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EXHIBIT 1



Clifford K. William.
Senfor Attorney

BY FXRST CLASS AND B-MAXL

32 Ave DftM ,l,meric:as, Room 2700

N"Y~NV1001J

December 23, 1999

Dan Martin
Chief of the Intercarrier Coordination Sec~ion

Communications Division
New York State Public Service Commission
Three Empire State Plaza
AJ.bany, New York 1.2223

Dear Dan:

AT&T Communications of New York. Inc. ("AT&T") hereby
requests that the Commission Staff intervene and resolve che
carrier-to-carrier issues described be~ow pursuant to the
Expedited Dispute Resolution process. AT.T requests intervention
on three issues that have arisen between AT&T and Bell Atlantic~

New York ("BA-NY'lt) r (i) nearly 10,000 AT&:T platfortll orders are
severely backlogged. reSUlting in a serious impediment to AT&T's
abil.ity to servi.ce its customers; (ii) AT'lr experiences
continuous outages of SA-NY's OORBA pre-order interface; and
(iii) SA-NY has failed to provide a significant number of
provis.loning and bil.l.1.ng complet=.,ion notices to AT6c'1'. M&;T has
attempted to resolve Chese issues by consulting and conferring
with SA-NY, but has been unable to obtain a satisfactory
resolution.

As ATf&T has explained to the Commi$Qion and BA-NY,
approximately 9,600 AT&T Unbundled Network Blement-Platform
(-ONE-P·) orders have been sent to BA-NY without the return
of notices of acknOWledgement, confirmation, 4ejection,
provi.sioning c::ompl~tion, and/or billing completion -- though
these notiees are due to AT_'l'. In addition to failing to
provide a.ppropx:ia.t.e electronic notices ~-NY has not
,~ovi§i6a~d lhe.e order~, many 01 which were submitted more
than 30 days ago, and some of which were submitted IhOre than



60 days ago. AT&T has submitted a total of t~enty troub1e
tickets concerning these 9,600 orders -- all of which haTe
passed their due dates. AT&T ~ubmitted 8 of these trouble
tickets in OCcober and November 1999, seeking resolution of
approximately 1,100 of these orders. AT&T submitted an
additiona~ twelve trouble tickets in December. seeking
resolution of approximately 8,500 of these orders. Despite
the submission of these trOuble tickets, these troubles have
not been cleared.

AT&T sought to work cooperatively with BA-NY' to
resolve these issues, thou!iJh t.hese effores proved
unsuccessful. Wi~liam carmody. Dist.rict Manager o£ AT&T,
initially escalated both t.he OCtober/November trouble
tickets -- which related to ATQT orders that are at least
one month, any in many ca.sea two months, late -- and the
December trouble tickets, to xathy LaMar~ina, Director 
SA-NY Systems Help :Desk on weekly calls between AT&T and BA
NY. These weekly calls began in October and oontinue to the
present. After Mr. Cannody received nothing more than
general assurances that the tickets were being worked.
Ray Crafton, Director - AT&T Operations Systems~ escalated
the trouble. t.i.ckets to Marion Jordan - Vice presi<ient. BA-NY
Systems, on December 3, ~999.], Ms. Jordan was also unable
to provide a definitive solution and resolution date for the
outstanding trouble tickets. Finally, David Jefferson, AT&T
Vice President escalated these issues to Pat ganley,
President - SA Wholesale Services, by letter on December 7.
~999 and by phone call on December 10, ~999. This .
escalation also did not re6ul~ in a satisfactory resolution
of the issues.

. Later, after weeks and in many cases months of
escalationB r SA-NY offered a ·solution- to the problem of
the outstanding trouble tickets on Docember 21, ~999. ~

NY's offer was co "target." the OCtober/November ticketB for
closure within f.i.fteen days, and to tentatively lltarget- the
December trouble t1.ckets -- which represent more than 8.000
overdue orders -- for closure within 30 days, though BA-lIIY
expressly reserved the right to chapge this closure date-
(Attached as Atta.chment 1 is an e-mail message from Katby
LaMartina to WiLliam Carmody setting forth the proposal.)

.sA-NY' 8 proposal is unacceptable and provides A:l"&:T no
basis to believe that any of its outstanding trouble tickets will
be cleared in a commercially reasonable manner, or that the bulk
of the outstanding trouble tickets will in fact be closcQ in the
foreseeable future. More significant, Staff's intervention is
necessary to ensure that the inability of B~-NY'e Help Desk to
clear trouble t.ic:ket.s does not become chronic, at a ti.me when

1 SA-NY has ~ouqht to ·clear- a number of baek!ogq.d orders by rBque5t1nq
~b&~ AT'T re8uhait the affectea o:der3. Not only is this an unacceptable
practice for addre••1n~ BA-NY system f~!lure$r bu~ ~T'T'; .c-~UbI1~~1on Or
some 0' the Affected. or<1ers has not resulted in " c:learinq of either the
re~Ubmitted or otner A7'! orde:s.

2



AT&T's order volumes a~e increasing rapidly. AT&T thereby
requests thae the Co~ssion Seaff intervene and assist in
res?~vi~g this 1s~e. Specifically, AT&T requests that
Com~BS10n StAff 1ntervene to ensure that· all outstanding trouble
tickets are properly and successfully cleared within se~en days
of an initial meeting bet.ween Staff. SA-NY. and A.T&.T. AT&.T
further ~equeste that Commission Staff perform a root cause
analysis of the missing not:icea problem, and ensure t.he
implement~tion of a permanent solution that will ensure that, in
the futU4e, all trouble tickets relat.ing to missing notices are
properly and successfully cleared in no more than seven days.

