation was necessary &
‘ quantify the results
i ReflSonth’s methads for defining revenues and determining which BST should file a stidy defining which revennes are currently exclnded and the rationale for cach
: 40 4 R hills are: mefnded in the B-1 measure (Invoice Aceuracy) are not exclusion. The study results, a recommendation Tor corrective action(s). and an action plan fimetahle
];7 3 addressed hy the SOM Plan, should be provided to the Commission within sixty (60) days.
‘ =
o l,hﬂ H,("”'(\m"h PMA,P pmdu}clmn valu'lmmn U2 d'(},nm “Pdmc i StafT will inttiate a task force (o seck ways in which (o further improve BST's PMADR change management.
L 3 All historical data nsed in frending anafysis 1o refleet the effect of PMAP e . . . . . . oy
) : change notification and reposting practices and procedures. BellSouth representatives swill participate,
syslem changes. ”
- Upon completion of a detailed internal review, BST shonid (il an affidavit asserting that issues have been
corrected & BST has tested 1o ensure corrective actions resolved the issue. Affidavit should doseribe
51 Al RellSonth did not perform any validation to detect invalid zero dollar |corrective action & provide evidence which supports the assertion nl‘cnrmcfinn,A {{vi(llcmzr: may inchide
' remedy payments during the andit period. but is not limited to post-implementation data analysis. writlen procedures. specifications. &
documentation. BST should specify whether any reposting ar SEEM recalcnlation was necessary &
quantify the results.
B Upon completion of a detailed internal review. BST should file an affidavit asserfing that issucs have been
corrected & BST has tested to ensure corrective actions resolved the issue, Alfidavit should deserihe
j < All BellSonth was not caleulating the parity measures involving Tier 1 corrective action & provide cvidence which snpports the assertion of correction. !’-ﬁvirllmcc may inchde
! ’ averages aceording 1o the SEEM plan. but is not limited to post-implementation data analysis. written procedures. specifications, &
;5 documentation. BST shonld specify whether any reposting or SEEM recaleulation was neeessary &,
| quantify the results. n
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mdingl verity | Metric

O3 and (O

RellSonth did not make remedy payments for failures associated with
the O-3 and O0-4 (Percent Flow-Through Scrvice Requests) measures

The discrepancies found are such that a re-andil is considered necessary for a more complete resolntion,
BST should engage a third party auditor. Liberty or another firm, to reexamine the issnes identified in the
finding. recalculate the measurc, apprepriately adjust Tier | and Tier 2 remedics previousty remifted, and

4 : . substantiate that RQs proposed or already in place have corrected the nndertying problems, Initinte this ve-
‘T Ee S 0 0e ST T il Whst Qs e ‘f‘(l r alrea 7 lace h.w.(, corrected the undertying pj( I‘ oms, hf'” \.l(‘ s e
udit within sixty (60) days of the date of this lefter. Pisenss the scope and term of this re-andit with
Commission stafl.
The discrepancies found are such that a re-audil is considered necessary for a more complete resolntion,
M&R-1 ' BST should engage a third party auditor, Liberty or e fir reexaming the issoes identificd in the
) - . 5 N . |BST s : . Liberty or another firm_ 1o reexamine the issnes idefificd in the
N BellSouth did not calenlate the remedy payments for percentage parity . i PELLT . : o - . ,‘
MER-4. * |finding, recalculate the measure, appropriately adjust Tier | and Tier 2 remedics previonsly remitied and

M&R-S, -
3. and 9

measures (i.c., M&R-1, M&R-4, M&R-5. P-3_ and P-9) according to
the SEEM Administrative Pan.

substantiate that RQs proposcd or already in place have corrected the nnderlying probiems. Inifiate this re-
udit within sixty (60) days of the date of this Tetter. Disciss the scope and ferm ol this re-andit with
Commission staff.

RellSonth did not calenlate remedy payments for M&R-2 (Customer

The discrepancics found are such that a re-andit is considered necessary for a more complete resolnlion,

BST shonld engage a third party auditor, Liberty or another firm, to reexamine the issnes identilied in the
[~ 3

finding. recalculate the measure, appropriately adjust Tiee T and Tier 2 remedies previonsly remitted. and

M&R-2 | ) - ) ' !

Trouble Report Rate) according to the STETM Administrative Plan. substantiatc that RQs proposed or already in place have corrected the nnderlying problems. Initiate this re
udit within sixty (60) days of the date of this letter, Discnss the scope and feran of this re-andit with
Commission staff.

BellSouth did not have adequate and consistent docimentation for its . "

- ‘ . . BST should produce comprehensive, acenrate Florida SEEM technical docnmentation and a fhorida SEEM
All SEEM remedy payment calenlation process, which may have o . . . . . . g
: . : Manual within thirty (30) days of implementation of the revised SOM / SEEM plan,
contribied 1o erroneous calculations. ’ ’
Upon completion of a detailed internal review, BST should file an affidavii asserting that issnes have been
. g . . corrected & BST has tested to ensure corrective actions resolved the issue. Affidavit shontd describe
NellSonth improperly excinded some data items and improperly - . , . . q 5 ] o, g g
, Lo . o " corrective action & provide evidence which supporis the assertion of correetion. Lvidence may incinde
.0 inclided others in the calentation of SEEM remedy payments for the . L . , . ) e ,
. - T : hut is not limited to post-implementation data analysis. written procedures. specifications, &

0.9 {Fiem Order Confirmation Timeliness) measnre. . - . ) . - g D
documentation. BST should specify whether any reposting or SEEM recalenlaiion was necessary &
quantify the results.

Upon completion of a detailed internal review, BST should fife an affidavit asserting that issnes have been
correcied & BST has tested to ensure corrective actions resotved the issue. Alfidavit should deseribe

AR 3 Al The BellSonth CLEC Administration fable npdate process caused corrective action & provide evidence which supports the assertion of correction. Fvidence may include

o . i delayed penalty payments to CLYCs hut is not limited to post-implementation data analysis. writlen procedures, specifications, &
documentation. BST should speeify whether any reposting or SEEM recalentation was necessary &
quantify the results.
Upon completion of a detailed internal review. BST should file an affidavit asserting that issics have been
corrected & BST has tested to ensure corrective actions resolved the issue. AlTidavit shonld deseribe

. . corrective action & provide evidence which supports the assertion of correction. Evidence may inchrde
. NellSonth facked a process 10 ensare that it made all remedy payments . . q 0 g . . )
: 3 All o but is not limited to post-implementation data analysis, written procadures. specilteations, &

tor a specific reporting month,

documentation. BST should specily whether any reposiing or SEEM recalenlation was necessary &
quantify the resnlts. Affirm that there is corrently in place a writlen procedure and administrative
processes which guarantee all remedics for a given month are eventoally paid.
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