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ATTACHMENT A

PROJECT NO. 21000

SWBTlBirch Weekly Joint Coordination Conference can
Minntes (4118/00 - 6113/00)

Attachment A is information that is protected from public disclosure under the Texas
Open Records Act, TEx. GoV'T CODE ANN. ART. §§ 552.101, 552.104 AND 552.110
(VERNON 1998). These applicable exemptions include trade secrets, and Birch Telecom's
commercial or financial information, and could place Birch Telecom at a competitive
disadvantage if disclosed. In support of this claim of privilege, Birch Telecom submits
that this confidential information is not generally known outside of Birch Telecom,
meaning it would be extremely difficult for a competitor to acquire, and is used solely as
an internal company work product. Furthermore, this information is distributed only on a
limited basis within Birch, and would be extremely valuable to competitors of Birch
Telecom.
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ATIACHMENTB

PROJECT NO. 21000

Performance Measurement 3S Data. Trouble Rate of Orders
within 10 Days of Conversion

Attachment B is information that is protected from public disclosure under the Texas
Open Records Act, TEx. GoV'T CODE ANN. ART. §§ 552.101, 552.104 AND 552.110
(VERNON 1998). These applicable exemptions include trade secrets, and Birch Telecom's
commercial or financial information, and could place Birch Telecom at a competitive
disadvantage if disclosed. In support of this claim of privilege, Birch Telecom submits
that this confidential information is not generally known outside of Birch Telecom,
meaning it would be extremely difficult for a competitor to acquire, and is used solely as
an internal company work product. Furthermore, this information is distributed only on a
limited basis within Birch, and would be extremely valuable to competitors of Birch
Telecom.
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AITACHMENT C

PROJECT NO. 21000

Birch Study of Orders Requiring LSC Manual Intervention
(4/17100 - 4121100)

Attachment C is information that is protected from public disclosure under the Texas
Open Records Act, TEx. GoV'T CODE ANN. ART. §§ 552.101, 552.104 AND 552.110
(VERNON 1998). These applicable exemptions include trade secrets, and Birch Telecom's
commercial or financial information, and could place Birch Telecom at a competitive
disadvantage if disclosed. In support of this claim of privilege, Birch Telecom submits
that this confidential information is not generally known outside of Birch Telecom,
meaning it would be extremely difficult for a competitor to acquire, and is used solely as
an internal company work product. Furthermore, this information is distributed only on a
limited basis within Birch, and would be extremely valuable to competitors of Birch
Telecom.
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ATIACHMENT D

PROJECT NO. 21000

SWBT/Birch Dally Operational Conference Call Log (4/24/00 - 6/21100)

Attachment D is information that is protected from public disclosure under the Texas
Open Records Act, TEx. GoV'T CODE ANN. ART. §§ 552.101, 552.104 AND 552.110
(VERNON 1998). These applicable exemptions include trade secrets, and Birch Telecom's
commercial or financial information, and could place Birch Telecom at a competitive
disadvantage if disclosed. In support of this claim of privilege, Birch Telecom submits
that this confidential information is not generally known outside of Birch Telecom,
meaning it would be extremely difficult for a competitor to acquire, and is used solely as
an internal company work product. Furthermore, this information is distributed only on a
limited basis within Birch, and would be extremely valuable to competitors of Birch
Telecom.
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ATIACHMENT E

PROJECT NO. 21000

Agenda of Issues in Project 21000 Meeting Before the Commission,
November 10, 1999, and Supporting EDlDples

Attachment E is information that is protected from public disclosure under the Texas
Open Records Act, TEx. GoV'T CODE ANN. ART. §§ 552.101, 552.104 AND 552.110
(VERNON 1998). These applicable exemptions include trade secrets, and Birch Telecom's
commercial or financial informatio~ and could place Birch Telecom at a competitive
disadvantage if disclosed. In support of this claim of privilege, Birch Telecom submits
that this confidential information is not generally known outside of Birch Telecom,
meaning it would be extremely difficult for a competitor to acquire, and is used solely as
an internal company work product. Furthermore, this information is distributed only on a
limited basis within Birch, and would be extremely valuable to competitors of Birch
Telecom.
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ATTACHMENT F

PROJECT NO. 21000

SWBTlBirch Joint Quality Assurance Study Guidelines and
Sampling of 100 Orden Requiring LSC Manual Intervention

(5/26/00 - 6/9/00)