Pre-order outag••

:AT&T has experienced continuous outages of SA-NT's
COBRA pre-order interface. Beginning in late October, continuing
:i.nto November. and persieting in December, AT£.T service
r~presentatives have experienced slow-downs in OORBA response
times, followed by OORB~ pre-order outages. The addres~

val~dation pre-order function -- critical for CLEC installation,
repair, directory listings, and billing operations -- has been
especially impaired. ~hese COREA outages have worsened and
increased in recent weeks. Since November 30 I 1999, AT&T has
been forced to open at least: twenty trouble tickets regarding
CORBA interface outages.~ The~e trouble tickets have identi£ied
issues relating to "timeouts" of address validation functions,
problems with BA-~ls back-end pre-order systems resulting in
AT&T's inability to Bend pre-order quer~es, and other matters.

Lack of CORBA interface availability is competitively
harmful because AT&T sexvic:e representatives are forced to take
orders manually on paper down-times forms (11 D'l'Fs" ) and. forward
the DTFs to a separate work center, when interface outages occur.
This increases operations costs. enhances the likelihood of input
errors, and degrades the customer experience. William Carmody has
rai.sed these pre-order i.ssues with Kathy LaMartina on weekly
cal~s. without resolution. Ray Crafton has also escalated these
issues to Marion Jordan~ similarly without success •. On December
~6, 1999, the issue was escalated again on a conference call
between Pat Hanley. David Jefferson. Marion Jordan, Ray Crafton,
and othere. As of December 23; 1999. no permanent solut:.ion had
been ident~fied by BA-NY. .

AT&T hereby requests that Commission Staff intervene
and resolve this issue. specifically, AT&T requests that
Commission Staff perform a root cause analysis and ensure
implementation of a. systems solution that ensure. continuous
CORDA interface availability to AT~T going forw.u-d.

2 AT"T opened trouble ticJt.1:s OQ Novomber 30, and on De¢eri1~( 1, ~, G. 1, 6,
9, 11, 13 and :U. Two ouc4ge:J occurred on each or December 6 and
Oecell\ber ,.
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BA-NY'. Failure to Return COmpletion Notic••

BA-NY'has failed to provide completion notices for au
unacceptable number of AT&T ONE-P orders when th~se notices are
in fact due. Over the last few months, SA-NY has failed to
provide billing completion 'notices for approximatel'y 9t of AT&T
UNE-P orders, and has failed to provide either a provisioning
completion notice or a billing completion notice for
approximately 3.S~ of AT&:T ONE-P orders. In the former case. a
significant risk of unnecessary and prolonged double-billing
results due to t.he extended time during which SA-NY does not
provide a billing completion notice. In the latter case, AT&~ is
unabl~ to begin its own billing, is uncertain as to installation
status, and 1s unable to honor requests to add features to the
customer's account. AT&T has escalated these issues to Kathy
LaMartina (through Bill Carmody on weekly calls), to Marion
Jordan (through Ray Crafton), and to I?at Hanley (through Oavid
Jefferson). No satisfactory resolution has been identified, and
the problem p~rsists.

AT&T hereby requests the intervention of commission
Staff to resolve ~hia problem. Specifically. AT&T requests that
Commission Staff ensure that BA-NY provide AT&T with all missing
and due provisioning and billing completion notices within seven
days' of an initial meeting b~tween AT&T t SA-NY, and Staff. AT&T
also requests that Commission Staff p~orm a root cause analysis
and ensure imflementation of a systems solution that will provide
AT&T. on a gOJ.ng forward basi.s, 'With 100% of billing and
provisioning completion notices that are due.

Respecefully submitted,

Clifford K. Williams

Attachment

co: peggy Rubino - (By 1.at: Class Mail and E-Mail)
Marion Jordan - (By l·e Class Mail and E-Mail)
Kathy LaMartina - (By 1n Class Mail and E-Mail)
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STATE OF NEW YORK DEPARTMENT OF PUBLIC SERVICE
'1'8RE1t EMPIRE STATE PLAZA, ALIAHY. mo 1222.\-1350

IaIllC1MC Addtfae; 1ap:l1........-.,.••
ruauc SEaYlC& C()NMISStQII

WAllRaN o. tG&.MD
Ct ._

nIOMASJ.~Y1'
lAMES D. lUMtIm'
I..UONI..ab A.. wass
P4V.L H. OALYIN

January '. 2000

Paul A. crot.ty
Group preaidct - New Yor-k/Connectic:ut
1095 Avenue of the Americas
Room t143
NeW' York, BY 1003

Dear Hr. Crotty:

We ba.va received requests frca both Mel: WorldCom and
ATkT for e:xpecI1ted dispute resolution of problems the companies
are MviDg with. platfoz:m. orden. Specifiea.lly, xcr requests that
scaff internne to a.ddres8 three issue.: mssiDg billillg
completion DOtleea. lId.sing acJc:nowledg-ents, and missing' finn
order conf1Dl&tion8. all ~or UNB-P orders. A"1'r.'r requests suff'.
as.Ueeuce with a. backlog of ONE-I» o~. t:bat have not been
provisioned. that are msaiDg .~e or aU. of the following:
aclc:novlecJg....~. conf11'21atio~. rejectioDa, i)J:oviaicninQ
comp16tlOD aotic•• , e:a.d billing coapletion notic.. • A'1'~T also
stated that it i. missing either provitlloa.iog or b111in51
cOIIIIPletLon DOtic." on a number of omen that have ·been
provisioned. 7ina11y, Nr'lil:t ~kB that Staf~.aMr... the
aign1flcazu: nu.ber and duration of CORDA outaQ'''. it has recently
e.xp(trieneecl.

