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BeliSouth Florida OSS Testing Evaluation
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Date: November 3, 2000

EXCEmON REPORT

An exception._ been identified as a result ofthe test activities associated with the
process verification review for Interface Development (pPR 5).

Exception:

BeIlSe.IM... appropriate process, methodology and robust test environment
- fortedblaofthe eleetronic data interchange (EDI) interface.

BaeklrtUd:

The,~$teI)tbra~LEC planning to execute transactions on BellSouth's EDI production
....i.sfor'tileqBC to develop anEDI software interface. To accompl~h thUI,the
~~ tDnews __JISouth's EDI interface development process which incldS acqWring
';~~"following a test plan that willlead to certified connectivity with
~t.Bi?Iprpduction systems. Once certified, the CLEC can execute customer
"~ODS'with BellSouth.

,To-facilitate market entry by a CLEC, BellSouth should make available a robust test
envir()mn.entfor the EDI interface.

IssUe:

CLBCs that seek·to test the EDlmachine to machine interface during the establishment of
system,connectivity do,aothave an adequate test environment available.

I3eI1SoUth'S~BDI test environment does not offer the functionality to enable a
eLBe to thoiougMy test its EDI interface prior to connecting to BellSouth's production
systeins. Some of:(the elements KPMG Consulting would expect BellSouth's EDI test
environment and test processes to include are:

• Ability,for a CLEC to create valid electronic test transactions that will process
comple4'ly through BellSouth's ordering, billing and provisioning systems. In.
BeUSout\1's'existingprocess, when a CLEC sends test transactions to BellSouth's
test en'Virolu;llont the ti:aJlsactions are not processed by either billing or
provisiotW:ll~tems. 'The only system generated confirmation is a Finn Order
Confirrnatten (FOC), which indicates, simply that an order was received and
processed"through the ordering system. The CLEC is not notified ofthe test
transaction's success or failure by BellSouth's EDI systems directly. In a
production environment, a Billing Completion Notice [BeN]'and Provisioning
Completion Notice [PeN] are system generated upon successful processing.
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CurreJ1t Bell$outh testing methodology does not allow a CLEC to ensure that the
test traasaetions·generated by a CLECs EDI system can be processed end-to-end
by BellSouth systems successfully upon reaching the production environment.

• BellSouth test cases with expected input and output data that' will facilitate the
eLECts ability to validate a developed EDI interface before and after connecting
to BellSouth's test or production environment. All BellSouth test cases should be
ofsufficient breadth and depth to allow a CLEC to robustly and thoroughly test
all facets ofitJ EDI interface to ensure it has met BellSouth specifications.

• Consistent and documented process for creation ofCLEC specific test cases. A
CLEC shoUld have the ability to develop an overall test approach or plan that is
consistent with its intended business model.

• Documented test processes and expected timelines. A CLEC should have access
to information outlining the entire process prior to commencing development for
business planning purposes.

• CLECs that have already entered the market require consistent and documented
processes,tilnelines, and a test environment that will permit them to test new
changesotieleases prior to their introduction into the production environment.
As c__es:.ate··made to BellSouth's EDI systems (e.g., software, specifications,
busineSs rules, etc.) that require a CLEC to upgrade its own EDI interface to
COlitinue to 'be'able to conduct transactions, the test environment should·be
updated·in a controlled fashion that will permit a CLEC to test these system
changes before they are used with live data or on production systems. The CLEC
should be provided with reasonable notification.

AmeDda..t~Inresponseto the BellSouth request for more detail regarding the
proposedm:>l~en~ent, KPMG Consulting agreed to develop a more detailed
description oftho.types ofelements typically found in the test environment. KPMG
Consulting woul4ox.pect, at a minimum, the following elements to be included in a
comprehe11siveEDl test environment:

1. Detailed description ~f the complete functionality and operation ofthe proposed EDI
test environment (down to the computer system level).

2. Capacity and availability ofthe proposed EDI test environment.

3. Computing and network architecture of the proposed EDI test environment.

4. Types and version ofsoftware to be used in the proposed.EDI test environment.

S. Standard template or process for developing a CLEC Test Agreement.

6. DocwnentedproCess for developing a CLEC EDI interface test plan.

7. CLEC requirements for connecting to the proposed EDI test environment.
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8. Documented process for the creation, use, and modification ofBellSouth and CLEC
test data. Complete test cases would include expected outputs.