Attachment F is information that is protected from public disclosure under the Texas
Open Records Act, TEx. GoV'T CODE ANN. ART. §§ 552.101, 552.104 AND 552.110
(VERNON 1998). These applicable exemptions include trade secrets, and Birch Telecom's
commercial or financial information, and could place Birch Telecom at a competitive
disadvantage if disclosed. In support of this claim of privilege, Birch Telecom submits
that this confidential information is not generally known outside of Birch Telecom,
meaning it would be extremely difficult for a competitor to acquire, and is used solely as
an internal company work product. Furthermore, this information is distributed only on a
limited basis within Birch, and would be extremely valuable to competitors of Birch
Telecom.
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ATTACHMENT G

PROJECT NO. 21000

Correspondence Detailing Inappropriate Comments
Made by SWBT to a Birch Customer

Attachment G contains information that is protected from public disclosure under the
Texas Open Records Act, TEx. GoV'T CODE ANN. ART. §§ 552.101, 552.104 AND

552.110 (VERNON 1998). These applicable exemptions include trade secrets, and Birch
Telecom's commercial or financial information, and could place Birch Telecom at a
competitive disadvantage if disclosed. In support of this claim of privilege, Birch
Telecom submits that this confidential information is not generally known outside of
Birch Telecom, meaning it would be extremely difficult for a competitor to acquire, and
is used solely as an internal company work product. Furthermore, this information is
distributed only on a limited basis within Birch, and would be extremely valuable to
competitors ofBirch Telecom.
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1<'Ader, Pall
ThunrdBy. JtnI~ 2000 11:19 NA
carla RoMIn:f (E-maI)
Mederick Rodgers (E-mai); Mary Pst Reg8n .(E-maI)

Fan:
s.nt:
To:
Cc:
Subject:
car1a: .
Aa )1DU 88 keenfy aware. 8k'ch arderi1g and pn:JVf8iaI*1g r8BfBd prabi:tms cordhJe to worsen. •
sub8ta1tlated by our recent re _lip&lg d~ i.e. .the error raDI has iDaalld10 35%.

_ suffered the ~1IIf1C8S aftheee~ lIB Monday J
beII8ve. 1-lowIww, i1 this case, the sac Retail BusineeII afIIca servi1g thll rnrnet rMde ITIiIUBs
signlk:an1ly~ which is anWld&statDment at the ImpBct 10 BIrch. The i..Jzed P8f8QI'8Ph
bekM'sunmaizlle the 1eedbec:k we I"8IC8i\Md from the CLdbller.

Dawns just got aIfofthe phone wIIh and 1hey'"b'IrBi her thIIIIt Bel told her1lJllt
thete was no .wer that their seMCe would be t86IDred iDd8y. They aBo trJId her thIIt fJr their
seMce to be ret!Jtr:Jted trxt8y thtJt she needed to CIIIICfJi seiWce willi BIrch .sign 1»ck up wIIh Bel

· and they COI6d get It restored as soon as poss". As CI8ZY as It SCUJds, the custr:lmerwas tDkI
· by.someone at Bel that I would be June 14th bIJ1Iiot'e her.-vice would be restated. ihtough $T:h.

This CUt!dlJtnfir did caI'into Bell tIIetnst!IIvea due to the dllIIIIon they _In willJt imIoItIed IIIJd
this was the Infamsilon they W8I8 given. T1JeteiJte. the CUIJiDtnBr At adamant about C8'ICSI/ng so
they can get resmred today. Bel told the cusJ.omer that they 1&1 to 18C8Ne a canceled 0trJer J1an
us befote they could COIM!IIt them lB:Jc. FurthetmOte. one of1helr~ who Is a cu:JIomtIr

· that".·not been provisioned yet got wind ofthis and have caIsd in expressing their COIJC8IJJS
lfIfj8Idilfl their acecuJt.

ThE is obYiausty only the customer's perspec:tMJ. prcMded via BRh saIee. Hcw8IIer, the racm
(from the dat8s of ycu: servk:e orders and the traubMI reeckItIDn i1famatIon we obUiIMId from the
LOC) support this general deBcriptloil.

BIrch just Jaunched service in the .coml11U'1ily. We have SlIbrr1ItBde--iorders so
far, and - (12%) of the canversions have experienced sViftcant cusbner Impacdng problems.
indudIng compteae or partial Joss of efta tone in (N8l' half at the caB88. Word tnMIIs fast In these
smaIer business camm....iIIes; t.nfa1urIatBfy the ward about BRh is not good as a canseq.aence
at the service probtems inposed by S~.

Carta. Bk'ch wouJd like to receNe a Jetter at expB1ation regarding -----: 81 yoor esrIest
COI1Y8I1ience. SuffIce it to say, CU' current market entry problems in ... receM1g
a great deal at aiel ilion wfthin Brch.

