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COMMIucAfA:illoOS ~.llfilJalON
OFFiCE Of THE SECRETARlr

EX PARTE OR LATE FILED
February 17, 2000

Ms. Magalie Roman Salas
Secretary
Federal Communications Commission
445 12th Street, SW
Washington, D.C. 20554

kathleen.leviU@bellsouth.com

s,nsoudl
Suite 900
1133-21st Street. NW.
Washington, D.C. 20036-3351

Re: Written Ex Parte in CC Docket No. 98-121
and CC Docket No. 99-295/

Dear Ms. Salas:

This is to inform you that BellSouth Corporation has made a written ex parte to
Claudia Fox, a senior attorney in the Common Carrier Bureau's Policy and
Program Planning Division, with copies of that ex parte going also to William
Agee and Jake Jennings. That ex parte consists of a copy of Exceptions that
KPMG filed with the Georgia Public Service Commission on February 10, 2000,
in connection with its execution of the Georgia Third-Party Testing Plan for
BellSouth's Operation Support Systems, or OSS. Included in the filing were
BellSouth's responses to each of the exceptions KPMG raised in that filing.

Pursuant to Section 1. 1206(b)(1) of the Commission's rules, we are filing two
copies of this notice and that written ex parte presentation in the docket identified
above. Please associate this notification with the record in that proceeding.

Sincerely,

V ~J
l\d-CkL~;. f\.... x....)

\

Kathleen 8. Levitz

Attachment

cc: Claudia Fox (w/o attachment)
William Agee (w/o attachment)
Jake Jennings (w/o attachment)

......._ _ _--------------------



BellSoutll
SUite 900
1133-21st Street. NW.
Washington. DC. 20036-3351

kathleen levltz@bellsouth.com

February 17, 2000

WRITTEN EX PARTE

Ms. Claudia Fox
Policy and Program Planning Division
Common Carrier Bureau
Room 5-C235
Federal Communications Commission
The Portals
445 12th St. S.W.
Washington, D.C. 20554

BELLSOUTH

KadI.... B. Levitz
Vice President·Federal Regulatory

202 4i:)·4113
Fax 202 463-4198

Re: CC Docket No. 98-121 and CC Docket No. 99-295

Dear Ms. Fox:

Attached are copies of KPMG Exceptions 10 through 14 arising during KPMG's
execution of the Georgia Third-Party Testing Plan for BellSouth's Operation
Support Systems, or OSS. These exceptions, as well as BellSouth's responses
to each, were filed with the Georgia Public Service Commission on February 10,
2000. I am sending these filings to you in response to your request that
BellSouth share with you any status reports prepared by KPMG as part of the
third party testing program currently underway in Georgia. If you have any
questions after reviewing the report, please call me at 202.463.4113.

Pursuant to Section 1.1206(b)(1) of the Commission's rules, I am filing two
copies of this written ex parte presentation with the Secretary of the Commission
and requesting that it be associated with the record in the docket identified
above.

Attachment
cc: William Agee

Jake Jennings
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February 10,2000

Ms. Helen O'Leary
Executive~ecretary

Georgia Public Service Commission
47 Trinijy Avenue SW, Room 520
Atlanta, GA 30334

Telephone 40£ 222 3000
F8x 4<M 222 3050

RECE\'1ED
r tH 1 0 200G

EXECUl\VE SECRLi p..RY
G.P.S.C.

..

RE: IDvestigadoD iDto Developmeat of ElectroDie IDtedaees for BellSoutb's
Operadon" Support Systems; Docket No. 83S4-U

Dear Ms. O'Leary:

Enclosed please fmd an original and twenty-six (26) copies, as well as an electronic
copy, ofKPMG LLP's Exceptions 10, II, 12, 13 and 14 with BellSouth's responses for
filing in the above referenced matter.

I would appreciate your filing same and returning a copy stamped "filed" in the enclosed
stamped, self-addressed envelo~.

Thank you for your assistance in this regard.

Very truly yours,
'I
.\

/\ -J11:1~-
~GJ.tt ;; .

-David Frey
Manager

Encloslll'es

cc: Parties of Record



EXCEPTION 10
BellSouth Georgia ass Testing Evaluation

..

Date: January 5,2000

EXCEPTION REPORT

An exception has been identified as a result of the M & R-l: TAFI Functional Test.