Both A'r"'1' &Del~ have atteavted to reaol.ve the above
issues by worldDv througb the BlL-NY eac:.alation ~rocedure.1 and
have been UI18UCce."ful. :til addition. Staf~ bAs participated. in a
number of cCIIlfuence c&11. bebleen A'l'f&'f and SA-NY aDd betweeu leX
anci BA-Hr. BecaWle o~ the significant overlap of l.sues raised
by Met and AU'f (with the exception of COaBA outages), we believe
that the .-oat. .f~1clent path to resolution of these issue. would
be to COIlVlllUl two lfOr1cJ.Dg group. CQlIIpOHd of representAtives of
Staff, ~-IIY, ATILT IIDd Mel. one gzoup lIOu1d addres8 ort1ers with
missing acJcDowledgements ancl/or fiDl order c01'lfiz:ma.tion8, and the
other would ack1re•• -.ieBing notic_ of CODplet.i.on. Wa Jur.ve
discussed this approAch with AT£:T and IICI, and both have agreed
to pa.rticipaee fully.

we .intend to convene these groupe ~ quickly 4S
po••ible. III order to operate efficle1lUy, it vou1.d be helpful
eo both groupe for B.A.-NY" to frovide, no la~9* titID l1a.nUdry 1•.
any root; calla. anaJ.yaea Chat: SA-NY has performed to addr~$$ these



~it (}
~! J~issues. Until confidentiality iSSU6S can be resolved, SA-NY

". ,,. should provide Staff with all sueh analyses, Nld provide A1'&T and
Hez with any non-proprietar,y information SA-NY has developed. as
well AS each co~y'a specific informat.ion to that ,=ompany. BA
NY should also provide, by January 14,. ~ contact person for each
issue.

..'
CORDA outages will',not. be addressed by a working group

as the issue is specific eo AT&T. and the problem seems to lie
~tirely within SA-NY'. systems.. BA-NY Gbould perform. a root
cause analys1a of thi. problem, And provide the result.e. qf .tha.t
analysis to ATt&T ane! Staff. by' JanuUy 21.

Because of the serious impacts these problems are
bAving on ehe abi11ty of ATilT and MC:t to prov1de service to their
cuatomers in a timely 1IaDner. we ekpect thae BA-NY vill devote
4dequat.e resourCe. t.o solve theae problelU. We also expect t.hat.
the current backlogs of orders vJ,ll reC4ive appropriate attention.
from eA-NY 80 that these orders can be correctly p~.ionec5. vit:h
mini1NlJ. further delay. If the backloga are not eli_in_ted by the
tiJle SA-NY aul::alt:. the root cause llDalyses of the problems
c«using the b4cklogs, BA-Rr'. aul:nisaion should a1.o include an
a<:t.i.on plan for processing these orders.