9. Detailed flow ofevents for submitted test transactions, including the types of
messaging (automated and manual) that will be exchanged between the CLEC EDI
interf~ and the proposed BellSouth EDI test environment.

10. Documented~ess that guides a new CLEC EDI trading partner (i.e., new entrant)
through the StePs necessary-from initiating the EDI interface development process
through to th.e"cutover into a production environment. I.e. an end-to-end view ofthe
EDI interfacedOvelopmentlconnectivity process.

11. Documented process· that guides an existing CLEC EDI trading partner through the
necessary steps for a new EDI system release-from connecting to the proposed EDI
test.environment to·developing and testing against the new system release through to
the cutover into a production environment. I.e. an end-to-end view ofthe EDI
interface development/connectivity process for a new software release that includes:

- Intervals.
- Milestones.
- Software version control and availability.
- Testing.
- Software migration.

12. Quality assurance processes BellSouth would employ to ensure the software in the
proposed.BDI·test environment is equally functional and stable to that in the
production environment.

13. Documented process for notifying the CLEC community on events regarding the
proposed EDI test environment.

14. Process· for· providing support to a CLEC operating in the proposed EDI test
enviroume1tt,.itlcluding the ability to report, track, and escalate issues.

Impact

Due to deficiencies in the current EDI test environment, CLECs have difficulty in
developing defect free interfaces. This has an impact on a CLECs ability to develop and
deliver uninternlptedservice to its customers.
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2nd AMENDED EXCEPTION 10
BeliSouth Florida ass Testing Evaluation

Date: September 26, 2001

EXCEPTION REPORT

An exc8ptioa.<~ identified as a result of the test activities associated with the
Metrics Calculations Verification and Validation Review (PMR-S).

Exceptio.:

KPMG C08.UtiDg has found that BeUSouth's implemented metrics calculations for
the "OrderIDg: LoeaI Number Portability (LNP) - Reject Interval" Servlee QuaUty
MeU1llemeDt report (May 2_) are inconsistent with the documented metrics
caicuiatioDl•.(PMU)

Background:

Service QualitY Moasurements (SQMs) are calculated to illustrate BellSouth's
OperationalS1lppQtt $Ystetn performance. Each month, as mandated by the Florida
PUbfi.cSetyice~ion, BellSouth publishes performance measurement reports of
SQMva1uosfoJ'the CLECs engaged in business activity with BellSouth in the State of
Florida. BellSOUtb,also publishes the monthly processed datal (pMAP raw data2) used
to create these· reports.3

Issue:

As part of the BellSouth-Florida OSS Evaluation, KPMG Consulting is attempting to
replieate~reports using BellSouth's published PMAP Raw Data User Manual, where
applicablejt:he corresponding raw data, supported by technical assistance from BellSouth.

When KPMG Consulting was unable to replicate the BellSouth reported values for the
"Ordering:LNP - Reject Interval" SQM, KPMG Consulting discovered during the
investigation ofObservation 12, that BellSouth's implemented metrics calculations are
inconsistent with the documented metrics calculations.

1 The term ''processed data" refers to the data used to validate SQM calculations. For certain SQMs,
BeIlSouth,U$eI tht

c
'tOI1b "PMAP raw data".

2 The PMAPRaw~ User Manual includes instructions to calculate SQM values for certain reports.
BellSouthpuWishes the Manual and corresponding processed data to provide to CLBCs the ability to
calculate their SQM values independently and thus verify the reports. The Manual is posted and updated
on dte PMAP site. KPMG Consulting relied on the May IS, 2000 version of the Manual.
3 These reports and PMAP raw data may be delivered in hard copy or via the PMAP Web site.

KPMG Consulting, Inc.
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BeliSouth Florida ass Testing Evaluation

In the BellSouth ResP9nse to Observation 12, BellSouth infonned KPMG Consulting that
the reported interval distributions do not reflect necessarily the intervals (levels of
disaggregation) idel'ltified in BellSouth Service Quality Measurements (SQM Manual).