Exception:

Under two cirCUlDltaDC~ • TAFI tester wu unable to eaDcel or dose • trouble
report In the lIWUler described by the CLEC TAFI E"d-Usn Tl'fIbrlItg Md Us.,
Glli&

During functional testing, one scenario required a subsequent trouble report to be
removed from the TAFI queue and canceled. Testers were unable to cancel or close the
subsequent report, as instructed in the CLEC TAFI End User Training and User Guide,
after it had been removed from the queue. According to the guide, a subsequent report
can be canceled or closed by one for the following methods:

I) Answering "yes" to the first subsequent report flow question, "Is this cancel
report/okay closeout?"

2) Choosing to override TAFrs recommendation using the Fl2 Limited Sub Override
menu and selecting cancel or close.

3) Selecting cancel or close from the Fl2 Sub Override mCDU for a report for which
TAFI has not determined a recommended disposition.

Initially, when the ticket was removed from the queue, TAFI presented testers with the
flow question described in method one above. However, when testers selected "yes," the
TAFI recommendation on the trouble report screen did not reflect the docmnented "TOK
per customer recommendation." Instead, it stated, "Updating narrative/status
infonnation." As TAFI did not recognize the cancellation in the recommendation field,
testers had to use the Fl2 Limited Sub Override as described in method two above to
change the recommendation to one that would cancel the report. Upon selection ofone
of the two cancel options, the TAFI recommendation changed in the trouble ticket as
documented, indicating that the ticket would close out. However, after submitting the
ticket, testers re-entered the TN to confirm cancellation and found that the ticket had not
been cancelled. Testers repeated this scenario with another TN during dial-up testing as
well, and experienced the same results.

In a separate scenario, while testing the Multiple Trouble Report function in M & R-I,
testers were unable to cancel two submitted trouble tickets. As described in method one
above, testers were unable to cancel the tickets by answering "yes" to the subsequent
report flow question, "Is this cancel report/okay closeout?" or through the use ofthe F12
Sub Limited Override menu. Again, the tickets appeared to the user to be cancelled.
However, when the TNs were re-entered for verification, the trouble tickets had not been

KPMGLLP
01fOM)()
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EXCEPTION 10
BeUSouth Georgia ass Testing Evaluation

. .

cancelled. Testers were forced to call the Resale Service Center (RSC) in order to cancel
these tickets.

Impact

CLECs that are unable to cancel a trouble report as directed in the CLEC TAFI End-User
Training and User Guide would be impacted in the following ways:

• Deereuing CLEC customer latilfactlon: A CLEC would Dot be aware that a ticket
had not been canceled unless they had cause to re-enter the TN in TAPI, and noticed
that a subsequent report was retrieved, rather than a repeat report. If a CLEC is
unaware that a report has not been canceled, the trouble ticket will continue to flow
through the system. Depending on the recommendations on the ticket, this might
cause BellSouth to take action such as dispatching a technician to perform unwanted
or unnecessary work. Unnecessary or unwanted action to CLEC customer accounts
would decrease CLEC customer satisfaction.

• IDcreuing CLEC operating c:ottI: Ifunnecessary or unwanted service calls are
made due to improperly canceled trouble tickets, the CLEC would be billed for these
service calls. Additionally, if a CLEC is unable to cancel a customer's report using
TAPI, CLEC customer service personnel would be required to call the Business
Resale Service Center. This would require additional time and effort, and therefore
cost, by the CLEC.

KPMGUP
011051OO
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@8ELLSOUTH

January 19, 2000

EXCEPTION REPORT

An exception has been identified as a result of the M &: R-I: TAPI F\U1ctional Test.

Es:cepdoD:

UDder two circumstances, a TAFI tester wu uDable to cUleel or close. trouble
report In the maDDer described by the CLEC TJ4FI EIUl-Uur TNilling tuld Uur
GlliII&

During functional testing, one scenario required a subsequent trouble report to be
removed from the TAFI queue and canceled. Testers were unable to cancel or close the
subsequent report, as instructed in the CLEe TAPIEnd User Training and User Guide,
after it had been removed from the queue. According to the guide, a subsequent report
can be canceled or closed by one for the following methods:

I) Answering "yes" to the first subsequent report flow question, "Is this cancel
reportIokay closeout?"

2) Choosing to override TAFrs recommendation using the F12 Limited Sub Override
menu and selecting cancel or close.

3) Selecting cancel or close from the Fl2 Sub Override menu for a report for which
TAFI has not determined a recommended disposition.