Sincerely.

~~~k
Director
Office of CQIImwUca.ti.ons

cc: KiJDb7erly Scar4ino, leI WorldCom
C~i.ftord williams, ATi:'I"~
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February 4, 2000

Mr. Dan Martin
New York Public Service Commission

Dear Dan,

Bell Atlantic-New York's inability to reliably process our consumer UNE-P orders
reached the crisis stage in December and resulted in our 12/23 complaint to the state
commission. The task force mandated by the PSC in response to this complaint has
operated for approximately a month now and BA-NY is no closer to solving the root
causes of lost UNE-P orders and completion notices. Workarounds that have been
instituted have been ineffective. Indeed, the problems are become even more severe. As
of today, Bell Atlantic's systems continue to lose literally thousands of orders per day.
Therefore, we need your support and that of the PSC in ordering SA-NY to undertake the
following steps towards an effective solution to these problems.

Replace FTP with Connect:Direct.
We requested that BA-NY implement Connect:Direct in April 1999 because it has proven
to be a reliable means in the access business to transmit and receive batches of orders and
status messages about those orders. BA-NY refused then and has refused several times
since to implement it for the local business. Yet BA-NY continues to lose files of AT&T
local orders sent to them over the FTP link. In the past, they have excused this by
pointing to the immaturity of their FTP operation. The time for excuses is over.
Connect:Direct is a more robust, reliable means of transmitting and receiving EDI files.
It contains capabilities not resident in FTP to detect and correct transmission failures.
We would like BA-NY to implement this approach jointly with us within the next 60
days.

Replace ECXpert with a system of proven capability.
BA-NY has been working with its software supplier, Netscape, since early. November to
fix software bugs in its EDI front-end. Despite these intensive efforts, one or more
software bugs in this software continues to cause the loss of a significant number of our
UNE-P orders. This same bug is implicated in BA-NY's inability to return electronic
status messages, especially the completion notices needed to trigger our retail local
billing and customer servicing. There is no sign whatever that the underlying problems
are even being identified, much less fixed. Since there has been no progress on an area
that seriously harms our customers and our ability to serve them, we insist that BA-NY
complete the replacement of the faulty systems within the next 90 days. The new system
should be chosen for its scalability, reliability, and compatibility with the AT&T gateway
and with Connect:Direct. We request that SA-NY be required to review and obtain our
agreement to their approach before implementing it. Failure to have a fully functioning
interface that does not lose orders or status messages within 90 days should be
accompanied by very substantial daily fines.



These future penalties notwithstanding, SA-NY should be ordered to immediately begin
to remove from our wholesale bill any charges for customers on whom they have failed
to send us a completion notice. In addition, BA-NY should be ordered to begin
immediately to reimburse AT&T for our costs and lost revenue related to orders SA-NY
has lost. These costs include but are not limited to the opening of trouble tickets on
affected orders, the resubmission of the orders to BA-NY, and the loss of revenue
calculated from the original customer due date to the date on which an electronic
completion notice finally arrives in AT&T's systems.

Implement order tracking, management and recovery.
As early as the June 1999 technical conference, we pointed out the need for BA-NY to
develop order tracking and management tools to support a commercial grade wholesale
business capable of realistic volumes. BA-NY chose to ignore this advice. The result is
that BA-NY systems and human resources are totally inadequate to find and fix the tens
of thousands of AT&T orders that experience problems every month. The problems are
bad enough, but when they occur, the problems are compounded because AT&T is forced
to function as a surrogate order tracking and management system for BA-NY because of
BA-NY's under-investment in this crucial capability. We are forced to open trouble
tickets that often contain thousands ofPONs on an individual ticket and to e-mail to BA
NY the details on each of these PONs. BA-NY personnel must then close such trouble
tickets by manually closing out each individual PON. The result is that customers' orders
and their bills remain stuck in SA-NY for months.. :..........

BA-NY should incur the costs of managing its own systems failures, and thus it should be
required to develop the specifications for an order tracking, management and recovery
system jointly with AT&T to ensure that that system meets our process DMOQs and our
needs for timely performance information. In addition, the system must have the .
capability to recover those orders and status messages that encounter trouble conditions
in SA-NY. This would not only be more competitively equitable, it would provide
greater efficiencies in finding and resolving problems, thereby minimizing inconvenience
and harm to consumers. We believe these capabilities can be brought on line in 90 days.

However, this is not soon enough to deal with the provisioning and billing crisis in which
we now find ourselves. Therefore, we ask:-

I

1. SA-NY systems have information logging and tracking capabilities that SA-NY
is not employing. SA-NY should be directed immediately to turn on logging and
tracking capabilities in all of their wholesale and retail systems so that they are
able to detect system fall-out more speedily and to fi" the underlying problems,
and

2. SA-NY should be ordered to close within the next week, every trouble ticket with
an order on it that is older than 14 calendar days (these customers have waited too
long for service and if they leave us we will incur the cost ofreseUing them later
or will lose the sale entirely)



Implement a trouble ticket process that rapidly fixes problems.
Only recently has BA-NY closed trouble tickets that we opened in late October and early
November. Until these tickets were closed, customers went all of that time without
service and/or without a bill for local service from AT&T. Trouble tickets on these high
