
ORIGINAL
EX PARTE OR LATE FILED

!\ovemher 7. 2000

NOV (' 2000
I\ b. Magalie Roman Salas
Ottice of the Secretary
Federal Communications Commission

-+ I-l,th s· S n' R "['\\T A."";­.' -t) ~ ,treet. . vv.. oom vV. J~)

Washington. D.C. 20554

Ex-Par·te

He Application hy SHC T ('ommunications Inc. fi)r authorization under section 271 olThe
('ommunications Act !o provide in-region. Inter!a!a service in the states 01 Kansas and

Oklahoma. Docket iVO. ~O-2~~I

Dear \'ls. Salas:

At the request of the Common Carrier Bureau. On November 6th
. SBC conducted an

o\erview of Southwestern Bell's ass and Wholesale Operations in Ft. Worth, Texas. A
tour of the Local Service Center and Local Number Portability Center were also part of
the overvievv. In attendance from the FCC were Ben Childers. Tony Dale, Trent
Harkrader. 'rom Navin. and John Stanley. In attendance from SBC were Candy Conway,
Charles Cooper, Maria Dillard. Liz Ham. Kim Hamm, Terry Hoeven, Beth Lawson, J. D.
iv1cFarland, Kelly Murray. Brian Noland. Eddie Rodriguez. Carla Rowland, and David
Ross Smith. The materials used during the overview are attached.
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Edwardo (Eddie) Rodriguez

Attachment
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Industry Markets
Operations

Maria Dillard
Vice President - Local Service Center Operations

Southwestern Bell Region

Overview

November 6, 2000
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[.local Service ('enter (LSC)

------'-----

MISSION
Provide the service the customer wants

Deliver service on time
Do it right the first time

If it breaks - fix it
Deliver an accurate bill

GOALS
Provide Quality (~ustolnerService

lin prove ()perating Efficiencies

Provide Parity \v it h I~eta iI

Maxilnize HUlnan [{esourccs
_________________________________________________________________________"'__*""w__
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LS(::I[J()cati()ns

FTW Alliance - LSC

FTW Gateway - LSC

Dallas One Bell Plaza - LSC

.fI.. ,IUIK....."'l!'jW!'!I
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October 15, 2000

Management 63

Non-Management 684

Square Footage 217,000

Functions:
Resale
UNE
UNEP
LNP

AU ..4.. '"'i'''''''''
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October 15, 2000
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Management

Non-Management

Square Footage

26

248

47,000

Functions:
DSL
Line Share
Interconnection
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()ne Belli)l~lZal~~acilities

October 15, 2000

Management 31

Non-Management 286

7th and 9th Floor

Functions:
Resale
UNE
UNE-P
LNP
BILLING

______________________________________________________________2 __'"_
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'/'" ~ I Local Ser'\ricc (/~clltel· Strtuctllre

Maria Dillard
VICE PRESIDENT· LSC OPERATIONS· SWBT

Gateway LSC
Director· Sheila Van Pelt

Ft Worth Texas

Alliance LSC
Director· Candy Conway

Ft Worth Texas

One Bell Plaza LSC
Director· Mederick Rodgers

Dallas Texas

LSC Support Staff
Director· Gary Carter

Dallas Texas

-

Center Mechanization

Performance Measures

~I
r-- ~

Representative Development
I Management (ROM)

Resale Residence
Simple Business

Billing and Claims

Resale Residence
Simple Business

Error Resolution I SOC

Unbundled Network ElementsILUnbundled Network Elements
LNP n Complex

DSL I

m - Lin; li~re I
~...._----- - ------ ------- - _._----

Complex Business I
Interconnection

~----_ .. ~---~---~--_._------ ... Ui.~~----------- U' ------.- .. -.--~----- --
J Cusmer Care I: CuslDmer Care I: CuslDmar Care I

Total LSC Force as of October 15,2000

Management 159

Non-Management 1221

TOTAL 1380
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Local Service Center

Candy Conway

Director

Alliance Local Service Center

'8 W, ., ; $.flI',\j;P"IiJi,.''''t~
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LSC Responsibilities & Products

Local Service Centers (LSCs)
8:00 a.m.-5:30 p.m. (Monday - Friday)

SPOC - 5 States

Manual Order Receipt
-Fax
-( 'ou riel'