Initially, when the ticket was removed from the queue, TAPI presented testel'S with the
flow question described in method one above. However, when testers selected "yes," the
TAFI recommendation on the trouble report screeD did not reflect the docwnented "TOK
per customer recommendation." Instead, it stated, "Updatins narrative/status
infonnation." As TAFI did not recognize the cancellation in the recommendation field,
testers had to use the F12 Limited Sub Override as described in method two above to
chanse the recommendation to one that would cancel the report. Upon selection ofone
ofthe two cancel options, the TAPI recommendation changed in the trouble ticket as
documented, indicating that the ticket would close out. However, after submitting the
ticket, testers re-entered the TN to confirm cancellation and found that the ticket had not
been cancelled. Testers repeated this scenario with another TN during dial-up testing as
well, and experienced the same results.

In a separate scenario, while testing the Multiple Trouble Report function in M &: R-I,
testers were unable to cancel two submitted trouble tickets. As described in method one
above, testers were unable to cancel the tickets by answerins ''yes'' to the subsequent
report flow question, "Is this cancel report/okay closeout?" or through the use ofthe Fl2



. .

Sub Limited Override menu. Again, the tickets appeared to the user to be cancelled.
However. when the TNs were re-entered for verification. the trouble tickets had not been .
cancelled. Testers were forced to call the Resale Service Center (RSC) in order to cancel
these tickets.

BST Responle

By design, TAFI will not allow a dispatched report to be closed (since a field technician
is in control of the report). Per the documentation, the user can provide namtive info
(i.e., treuble OK now) for the field technician to see.

The procedure for processins multiple trouble reports has been mechanized in TAFI. The
updated CLEC TAPI End-User Training and User Guide will reflect the proper procedure
for closinS these reports. The auide will be available on the web February I, 2000.



EXCEPTION 11
BellSouth Georgia ass Testing Evaluation

..

Date: January 5,2000

EXCEPTION REPORT

An exception has been identified as a result of the M&R-I: TAFI Functional Test and
M&R-8: TAF! Docwnentation Evaluation.

EscepdoD:

The bOlt request error aDd reset c:ommualeatloDl fuDetioD. do Dot operate u
deseribed by the CLEC TAFI End-Usn Tl'tIi1IiIIg tllftl Usn G"IM.

BOlt Request Erron: Ahost request error is the inability for TAP! to access one of the
downstream systems in order to either gather information or send information during
trouble report creation. According to the CLEC TAP! End-Usn 1rainillg and Usn
Guide. when encountering a host request error, a user should queue the report until
connections are re-established. Then, a user should "bring up the additional data windowt

highlight the transaction they want to execute and then depress F5 to resetlresend the
transaction."

During testin& in two cases where host request errors occurred, when testers re-sent
transactions by pressing the FS key as instructed, a message was received stating that the
host request type could not be reset. TAPI then retmned to the trouble report screen as
though no transaction had been executed. Once returned to the trouble report screen,
testers were able to hit enter, and the reports were processed. Thus the FS key failed to
operate as stated in the manual.

Reset CommumcatioDI: When TAFI is unable to access a downstream system, it
generates a communications error message. According to the CLEC TAP! End-User
Traillillg and User Guide, when this happens a TAFI user can c:orrec:t this problem by
bringing up the additional data window using FII, selecting the 'Reset Communications'
option, highlighting the link that reported the error, and pressing enter.

During the testing ofone scenario, when selecting F11 t testers noted that •Reset
Communications' was no longer listed as an option, as is described in the CLEC TAPI
End-User 1raillillg and User Guide.

Impact

The inability to perfonn the host request error & reset communications functions, as
stated in the manual, can require a CLEC to either: I) phone in the trouble, or 2) attempt
to process the ticket through trial and error. Both of these possibilities decrease CLEC
personnel's productivity, and add cost to the CLEC operation. In addition, as a result of
the additional calls to BellSouth. other CLEC customers may remain in the caller queue
longer, thus decreasing customer satisfaction.

KPMGLLP
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@8ELLSOUTH

January 19,2000

EXCEPTION REPORT

An exception bas been identified as a result of the M&R-I: TAFI Functional Test and
M&R-8: TAFI Documentation Evaluation.

EseepdOD:

De hOlt request error and reset commUDicadoDS faDcdoDI do Dot operate ..
deserlbed by the CLEC TAFI EIUl-U.r Trtdltillg tuUl U.r GII/M.