severity problems should close within 24 hours. BA-NY should be directed to develop
and implement a comprehensive process (process flows, systems, people, documentation,
etc.) that meets this goal within the next 30 days. Again, we would expect BA-NY to
develop this process jointly with AT&T on the basis of AT&T requirements and subject
to our approval prior to implementation.

Implement an application-to-application OUTPLOC report.
AT&T and other CLECs have sought implementation ofan electronic feed over EDI of
information on OUTPLOCing customers. Current reports require manual retrieval and
are often out ofdate and/or erroneous. We believe that many of the OUTPLOCs we are
experiencing are related to the BA-NY problems discussed above. Therefore, ifwe are to
effectively address these problems with our customers, it is imperative that we receive
immediate and accurate notification of these occurrences. CR#1077 was submitted to
BA-NY and placed high on the list ofdesirable changes by CLECs in recent change
control meetings. Yet BA-NY has delayed in meeting with the CLECs to complete these
requirements and has failed to target a production date. BA-NY should be ordered to
immediately begin a collaborative negotiation to complete the requirements with the
CLEC community and to bring this capability to production no more than 60 days from
the date of the PSC order.

Additional Metrics
Besides these directives to BA-NY, Dan, the PSC should immediately add the attached
metrics to NY Carrier-to-Carrier metrics. As you know, the existing C2C metrics do not
capture the extraordinary systems failures and resulting competitive and consumer harms
that are now occurring. These new metrics need to be measured on a total set oforders
and transactions defined by what CLEes submit, not defined by what BA-NYfinds and
processes. Experience has taught us that too many orders and transactions are lost and
excluded from BA-NY's current measurements. The metrics need to be closely tied to
PAP penalty provisions.

Solutions for UNE Loop Problems
While we have addressed consumer UNE-P so far in this letter, a number of the foregoing
steps are also warranted for business UNE loop orders. Specifically, the Commission
should order BA-NY to develop a more robust trouble ticket process for clearing system
related problems, as well as a more robust order tracking, management and recovery
process for UNE loop orders. In addition, we ask that the PSC order BA-NY to make
TSR and UNE-P available at UNE loop prices for business customers when BA-NY
cannot deliver a UNE loop to us because the customer is served by IDLe technology.
Finally, BA-NY has failed to follow agreed processes for outside moves and new lines.
The PSC should direct them to follow these processes immediately.



In addition, although BA-NY has proposed a process for disconnect I re-termination, it
would require complete re-engineering of our processes. We request that BA-NY be
directed to jointly develop a process satisfactory to AT&T in the next 30 days.

The Commission Should Impose These Requirements by Order
It is important that Bell Atlantic be directed to undertake these actions by formal
Commission order, and not by some form of informal or "voluntary" commitment. We
have had too much experience with such commitments. Only by directing these actions
by order can the Commission hope to guarantee to preserve its full statutory authority in
case some or all of these actions are not successfully completed in the appropriate time
frames.

Our closing request, Dan, is that the NY PSC temporarily suspend the five-day
provisioning weak spot measurement ofAT&T and other CLECs who cannot meet this
requirement as long as the foregoing BA-NY wholesale problems exist. Thank you for
your on-going support in these matters.

Sincerely,

Raymond G. Crafton
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STATE OF NEW YORK
PUBLIC SERVICE COMMISSION

At a session of the Public Service
Commission held in the City of

Albany on February 11, 2000

COMMISSIONER PRESENT:

Maureen O. Helmer, Chairman

CASE 00-c-0008 - Complaint of MCI Worldcom, Inc. against Bell
Atlantic-New York concerning Billing Completion
Notices, Firm Order Commitments,
Acknowledegments and Tracking Numbers, filed in
99-C-1529.

CASE 00-C-0009 - Complaint of AT&T Communications of New York,
Inc. against Bell Atlantic-New York concerning
Acknowledgements, Completion Notices and
Pre-Order Outages, filed in 99-C-1529.

ORDER DIRECTING IMPROVEMENTS TO
WHOLESALE SERVICE PERFORMANCE

(Issued and Effective February 11, 2000)

In late December 1999, MCI Worldcom, Inc. and AT&T
Communications of New York, Inc. filed with the Department
requests for expedited dispute resolution. The complainants
alleged that deficiencies in Bell Atlantic-New York's (Bell
Atlantic) operation support systems (OSS) were, among other
things, causing wholesale orders to drop out of the normal OSS
systems and substantially delaying the ability of consumers to
move their service to competitive local exchange companies.

Over the past several weeks, the Department has
confirmed the allegations and worked with the competitive

carriers and Bell Atlantic to identify and resolve the problems.
By letter dated February 4, 2000, Bell Atlantic acknowledged the
system problems and committed to resolve them. It indicated
that, in the short term, it would develop temporary solutions to
ensure that wholesale customers would receive adequate service
and thereby be able to continue mass market efforts. The
problems, nonetheless, remain substantially unresol~ed.



CASES OO-C-0008 and OO-C-0009

Because adequate wholesale service is critical to the
vitality of the newly developing competitive markets, the
Performance Assurance Plan requires Bell Atlantic to serve
wholesale customers in accordance with performance levels set
forth in a variety of monthly metrics. Bell Atlantic's current
performance problems, however;' if unabated for another month,
could undermine the ability of competitors to provide local
service in New York State. The Commission, therefore, is
invoking its authority under the Public Service Law to require
Bell Atlantic to comply with particular performance levels,
described herein, on a daily basis.

First, Bell Atlantic will be directed to process and
prov~s~on orders each day in accordance with the standards set
forth below. Further, inasmuch as system problems have generated
a substantial backlog of orders that directly affect wholesale