The primtrr)' difference in calculation lies within the methods ofcalculation used,
i.e., InfiJ""ix-4GL utilized by BellSouth vs.·Microsoft Excel utilized by KPMG.
Interval"calculations within PMAP using Informix-4GL are carried only to the
nearest minute, while interval calculations using Microsoft Excel are carried to
the.millisecond by default (this setting depends on the user's choices). This
difference in precision results in various intervals being categorized into the
wrong "buckets".4

Using BellSouth's'interval example, BellSouth would report inaccurately intervals of4
minutes and 33,:seconds in the "0 to 4 min" category, instead ofthe "4-8 min" as
prescribed by rWesdocumented in the SQM defmition.

The discrepancies, originally identified in Observation 12, are listed in the following
table.

FLA 2nd Amended Exception 10 (PMR5).doc

1 TotalM~h; 0-4 min 28 830 3.37% 3.49%
UNELoop

wlLNP
2 TotalMech; 4-8 min 3 830 0.36% 0.24%

UNELOOp
wlLNP

3 Total Mech; 1-8 hrs 62 830 7.47% 8.07%
UNE Loop

wlLNP
4 Total Mech; 8-24 hrs 30 830 3.61% 3.01%

UNE Loop
wlLNP

5 Total Mech; 0-4 min 0 155 0.00% 0.64%
LNP

6 TotalMech; 4-8 min 1 155 0.65% 0.64%
LNP

7 Total Mech; 12-60 min 4 155 2.58% 2.56%
LNP

4 Florida OSS BellSouth's Response to Observation 12, November 15,2000. Page 3.

KPMG Consulting, Inc.
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2nd AMENDED EXCEPTION 10
BeliSouth Florida OSS Testing Evaluation

T0t8r~80h;

LNP,
10.97% 13.46%

7.10% 4.49%

78.71% 78.21%

49.07 48.76

0.62% 0.74%

0.25% 0.12%8062

1-8 hrs 17 155

8-24 hrs 11 155

24hrs+ 122 155

Avg Int 456394.3 155
Hour

0-4 min 5 806

9 Total Mech;
LNP

14 PartialMech; 4-8 min
UNELoop

wlLNP

12 Total Mech;
LNP

13 Partial Mech;
UNE~

wlLNP

11 Total.Mech;
LNP

10 TotalMech;
LNP

15 Partial Mech; 1-8 hrs
UNELoop

w/LNP

62 806 7.69% 8.31%

16 Partial Mech; 8-24 hrs
UNELoop

wlLNlt
17 Partial·Mfjeh; 0-4 min

LNP

30

o

806

155

3.72%

0.00%

3.10%

0.64%

AmeadmeDt -In accordance with BellSouth's response to Exception 10, KPMG
Consulting re-tested using December 2000 data. However, KPMG Consulting continues
to be unable to replicate the BellSouth reported values for the "Ordering: LNP - Reject
Interval" SQM'. The discrepancies found during the re-test are listed in the following
table.

S The KPMG Consulting calculated value is derived as follows: (numerator/denominator)/60

KPMG Consulting, Inc.
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UNE
Loop

'wILNP;
1-<8 hrs

2 TotalMech UNE 64 122 52.46% 42.62%
Loop

wILNP;
8-<24 hrs

3 TotalMech LNP; 0- 97 862 11.25% 11.37%
<4 min

4 TotalMech LNP; 4- 42 862 4.87% 4.76%
<8 min

5 TotalMeeh LNP;l- 213 862 24.71% 46.87%
<8hrs

6 TotalMech LNP; 8- 258 862 29.93% 7.77%
<24hrs

7 TotalMeeh LNP; 442700.22 862 8.56 8.55
AvgInt

Hour
8 FullyMech UNE 2.45 1 0.04 0.03

Loop
wILNP;
AvgInt

Hour
9 FullyMeeh LNP; 151.53 36 0.07 0.06

AvgInt
Hour

10 Partial Mech UNE 13 121 10.74% 20.66%
Loop

wILNP;
1-<8 hrs



2nd AMEND.ED EXCEPTION 10
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UNE
Loop