Bolt Req••t Enon: A bolt request error is the inability for TAFI to acc. ODe of the downstream
syateml in order to either gatber iDformaDoll or ICDl1 iDforma&ioD duriq troUble report cralioo. According
to the CLEC TAPI End-Us. Training and Us. Guitk. wbe:D eDCOUIlteI'iq a bolt request error, a user
should queue the report UDtil coaaectioDIue re-elClblilbed. 1'hal, aUIer Ibould "briDI up the Idditicmal
data window, hiabliabt the Cl'l.DllCtion they MDt to execute aDd thea dcprea F5 to resetltaeDd tbe
tnIIMCtion.•

During teltiq, in two cues where boll request errors occurred, wbe:D taten I'MeIIl tnDuctioaI by
preuina the F5 key u iDstructed, a meuqe wu received ....mg that the boat request typo could not be
reset. TAFI tbeD retUrDeC1 to the trouble report screea u tbougb DO tnauctioo bad been executed. Oace
retumed to the trouble repon screen. teIIeI'I were able to bit eDler, aDd the repor1I were proceIsed. 1bus the
F5 key failed to operate u stated in the 1IIAIILIaI.

Relet COlDlllwcado..: Wbcn TAFI is UDlbJe to ac:cea a downatram system, it aa-ates a
commUDicationa error meaaae. Accordiq to the cue rmEnd-Use TraiIIing and Use Guide, when
this bIppeDa a TAFI user em comet this problem by briDBiD8 up the Idditioaal dIIa wiDdow using F11,
selectiDa the 'Reset Communicanons' option, biPlightiDg the link that reported the error, aDd pressing
enter.

During the -tina ofODe scenario, wbeD selectiq FlI, taten noted that 'Relet CommUDic:ati01ll' wu DO
loqer liated U aD option, u is dcscn'becl in the CLEe TAPI End-Us. TraiIIing and Us. Guide.

lIDpaet

The inability to perform the host request error &: reset communications functions, as
stated in the manual, can require a CLEC to either: 1) phone in the trouble, or 2) attempt
to process the ticket through trial and error. Both of these possibilities decrease CLEC
personnel's productivity, and add cost to the CLEC operation. In addition, as a result of
the additional calls to BcllSouth, other CLEC customers may remain in the caller queue
longer, thus decreasing customer satisfaction.



BSTRnPODse

The CLEC TAEl End-User Training and User Guide will be updated 211/00 to reflect the
current operation of the system.

As information, TAFI now accesses legacy systems via Navigator contracts over BOSIP
as opposed to terminal emulation over Datakit Therefore the Reset Communications
option is no longer applicable. The Host Request Error functionality does work for
specific transactions and the updated docwnentation will be more specific.



EXCEPTION 12
BellSouth Georgia OSS Testing Evaluation

..

Date: January 5, 2000

EXCEPTION REPORT

An exception has been identified as a result of the ongoing Maintenance and Repair
ECfA Functional Test (M&R-2).

EscepdoD:

The ECfA Gateway does Dot aecurately DOtify CLEC. wbeD lDvalid lnformadoD II
eDtered lDto-a trouble ddtet.

Examples of inaccurate notification are described as follows:

1. The EcrA Gateway did Dot Inform KPMG of an improper value traDlmktecI
for the troubleType object.

Within the ECfA Gateway, the troubleType object ofa trouble report allows a CLEC
to describe the trouble condition. The troubleType object is used by the ECfA
Gateway to specify the type ofautomatic testing that a circuit will undergo, as well as
to guide the Be1lSouth Maintenance Administrator in performing repairs. During the
course of functional testing, KPMG intentionally submitted an incorrect non-numeric
value for the troubleType object'. The ECfA Gateway created a trouble ticket and
sent back the nonnal succeuful trouble ticket response. The EcrA Gateway did not
indicate that any erroneous' information had been included in this instance. KPMG
examined the trouble ticket created, and discovered that the ECfA Gateway had
assigned a value ofNOT (No Dial Tone) to the troubleType object.