users and their customers, Bell Atlantic will be directed to
respond to all outstanding trouble tickets by dates certain, with
appropriate notifications and order status information.

Until the system problems are resolved to the
Commission's satisfaction, Bell Atlantic must report daily to the
Director of the Office of Communications the number of wholesale
orders that it has requested its wholesale customers to resubmit.
This information will enable the Department to monitor the
progress of Bell Atlantic's interim, work-around solution.

Authority is reserved to the Commission in the Amended
Performance Assurance Plan to reallocate available bill credits.
By letter dated February 7, 2000,' parties were invited to submit
comments concerning reallocation. Comments were received from
the Office of Attorney General, AT&T Communications of New York,
Inc., MCI Worldcom, Inc. and Nextlink New York, Inc. The

commentors agreed that the seriousness of the situation required
a response.

Given the importance of the timely provisioning of
notification to competitive carriers, it is appropriate to
reassign weights within the UNE and Resale Mode of Entry ordering

-2-



..
CASES OO-C-0008 aud OO-C-0009

domains. The weights of OR metrics 1-02-%On Time LSRC - Flow
Through - POTS; 1-04-%On Time LSRC <10 lines (No Flow Through) 
POTS; 1-06-%On Time LSRC>=lO Lines - Flow Through - POTS;
2-02-%On Time LSR Reject - Flow Through - POTS; 2-04-%On Time
Reject <10 Lines (No Flow Through) - POTS; 2-06-%On Time LSR
Reject>=10 Lines (No Flow Through) - POTS; and 4-02-Completion
Notice - %On Time - POTS & Specials are doubled. Further, in the
UNE Mode of Entry ordering domain, the weights of Complex metrics
1-04, 1-06, 2-04, and 2-06 are changed to 0 and the weight of
6-03-~On Time Accuracy LSRC is reduced to 10.

In the Critical Measure allocation, metric #3 (6-03-%On
Time Accuracy LSRC) will be replaced with the metrics that are
doubled in the Mode of Entry noted above. The dollars allocated
to metric #3 will be allocated to the various metrics that are
added according to each metric's relative weight. The
reallocations in the Amended Performance Assurance Plan, together
with the directives in this order, will maximize the company's

.:.f~. .

incentive to resolve the problems described above in an
expeditious manner.

This action is taken on an emergency basis under the
State Administrative Procedure Act Section 202(6). The immediate
adoption of this rule is necessary for preservation of the
general welfare of New York customers. The" resolution of Bell
Atlantic's OSS problems is essential to enable competitive
telephone companies to offer local access service to customers.
Delayed implementation of corrective measures will delay
competitive service offerings to 'customers to the detriment of
the general welfare.

This order will remain in effect until the Commission
is advised by Department Staff that Bell Atlantic's systems and
processes are performing at satisfactory levels.

It is Ordered:

1. Bell Atlantic shall respond to and clear all
trouble tickets filed from January 1, 2000 to February 11, 2000

-3-



CASES 00-C-0008 aI!u 00-C-0009

regarding missing orders, acknowledgements, firm order
confirmations, and notices of provisioning and/or billing
completion, by no later than 5:00 p.m. on February 18, 2000.
Trouble tickets filed prior to January 1, 2000 shall be cleared
by February 15, 2000. Bell Atlantic's response should either
provide the notice{s) that were the subject of the trouble ticket
or, in the case of orders that Bell Atlantic has been unable to
retrieve or recover, request the wholesale customer to re-send
the order. If a wholesale customer is requested to re-send
orders, Bell Atlantic must ensure that no more than 5%, on a
daily basis, of the orders are rejected as a duplicate order.

2. For orders submitted by wholesale customers via EDI
beginning February 18, 2000, Bell·Atlantic shall process and
provision the orders according to the intervals set forth in the
carrier-to-carrier guidelines, including related notices
according to the intervals set forth in the carrier-to-carrier
guidelines. Firm Order Commitments and Billing Completion
Notices must be timely provided at a minimum 90% performance
level measured on a daily basis. Bell Atlantic shall submit by
3:00 p.m. each day, until further notice, a report to the
Director of the Office of Communications showing Bell Atlantic's
on-time performance for the previous day.

3. Bell Atlantic's Amended Performance Assurance Plan
shall be modified as set forth in the body of this order
effective March 1.

4. This order is adopted on an emergency basis
pursuant to Section 202(6) of the State Administrative Procedure
Act.

5. This proceeding is continued.

(SIGNED)
Commissioner

-4-
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Bet AUO/'ltie
foes Aveft~ til th. AmeIt••
New Ven. NY 1003S

January 19. 2000

Mr. FranJcI~
~ident - Network Services
ATAtT
29' NorUt Maple AYe., Room 449 t]
Baskiq Ridae. Now JeI'cy 07920-1002

P.ul~

Croup~dMt- N.ewott~~
Z1Z--"Oh

@.HcIJAtlantic
.-=.:::--'Q -

AT~T 1s an irnpolUnt and major customer w Bell AtJandc and I am oommitted 10 UCllhat yow ooncerns IrO

addtused appropriately. Let me assure you thac B01l AtJ8Iltie has been cQmmitted to provide quality OSS .
inurfaces to all ofour wbohlAI. customers. Bell Atlantic i. alway. rev1cwins serviu issues and working on
'tuality assur..nce plans to ensure its operating systems performance meets or exceeds lhc expec;lalioftl ofour
customers.

We an worlc.ins on addrossiDg tho key aft&1 d\at you identified in your letter daIocl January"'. We bave
developed aetion plans in ~ch of thde areas.

1. ,,.~..,rde,. irrIerfoce - ATAT uses • COR,8A interface to Bell Atlantic for pro-ordcr transaCtions. It is
a new interface. joiDtJy dcYelopod between &11 Allude -nd AT....T. The \lc::ndor cedutolOS)' used is
relatively new and ~oes not ha\lO IS m\lC:h ··out of the box" performDce reliability as more established
products and technologies. Many issues were ad4resled belWOCft our teams as we developed the
interface. Bell Adantic received 18 trouble dek.t.ln November and Do4:omber tor prc-ordcr. We
have conducted root cause analysis em .U tlacsc debts. Scvcm ofthole tick~~swere caused by yendor
software iS$ucs. five tic:keu were Bell AtJlnlie 'back end l)'Itens problems which affected Ben