Mechanized Order Receipt
-( 'onsumer EASE
-Busin l'SS EAS E
-LEX
-EDI
-EXA( T

Customer Care

Customer Service Requests (CSRs)

Billing & Collections

Error Resolution

Expedites/Escalations

CLEC Issue Resolution

Products

Resale
-Residl'nl"l'
-Si III pll' Busi nl'SS
-( :0111 pll'x Business
-Coin

Facility-Based

•Interconnection

-Fadlitil's (USI/US3)
-Trunks

·Unbundled Network Elements (UNE)

-I,oop
-I{chundll'd (loop w/l)ort)
-nSL Capahle Loop
-Transport (I iUT)
-Switl"hing
-LNP 1 INP

9
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LSC - (:LEC: Assignments

Each CLEC is assigned a primary Area Manager and Manager

For CLECs passing more than one product, (i.e. Resale and

Unbundled) they also have a manager assigned under that

product.

Customer Care handles escalations, negotiations, scheduled

weekly calls and daily contact to resolve potential problems.

Load Balance

Mechanized work may easily be passed between Centers as necessary.

Manual work is consistently handled in both Centers.

Complete back-up capabilities exist between Centers.
Q$I .GCAQM. """All
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SWBrl' I-J()C~ll 0IJCr4:1tiollS
Addition~ll Clistomer Support

Operational Forums
Weekly conference calls
Daily contact on order status and inquiries
Customer premise visits
Local wholesale customer tours of LSC
Participate in Account Team meetings and forums

Customer CARE Team
Escalation management
Scheduled weekly calls to discuss outstanding issues
Daily contact to resolve potential problems
Follow-up analysis and customer feedback
Identification of improvement areas

Screening
Efficient process for reviewing orders prior to system input
Dedicated team of screening reps in each unit
Focus on improving timeliness in notification of order errors

Error Resolution Teams
Posted Service Order Team, (POST)
Service Order Completion Team, (SOC)
Specialized teams proficient in completing & posting CRIS and CABS service orders
Provides detail feedback to line units and downstream departments for personnel development

11
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Lsr' - Quality

Identified Quality Improvements Through Collaborative Efforts With CLECs

Refined Appraisal Development Scorecard
Emphasis on eliminating service affecting errors

Error results documented on appraisal

Service Representative Development Managers
Full staff is in place - Septelnber 2000

Individual product improvement focus at service representative level

Documentation of results per manager unit

Training and performance feedback

Observing and quality reviews

Tracking and Analysis
Tracking and trending of most prevalent service order errors

Identify training and development needs of CLECs and internal eerso~2~~
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Wll0Ies~II(~ Pr()('lllcf V ()Illme
( I n Service)

.;:lZmtIDSL:
UNEsandDSL 147.084
UNE C9mbos .700,802
Total;;' 847,886

26%

Interconnection:
IC Trunks 693,450
IC Facilities 46,807
Total 740,257

23%

,
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1997
1998
1999
2000

Jan-Dec
Jan-Dec
Jan-Dec
Jan-Sept

730,837
1,934,899
2,660,062
4,592,933

152% illCre{I!;~e ill 2000 (Jver 1999 (Jllll-.\~ept)

.. .......
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AVERAGE ORDERS PER WORK DAY (Tot. Orders, less MOG)

35000 32,677

~:w

15060
13506-----~·--

- 800r--- 7934---at6S 8+62-- 11683

50001···_..,'U.'i.!....:~-f'~,.a.,c_" , ,

15000 1/'

10000

30000

25000

20000

3Q 98 4Q 98 1Q 99 2Q 99 3Q 99 4Q 99 1Q 00 2Q 00 3Q 00

Total ()n.I .... rs Professed
1997

730,837
1998

1,934,899
1999

2,660,062
2000 YTD
4,592,933

---------------------------------------------,-]5
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SWBrr IJ()(~,ll ()per~ltions

LOC~ll Service Cerlter 1~1()rce M()del Summary

Product Based
Residence, Simple Business, Complex Business, Interconnect Facility, Interconnect
Trunks, Rebundled Elements, Number Portability, DSL/Line Share, Call Volumes

Assumptions
ManuallMechanized
Forecast/Actuals/Historical Data
Work Time Studies
Reviewed and Updated Quarterly