1. The ECTA Gateway did Dot _'orm KPMG of an Improper vaiDe tI'aIlImitted
for the elOleOutVerifleadoa object.

The ECfA Gateway generates a request for a CLEC to verify that a reported trouble
bas been COITected when either repairs to a WFA ticket have been completed, or when
automlted testing on an LMOS ticket indicates that no trouble is present The
cloaeOutVetiiication object allows a CLEC to respond to this request Through this
response, the CLEC indicates either that they concur that the trouble has been
corrected and the report may be closed, or that the trouble has not been corrected and
the report should remain open. During the course offunctional testing, KPMG
intentionally submitted an incoITect value for the closeOutVerification objeer. The

I Valid troubleType enlries are Dumeric u defiDed in ANSI T1.227.
2 The allowable values for this attribute are: 0 (NoAction), I (Verifiecl),2 (DeDied), 3
(DeDiedActivityDurationDilputed) or 4 (DeDiedC10ee0utNurDiIputed). KPMG submitted a value of9.

KPMGLLP
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EXCEPTION 12
BellSouth Georgia ass Testing Evaluation

response for this transaction did not indicate that testers bad submitted an invalid
entty. KPMG examined the trouble ticket and found that the EerA Gateway had
assigned a value of"2" (Denied) to the closeOutVerifieation object.

lillpact

Failure of the ECfA Gateway to indicate to a CLEC that invalid values have been
entered into trouble tickets results in improper information appearing on trouble tickets.
Uncorrected errors on invalid trouble report entries could result in trouble tickets being
improperly handled.

Examples ofhow CLEC operations could be affected include:

• Workforce management disruptions and higher operating costs resulting from
allocation of CLEC personnel to re-submit trouble tickets.

• Reductions in customer satisfaction due to an inability to quickly and accurately
correct operational trouble.

KPMGLLP
01105100
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@8ELLSOUTH

January 19,2000

EXCEPI10N REPORT

An exception has been identified as a result of the onaoing Maintenance and Repair
ECTA Functional Test (M&R-2).

ExceptiOD:

The ECfA Gateway does Dot accurately DOtify CLECs wll. iDvalid iDformadoD is
_tered Into a trouble debt.

Examples of inaccurate notification are described as follows:

1. The ECfA Gateway dlcI Dot iDfOnD KPMG of aalmproper value traIIImftted
for the troubleType obJeet.

Within the ECTA Gateway, the troubleType object ofa trouble report allows a CLEC
to describe the trouble condition. The troubleType object is used by the EeTA
Gateway to specify the type ofautomatic testing that a circuit will undergo, as well as
to guide the BellSouth Maintenance Administrator in performing repairs. During the
course of functional testing, KPMG intentionally submitted an incorrect non-numeric
value for the troubleType object l

. The EeTA Gateway created a trouble ticket and
sent back the normal successfUl trouble ticket response. The BCTA Gateway did not
indicate that any em>neous information had been included in this instance. KPMG
examined the trouble ticket created, and discovered that the BCTA Gateway had
assigned a value orNOT (No Dial Tone) to the troubleType object.

2. The ECfA Gateway did Dot iDfOnD KPMG of aD Improper value transmitted
for the doIeOutVeriftcatiGD object.

The EeTA Gateway generates a request for a CLEC to verify that a reported trouble
has been corrected when either repairs to a WFA ticket have been completed, or when
automated testing on an LMOS ticket indicates that no trouble is present. The
closeOutVeritication object allows a CLEC to respond to this request. Through this
response, the CLEC indicates either that they concur that the trouble has been
corrected and the report may be closed, or that the trouble has not been corrected and
the report should remain open. During the course offunctional testing, KPMG

I Valid troubleType entries are numeric u defiDecl in ANSI T1.227.



intentionally submitted an incorrect value for the closeOutVerifieation object2• The
response for this transaction did not indicate that testers had submitted an invalid
entry. KPMG examined the trouble ticket and found that the ECfA Gateway had
assigned a value of"2" (Denied) to the closeOutVerification object.

Impact

Failure of the ECfA Gateway to indicate to a CLEC that invalid values have been
entered into trouble tickets results in improper information appearing on trouble tickets.
Uncorrected enors on invalid trouble report entries could result in trouble tickets being
improperly handled.

Examples ofbow CLEC operations could be affected include:

• Workforce management dislUptions and higher operating costs resulting from
allocation ofCLEC personnel to re-submit trouble tickets.

• Reductions in customer satisfaction due to an inability to quickly and accurately
correct operational trouble.

RetpODJe:

(I) The ECfA gateway assumes that the manager submits valid troubleType objects and
it does not perform validation edits. In a traditional Manager/Apnt gateway
relationship, both parties adhere to the ANSI Tl.227 standards, therefore. value
validation is not required. During testing, the BelJSouth gateway was accessed from
a non-Manager interface which did not have the same safeguards in place.