AtlU1tic's rc~U operations a$ well, three tiekets were AT~T pr1)blems, two tickets were undetermined
problems :and one was related to internal Bell Allafttic software proceaes.

To remedy ~oso cau.ecS b~ vendor software defectl.,~ JalYC fzluo4uccd a fix to detect the problem
and lutoraatJ"J1y reset within 2 -l seconds. At the tlmc= theae pco&lem.s ocwrrecL AT.r.
configurarion wouJd h&~ ,tluJted iu • 2 - !- hOur Im.pact from the 2 -3 second impact c SeU
Atlantic. We believo nt ATAT has made chanacs co prevent this situlZicm from causing an extended
olltage within AT.tT. A permanent fix for this situation requires a. vendor patch. which wUl be
inscal1ed after the Ben Atlantic &ntem-l nlC moratcmwn. which encls 1120. We hive ween other
corre~yo action 1$ apprgprilte blc1udina. elC&1atio!ls to senior levels II the software vendon. moving.
off impacled hardware boxes. and cban;illl the failover prooe4Ul'U.

For the lickets·that were caused by slow or DO R$pense lime fi'ozn back<nd systems. we have
.U~tod addillonal r~es (queue me. memor)', CPU) co back cad IrppUcations, co ",sec thCl
dc:mlU1dor~.

The root cau5C ~ould !lot be decermincd for two tickeU. seu A'lanti~ luvmpted problems onlhi.
side orthe interface. No problems went ~Ced. To the best ofm)' knowledge, ATaT did nOE

respond to the ~\lest for join, inv~l&tionwhich would be Doed.c4 to find me root cause. Due to
the .,ynchronoU$ realtime tlallR ofmi. lnterface.joint problem analysis between our companies is
erlucal to quick and per1lWlCftt ftsatutlon or issues. Bell Atlantu. 1$ D\01lltorln& Ibis interhc:c and
lookos forwud to condu~insjQjm analyscs with AT"T to resolve klues quickly.



'. ..

2. Ortle"i"~ .BeU AtlllUfc bas determinlld the root cause tor the lUjority ofthe aUssin&
.elcnowledaemCl\Ls in Nowmber and earl)' December. 11IC:llC Weto ~cdby • confisuratioft ohlft8c
made November 7 to. third party product. ECXpcrt. as instructeel by the vender. The issue wu
escalated co the vendor and the confiauntion was met 1212; ddt W\covered uother bug that wu
resolved on 1219.

WUh rqpecr to me mi..inc acknowkdsomenu rcpotIed since cady Dec.mbet, we have round
.cS4icional lAue:s with lb_ ECX~rt pI'O'tuct ...cl have escala14ld &heM with the veMClI'. no vendor has
rnpondcd with technical support. inc1udina prcnoidin, cm.ci~ support to resolve this problem, I:I1d. haS
committed to wort these isrues to satisfactory conclusion. -

3. Cp'f!i,,,,tIIlo,. tDtt1 CQmplelion rrotit:a·
Many ofATAT', October - December buMess lickdl. have DOW been closed, IQd the rcmahrins
ones llIill be done by the md urdUs week. The aaalysis ofthese situations has shown. variecy of root
cause,. For exllmpJ.cs. then were intemallol-oD m problems. and • query .iNation fh~ icnpacced
Bell Atlantic Sol%th orders intenniUc:ntly.

We are eoatinuins to wodc resolution ofebe coasumer orders. t.iU the bu.siDoss orders we bave (ouad
that there are varied root causes 8D4 fWt patterus dw cxplaiD luee numbers of enisalng conGrawions
or ~01Ilpllfriona.11&c onacing invcsdpdon ofan oftbcsc isnee requires analYI&s of individual PONS,
and this is. yeo- time coasumms efFort.

Bell Atlantic is ,.,.~t'JdnIaa:ressive1y oa these open issues. Our objective is to c:lear as many as
possihle within two weeks. Tho$~ orders that remam \mrcsolve4 at the end oCme twv....ook window
win have a resolution lind timcdincplan identified.

4. BusiltlW orders .....our TISOC Operations Calters and your Operations Centers are in almOlt deny
contact with el¢b odler worki:ne Ihrouah various operatiCIMI ocmcems. Tbese opentloas team
discussion.ha~ ted to or4et' ~cODCi1\.aian. center trab1lDI for 'both oompmi." md lOme claily
procc::ss c:lwJps.. We m\lSt coutinur: to work wlether to improve ourjoint bmdlizl& ofuhimltt «nd
user cUSlOmef orders. Although in the belinMls theN may have been perceived "mishalcS1iDs" of
orders by ATclT. out dally interaction has elimizwed coufusion in the proVisioning ofordeq bc:tweon
companies. I am sure YO\llLiI'le that if our centers opcta&c as a team, these issues at the operational
level will rc:::suJt in inJprovemanu for both companiCs.

S. The t)/SteFn6 1r~lp desk - Bell Allantic has eQblisbed •~l talk force co perl'orm root c:aUSCJ
analysis aDd expedite resolutiw ofthe.e open trouble uck.ccs. This team bas technic:al apcns iTom
the impacted systems IDd business experts from the OpatiaaS Center (TISOC). This team is takina
an end to end view oftbe problems, idmtifYiD& and wor'kiD& issues. At thia ~mo, we do not think that
my~ panioipatlOQ by ATAT on our liee woulcl be helpful. We ve sendinl two CLEC
Operations Support m~mbets to the ATAT D=vet Operations site 1his week. 1'b.ey will t. in
AT&T'I Center fo!' IWO weeks to COftduc: in-depth analyses and asess tM:Lat adclidoul corrective
actions may be needed We also will coatinl.ltl to hold weekly team call. wllh AT&T's consum... ..,c1
bQlifte5S unlts to t'eview/~lvctho open ttouble tickets and. executive QU$ to provide feedback. ID
addition. we arc c-.bliehins • direct technl~aJ coutICt pI'OOOSI to moni«lr orden with your 'ec:hnical
contacts each day.

La me asSUR you that Bell Atlantic Is worlcine aggrCS$ively to ddress aU !he i$$Ue. raised in yoW' lefter. Jfyou. have
any qu~ionJ, please scod me In emaildireCtly.· .
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Bell Atlantic's Investment in Wllolesale: Insufficient to Sustain
Commercial Quality at Realistic Volumes

Summary
A pattern ofconsistent under-investment in BA's wholesale local business evident to
AT&T in 1999 is now evident to all. Elements of this pattern include:
• Use of immature, inadequately tested software for the wholesale business in

conjunction with a wholesale systems architecture that cannot scale to handle real
world volumes with commercial quality.

• Refusal to invest in an order management, tracking, and recovery system that would
prevent the loss of large volumes ofCLEC orders and BA's responses to those orders.

• Refusal to invest in processes, software tools, human resources, and documentation
that would rapidly close CLEC trouble tickets issued against BA systems.

• Refusal to apply adequate resources in a timely manner to meet committed schedules
for new systems releases.

Under-investment in Wholesale Systems and Architecture
Pre-ordering
• BA acknowI~dgesthat 13 of 18 trouble tickets from November and December relate

to·t>'tigs in its wholesale software, insufficient scale in its back-end systems, and flaws
in its software for backing up against system failure.