Resources Allocated by Product
Training Profiles
Capacity/Volume
Reviewed and Updated Monthly

Force Adjustments
3 Months Advancement
Product Mix
Validated Assumptions/Data

16
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LS(" - Manual Processing

TOTAL MANUAL Orders Received

Y'I" I) 1.,796,032
MANUAL

PROCESSES Stamp & Log all Incoming Faxes

Fax Receipt of Order Confirmation (ROC)

Screen Orders

Fax Rejects

Fax Jeopardies

Fax FOC

Enter FOC End time in Database

FOC/SOC Web site

------------------------17
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Orders received
via FAX, time

stamped for FOC,
and IOUged

Receipt of order
confl rmatlon

....1 flIxed beck to
CLEC

J \
lJ·_1

-.... 111/1111

Soreenlng Ft.
wtll review LSR
for aoouraoy &
oompleteness.

Service order
posts to bill

service
order

completed
...Order I.

provl.loned

Monthly reject
reason summary

HI'1t to CLEC

LSR rejected baokI L J
to CLEC via FAX --JI.;.;.I

for correction nITITl]~No

If provisioningt Servloe Rep checks
, I coordination Is and oorrects

r .. required, Service --- undistributed IiSOI 1----.

rep notlfle. LOC errors 4 time. dally

Screening Rep
Identifies all
Invalid L8R

entries

......

FOCdata
automatlc:aUy

updated to
DSS

No··

•••. - ... Yes .. --_....-

FOC
automatically

r......nedto
CLEConWEB
orCLECFu

Yes

LSFt routed to
Service Rep and

the order Is
entered Into

SORD

Proprietary information. N<1 for use or disclosure outside Southwestern
Bell Telephone Local Service Genter without approval

18
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I-JS(~ - Mecll~lnized Order Flow

SWBT LASR

,..---------, ----- ---

)

rr-----1fi-. a b

~
CLEC Utilizing EDI

rnJ·
CLEC OBF Application

'V

~..----.

~

SWBTMOG
Process

SWBT SORD
System

.......

_.-

SWBT SHOTS
Jeopardy Reports

~---_....-

Client APPlicati~n (SWBT Server)

~

-.- ~
SWBT LASR

GUI

~,,,,---,,,
LSC Workstation

CLEC Utilizing LEX

• CLEC Issues Local Service Request (LSR) Into OBF compliant application, i.e. EDI or LEX.
• CLEC's passes LSR order to SWBT where LASR edits the LSR for appropriate data conditions. If LASR identifies Invalid data, a fatal error is returned to the
CLEC

• If the LSR passes the edits, LASR determines If the LSR is a candidate for Mechanical Order Generation(MOG). LSR's that are not MOG candidates are sent
to LASR GUI for LSC processing.

• If the LSR is a candidate, MOG performs additional edits that could also create fatal rejects back to the CLEC via LASR. For LSR's that pass, the
appropriate service order Is created in SORD and distributed.

• The LSC Dispatcher identifies mechanical workload via LASR GUt system designed to perform work flow management within the LSC for all mechanized
orders that are sent to the LSC for handling. LSR workload is routed to Service Reps that pull copies of the LSR from LASR GUI. The Service Reps generates
the orders Into SORD. Manual rejects Identified during the order processing are returned to the CLEC via LASR GUI.

• Upon service order distribution and service order completion, LASR receives notification from SORD and a FOC or SOC is returned to the CLEC via the
electronic medium utilized by the CLEC. The SWBT SHOTS system also notifies LASR of all Cable and Facility order jeopardy situations which are then
returned electronically to the CLEC.

19
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LSC - Key Messages

Excellence in Customer Service

Continual Process Improvement through Quality

Parity with SWBT customers

Employee Involvement

Improved Productivity and Mechanization

20





Local Operations Center

Charles Cooper

General Manager

Local Operations Center

;MatMMt'.QilJ~
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LOC: - Agenda

LOC Responsibilities

Specials Provisioning and Maintenance

Call Center

Coordination

Projects

Service Management

Cast

--------------------------------------_._~-,23
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LOC - Areas of Responsibility

All CLEC Activity within the 5-State Area

Call Center that Receives all CLEC Trouble Reports

Special Services
Provisioning

Maintenance

Interconnection

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