2 The allowable values for this attribute ue: 0 (NoActioo), 1 (Verified), 2 (Deaied), 3
(DeuiedActivityDurationDisputed) or 4 (DenieclClOleOutNurDisputed). UNO submiued a value of 9.



EXCEPTION 13
BellSouth Georgia ass Testing Evaluation

..

Date: January 10, 2000

EXCEPTION REPORT

An exception has been identified as a result of the M & R-I: TAFI Functional Test

ExeepdoD:

-
Numeroul undocumeated mel.... IDteDded for BellSoutb are ..erated by TAFI
durina trouble report ereadoD aad procelllDlo

During functional testing, KPMG encountered spurious, BelISouth-specific messages
paerated by the TAFI application. None of the messages received was related to the data
entered. Examples of the messages include:

1. A CPNI warning message stating, "CPNI data unavailable do not use this
customer as a sales opportunity."

2. A message stating, "Systan may contain fragmented CPNI data, to be used only
consistent with your CPNI training. Not to be used for sales and marketing
purposes."

3. A message instructing the TAPI user to, "Take trouble in GA WFAlC l
".

4. A message instructing the TAFI user to get their customer's email address and
provide BellSouth's small business web site address.

5. A message stating, "Pending Backtalk.2
"

Impact

Ways in which CLECs are impacted by these undocumented, BellSouth-specific
messages include:

• Messages such as I, 2 and 3 above will create confusion for a CLEC. CLEC
TAPI Users will be unsure as to the proper coune ofaction. A CLEC will likely
att;mpt to ascertain the source for and cause of these messages. Such action will
result in slower response intervals, decreased customer satisfaction, and possible
changes iii workforce management.

• Messages such as 4 and 5 instruct CLECs to take an action or await action which
involve a customer becoming aware ofBellSouth's involvement in the CLEC

I GA WFAlC refen to the Georgia WFA Center which coDlrOIs • BeUSouth bIclccod system intended to
hIIIldIe designed circuita. TbiI messap wu received for • trouble ticket relatina to POTS liDes.
2 Backtalk refen to • BellSouth service which calls customers with • recorded messaae to update the status
ofa trouble ticket. During playback, the recorded meuaae makCI explicit rcfeteuce to BellSoutb.

KPMGLLP
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EXCEPTION 13
BellSouth Georgia OSS Testing Evaluation

maintenance and repair process. For example, message 4 instructs the TAFI user
to din:ct the customer to BellSouth's small business web site address. Message 5
involves an automated BellSouth system which calls the customer when the
trouble has been corrected. Following either oft:hese actions will result in a
CLEC inadvertently directing or exposing their customers to contact with their
competitor. This could ultimately result in customer confusion and decreased
customer satisfaction with the CLEC.

KPMGLLP
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@8ELLSOUTH

January 19,2000

EXCEPI10N REPORT

An exception has been identified as a result of the M & R-I: TAFI Functional Test.

Exceptio.:

Nameroal udOClllDeatecllDellagel lateadecl for 8eUSoatIl are punted by TAn dllfiq troable
report erndo. ud proceulll..

During functional testing, KPMG encountered spurious, BellSouth-specific messages
generated by the TAFI application. None of the messages received wu related to the data
entered. Examples of the messages include:

1. A CPNI warning message stating, "CPNI data unavailable do not use this
customer as a sales opportunity."

2. A message stating. "System may contain ti'agmented CPNI data, to be used only
consistent with your CPNI traiDina. Not to be used for sales aDd marketing
purposes."

3. A message instructing the TAFI user to, "Take trouble in GA WFAlCI
".

4. A message instructing the TAPI user to get their customer's email address and
provide BellSouth's small business web site address.

S. A message stating, "Pending Backtalk.2..

Impact

Ways in which CLECs are impacted by these undocumented, BelISouth-specific
messages include:

• Messages such u 1, 2 and 3 above will create confusion for a CLEC. CLEC
TAPI Users will be unsure as to the proper course ofaction. A CLEC will likely
attempt to ascertain the source for and cause ofthese messages. Such action will
result in slower response intervals, decreased customer satisfaction, and possible
changes in workforce management.