Best Regards.
PatII K8tIIBr
DndDr, ILEe c.rier Relalona
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ATIACHMENT H

PROJECT NO. 21000

Sample of SWBT Win-Back Customers Who Returned to SWBT from Birch

Attachment H contains information that is protected from public disclosure under the
Texas Open Records Act, TEx. GoV'T CODE ANN. ART. §§ 552.101, 552.104 AND

552.110 (VERNON 1998). These applicable exemptions include trade secrets, and Birch
Telecom's commercial or financial information, and could place Birch Telecom at a
competitive disadvantage if disclosed. In support of this claim of privilege, Birch
Telecom submits that this confidential information is not generally known outside of
Birch Telecom, meaning it would be extremely difficult for a competitor to acquire, and
is used solely as an internal company work product. Furthermore, this information is
distributed only on a limited basis within Birch, and would be extremely valuable to
competitors ofBirch Telecom.
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EDIIlpies of Customers That Returned to SBC as a Result of OrderiDg
and ProvisiooiDg Problems

- Birch sent original conversion over with NC (Netwot:k: Chaonel) - SPSC. (Code fur 5
db loop) aDd the ECCKT (Exchange Carrier Circuit ID) - Design. It fell out and was
re-keyed by LSC (Local Service Center) and NC - SPSC and tbe ECCKT - Non
Design. Birch's order was ccmect. .

- Bell then isSued a subsequent version with the ECCKT - Design and the NewChamlel
(8 db loop) SPSL It should have been NC Spsc.

- Order 0026936 from SWB then went to CPC(en~department). They did not
see the related C order due to the LSC Rep tailing to RRSO that C order. (Link 00)

- Service Rep cancelled the D order.

- The LSC again issued orders to convert customer D order (could not be identified) &:
C002362. The order had the ECCKT - Design and NC SPSL C went through
reassigning pairs to non-wodcing pairs.

The customer went down on at least two separate occasions. Twice SWB used the wrong
NC code on their orders, among other mistakes.

- This was a conversion order of6 lines.

- The order was put into jeopardy on three separate occasions. Each jeopaldy was
proved to be invalid:

- Facility shortage could not be confumed with SWBT technician pn:seot

- IN's already worldng (this because the N orders were completed - multi-order
problem caused by ~jeopardyproccss)

- Invalid address (again this is a straight conversion) .

- On each jeopardy we received, the N orders subseqw:ntly had to be disconnected
(again, a problem associated with the 3 order process.).

- Customers service went down on 3 separate occaSions.

-------.., C09264S, LSR 20000331L03158
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- Conversion oftwo existing Iines, addition ofone new install The process was started
fust part ofMay.

- Line : . MBTN (Main Billing Telephone Number) originalea due date
5/2

- Line ---- new install original due date 5/2

- Line existing line. Converted to Birch 5/2.

- Lines', « • were received jeopardy <iue to no access.

- The Toll file guides had to be disconnected becaDse they had completed.

- There were 15 orders, combination of C~ D and N orders on these two lines.

- Customer lost dial tone on .• MBTN 3 times while we tried to convert.

- Customer threatens to file a FCC and PUC complaint against Birch.

- When this is all said and done, customer was never on Birch ser:vice.

REDACTED

- Order C906096

- The hunting for the 3 line hunt group. The main line was not roIling to
lines 2 and 3. .

- Birch reported to SWBT LSC on 4126 stating this problem. Advised by
LorettaISWBT the lines were not working because of D854130 which was
disconnecting the lines. Birch had not placed disconnect orders.

- 4/28 Birch's repair took the issue back to SWB and spoke with Rachel who advised
hunting was indeed on the order C906096 but not in switch. Commitment given was
4/29 by 11 am. .

- Birch went to Gay with LSC CAST to have issue escalated as Birch was told
incorrect info by Loretta on 4/26.

- 4/28 PM called the LOC and spoke to Chris who said that N821051 DD 4/17
removed hunting. Called the LSC and spoke wiAdrian who said tbat tbis was not
true. Looked at our conversion order and it is in good standing.

- Repair ticket was completed at 2:33pm on 4/28.

- This issue is an example of the run around often experienced when Birch makes
initial contact with SWBT.

----------------------- ----



- Order was for a new install.

- SWB tech went to customer-location and spoke to the~ who quoted the
technician as stating "Birch screwed up the work order and he doesn't know why he
was there".

- The tech left without doing anything .

- New line was never installed and customer started having problems with her features
(call waiting & caller id) when SWBT went to her location. Customer reported they
hadbecn worlcing until then.

- Customer has gone back to SWB prior to completing conversion.
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