• BA acknowledges that "The vendor technology used is relatively new and does not
have as much 'out of the box' performance reliability as more established products
and technologies." [Po Lacouture to F. lanna, letter dated 1/19/00.]

Ordering
• Since April 1999 BA has refused AT&T's requests to invest in a file transfer

mechanism that would detect the loss offiles exchanged between AT&T and BA.
Thus BA continues to lose files sporadically and to send empty fUes.

• SA's wholesale ordering systems broke down in late October as CLEC volume
increased. Other trading partners and other industries have successfully avoided such
problems.

• SA acknowledges that a series of softwar~bugs in its wholesale systems for
electronic ordering have caused losses of large numbers of CLEC orders and BA's
responses to them. The first problem occurred on 1117/99 and was corrected on 12/2.
A second bug was fixed on 12/9. This, in turn, uncovered still a third serious bug in
the same system that remains unsolved to date. [p. Lacouture to F. lanna, letter dated
1/19/00·1

• BA acknowledges that 810./0 of missing confirmation notices and 76% of missing
completion notices are being lost by their new wholesale systems, not by legacy retail
systems. [Task Force Meeting with NY PSC and AT&T 1/19/00.]

• Since BA cannot fix the software bug, it has instituted a combination ofmanual
workarounds and has begun to rearrange its systems to try to cope with the problem.
The manual workarounds have been ineffective thus far and neither of these
approaches is scaleable.



Under-investment in Order Tracking, Management and Recovery
• Since the June 1999 Technical Conference BA has refused to invest in a system that

would track CLEC orders as they run through a long chain ofBA wholesale and retail
systems in an attempt to be successfully processed.

• This system must determine when an order or response is stuck between two ofBA's
systems and provide the management tools to allow successful recovery from the
condition. "

• Without an investment in such a system BA has resorted to manual methods requiring
that lost orders and responses be searched for one at a time. Manual recovery has
been completely unable to cope with the large volumes of problems generated by
BA's unstable systems and wholesale architecture.

• Trouble tickets that cover thousands ofstuck or lost customer orders and missing
responses often take more than 30 days to close and hold up customer service,
customer bills, and information needed to deal with customer inquiries. See next
item.

Under-investment in the Systems Trouble Ticket Process
• Long distance carriers have invested in network elements, operations systems,

processes, documentation, and people to ensure that high-severity problems affecting
customers are normally closed within 24 hours.

• BA's process team for closing systems-related problems told AT&T that its current
process cannot be expected normally to close severe problems in less than 30 days.
[D. Jefferson and staff with P. Hanley and staff, telephone call of 12/16/99]

• As noted below, actual performance often exceeds even this elongated target.
• Inadequate BA investment in a robust commercial process for handling problems has

resulted in a long string of broken promises to clear trouble tickets:

Business Trouble Tickets Due Date Outcome
Weekly meetings with BA Help Desk from October onward agree to: 11128/99 Missed
Close all Oct and Nov trouble tickets.
Deliver root cause analysis.
After repeated escalations in early December, BA cc'DlXlits on 12/16 12/23/99 Missed
to close all Oct, Nov, and Dec trouble tickets in one week (11 of24 tickets

ODell)

Commitment Met
1/27100



Consumer Trouble Tickets Due Date Outcome
Weekly meetings with BA Help Desk from October onward agree to: 11/28/99 Missed
Close all Oct and Nov trouble tickets.
Deliver root cause
After repeated escalation in early December BA commits on 12121 to 115/00 Missed
close 8 OctlNov tickets in IS days
After repeated escalation in early December BA commits on 12/21 to 1120100 Missed
close 12 Dec tickets in 30 days

Commitment Met
1126100

PSC requests root cause analYSis on InlOO 1/14/00 Missed
Commitment Met

1/19100

Consumer Backlo21 Missed Due Dates Due Date Outcome
PSC requests backlog removal or action DIan on In/oo 1114100 Missed
BA commits to AT&T on 1111 to work backloS! down in 2 weeks 1125/00 Missed
BA commits to AT&T on 1120 to "clear as many as possible in two 212/00 Missed
weeks. Those orders that remain unresolved at the end ofthe two-
week window will have a resolution and timeline plan" (Letter from
Lacouture to lanna)
AT&T has been asked to re-send 1,600 orders on 2/1 indicating that Open
BA is still losing orders. Despite
BA's attempts to work around the problem from 1/17 onward, about
15% of the orders submitted to BA in January missed their requested
due dates, the same percentage as December.

Consumer No Dial Tone (NDT) 1Suspend for Non-Payment Due Date Outcome
(SNP) Durin! UNE-P Mi2l"lltion

After repeated failures to respond with a root cause analysis and set 1113/00 Missed
of solutions in December, the problem was escalated to Sill level
mana2ement and AT&T pve BA a deadline on 1/6/00
After repeated escalations to 6Ul level management and issuance of SNP problem to
PSC complaint BA partially addressed the problem in the Crotty to be fixed in June
Helmer letter of 2/4/00
BA Dromises a "definite Dian" to fix NOT Droblem on 218 2/9 Missed
The "definite pian" turned out to be a list ofcauses and the number 2/18 Open
of occurrences. No solution to any cause was offered. A full plan is
now due in a week. I

Inadequate Investment in Resources to Support New System Releases

LSOG 4 Uniform Interface Release Due Date Outtome
In August 1999 BA settled an FCC complaintby agreeing, in pan, to 1/20100 Missed
deliver LSOG 4.1. DelivcI}' to its CLEC Test Environment was
required to occur 30 days prior to the 2/21/00 production release.
As of 2110, LSOG 4.1 was still not available for testing and the Open
production date of2121 is imminent
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! declare under penalty of perjury that the foregoing is
tru~ and correct.

Ex€<::uted on February\O, 200.0. ~__

~8~~~
Denise E. Smith
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I declare under penalty of perjury that the f.oregoing is
true and correct.

Executed on February 14, 20QO.
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