• Messaaes such as 4 and 5 instruct CLECs to take an action or await action which
involve a customer becoming aware ofBellSouth's involvement in the CLEC

I GA WFAle refen to the Georgia WFA Center whicb CODlJ'Ola a BeUSouth b1ckeDd system intended to
baDdle designed cimlits. This message was received for • IIOUble ticket relatiDa to POTS 1iDcI.
2 Baclaa1k refers to • BeUSoutb service which calla customers with • recorded meuaae to update the status
ofa trouble ticket. During playback, the recorded measaae makes explicit referaIce to BeUSouth.



maintenance and repair process. For example, message 4 instructs the TAFI user
to direct the customer to BellSouth's small business web site address. Message 5
involves an automated BellSouth system which calls the customer when the
trouble has been corrected. Following either of these actions will result in a
CLEC inadvertently directing or exposing their customers to contact with their
competitor. This could ultimately result in customer confusion and decreased
customer satisfaction with the CLEC.

SST Response

The proper handling ofCPNI data is a FCC requirement. Since SST cannot control
how the CLEC's user uses this data, TAFI provides a warning message every time the
user accesses a customer's record.

The other BellSouth specific messages indicated above will be removed with the next
schedule release, 3/31/00. The 'Pending BaclcTalk' messqe should never be
displayed since CLEC reports are not routed to the BackTalk system. Investigation is
in progress and corrective action win be taken when the root cause has been
pinpointed.



EXCEPTION 14
BetlSouth Georgia ass Testing Evaluation

Date: January 10, 2000

EXCEPTION REPORT

An exception has been identified as a result of the M & R-l: TAFI Functional Test.

Eseeptioa:
-

Tile BellSoutll TAFI appUeatioDJ does aot aUow CLECI to PI'OeelI trouble reports
forJSDN IJDeI u described In tile CLEC TAFI EIUl u,. TrtdIrb16 tIIUl Uur alllik

During functional testing, KPMG was UDable to execute four of the fifteen planned
scenarios desiped for processing trouble on ISDN lines. The CLEC TAP! End User
Training and User Guide states that "trouble reports for TN based...services such as
integrated services digital network (ISDN) voice...can be entered through the TAFI
application." During CLEC TAFI training, Bel1South explained that entry of ISDN
related trouble must be done in override capacity rather than through the typical flow I.

However, when testers attempted to enter TN! for ISDN lines, the TAFI system rejected
the TN! before override capacity could be initiated.

Impact

The inability ofa CLEC to en~ a trouble ticket for an ISDN line into TAFI will result in
the need for a CLEC to call the appropriate BellSouth service ceIlter in order to report the
trouble. This decreased functionality will result in slower response intervals, decreased
customer satisfaction, and the need for changes in workforce management.

I During typical Oow, when the TN is entered. TAFI 8UideI the user tbrouah. series ofqucstiona designed
to identify the trouble involved. In override caplCity, the user prcucs the F12 key ad writes a brief
delcription of the trouble... .

e,aptlon 14 (MR-1).doc

KPMGLLP
0210BI00

Pege 1 of1
DRAFT



..

@8ELLSOUTH

January 19, 2000

EXCEPTION REPORT

An exception has been identified as a result of the M & R-l: TAFI Functional Test

EHepdoa:

TIle BeUSoutia TAn appUeatioDJ d... aot allow CLEC. to procea tnable nportI (or ISDN lID. u
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During functional testing, KPMG was unable to execute four of the fifteen planned
scenarios designed for processing trouble on ISDN lines. The CLEC TAPIEnd User
Training and User Guide states that "trouble reports for TN based...services such as
integrated services digital network (ISDN) voice...can be entered through the TAPI
application." During CLEC TAFI training. BenSouth explained that entry of ISDN
related trouble must be done in override capacity rather than throup the typical flow l

.

However, when testers attempted to enter TN. for ISDN lincI, the TAFI system rejected
the TNs before override capacity could be initiated.

IJDpact

The inability ofa CLEC to enter a trouble ticket for an ISDN line into TAFI win result in
the need for a CLEC to call the appropriate BellSouth service center in order to report the
trouble. This decreased functionality will result in slower response intervals, decreased
customer satisfaction, and the need for changes in workforce management.

BSTRetpoDH

The CLEC TAPI End-User Training and User Guide will be updated 211100 to reflect the
current operation ofthe system.

I Durinll typical now, wheo the TN is cnteIed, TAFI guides the user tbrou&b • seriCi ofquaUoaa desiped
to ideDtify the trouble involved. In override capacity, the UIef preIIeI the F12 key IDd writes • brief
delcription of the trouble.
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