w/LNP;
8-<24 hrs

12 Partial Mech UNE 218674.75
Loop

w/LNP;
AvgInt
Hour

13 Partial Mech LNP; 0- 74
<4 min

14 Partial Moch LNP; 4- 39
<8 min

15 Partial Meeh LNP; 1- 213
<8hrs

16 Partial Mech LNP; 8- 258
<24hrs

17 Partial Mech LNP; 442548.68
AvgInt

Hour

121

826

826

826

826

826

30.12

8.96%

4.72%

25.79%

31.23%

8.93

30.11

9.08%

4.60%

48.91%

8.11%

8.92

1'"AIIle"~-:1naccordance with BellSouth's Amended Response to Exception 10,7
which stated,thatcoding changes would be made to the time buckets, KPMG Consulting
attemptedtoroplieate.May 2001 data. However, KPMG Consulting discovered that the
data file .appeatedto contain only Non-Mechanized transactions (where mechztn_id = 2).
BellSouth reported at the Fully, Partially, Total and Non-Mechanized levels for May
2001 data. When KPMG Consulting requested clarification, BellSouth stated that the
data had been inadvertently hard-coded and that the issue had been resolved effective for
June 2001data.s·When KPMG Consulting re-tested using July 2001 data, KPMG
ConsuitiDgdiscoveredthat the data set still appeared to contain only Non-Mechanized
trausaetions.

Without the proper data set, KPMG Consulting is unable to re-test the "Ordering: LNP
Reject Interval" SQM.

6 The KPMG Consulting calculated value is derived as follows: (numerator/denominator)/60
7 Florida OSS BellSouth's Amended Response to Exception 10,5/7/01.
8 KPMG Consulting received BellSouth's response to its clarification question on 8/2/01.

KPMG Consulting, Inc.
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2nd AMENDED EXCEPTION 10
BeliSouth Florida ass Testing Evaluation

Ameaded _ad:

CLECs relyollBellSouth'sperfonnance measurements to assess the quality of service
provided by Be,nSouth and to plan future business activities. KPMG Consulting's
inability to replicate report values signifies that the accuracy ofBellSouth's calculation
for the "Ordering:. LNP - Reject Interval" SQM may be in question. Without accurate
SQMs, CLECs are unable to assess the quality of service received or plan for future
business activities reliably.

KPMGConsulting, Inc.
09/26/01
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AMENDED EXCEPTION 12
BellSouth Florida ass Testing Evaluation

Date: May 23,2001

EXCEPTI~NUPORT

An exception bas been identified as a result oftest activities associated with the
Documentation Review ofthe Change Management Process (PPRl).

Exception:

BellSeuth~.:_.otadhere to the procedures for System Outages (Type 1)
estabIIIlJfAI' bt'...leIISouth Change Control Process, venion 2.0 (PPRl).

Baekp'01UId:

The BellSouth Change Control Process, version 2.0 includes the following process flow
for Type 1 Changes (System Outages):!

• Ifa System Outage is not resolved within 20 minutes, a notification will be sent to
CLECs via email and posted to the BellSouth Interconnection Website within one
hour.

• Ifa System Outage is not resolved, a status update will be posted on the BellSouth
Interconnection Website every two to four hours until resolution.

• The final resolution notice is posted to the BellSouth Interconnection Website
upon resolution ofthe System Outage.

Issue:

During the review ofthe BellSouth Change Management Activities, KPMG Consulting
has found that BellSouth is not adhering to the System Outage procedures as established
mthe BeU$outh,Change Control Process, version 2.0. Specifically, BellSouth does not
adhere to the follOwing procedures:

1. Email notifications were not sent toCLECs involved in the Change Control
Process when System Outages last longer than 20 minutes.2

2. Email notifications were not sent to CLECs involved in the Change Control
Process within one hour of the outage.3

1 BellSouth Change Control Process, v. 2.0,
hUp://www.intereoRQtion.bellsouth.com!marketsl1ec/cCjl live!docslbccp/CCP8 23.pdf, August 23, 2000.
Section 4.0,Pages 16-18.
2 See Appendix A, Outages without email notice.
3 See Appendix B, Outages with email notice.

KPMG Consulting, Inc.
05/23/2001
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AMENDED EXCEPTION 12
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3. Accurate updates were not posted to the website of the current status and fmal
resolution ofeach outage.4

Amendment: ,

KPMG Consulting conducted a retest of the BellSouth System Outage Notification
Procedures. The retest consisted ofa review ofBellSouth System Outages 'beginning
March 12,2001 and ending April 27, 2001. The results are as follows:

1. BellSouth 4idnot provide notification ofall system outages that occurred during
the retest period. KPMG Consulting received retestinfonnation from BellSouth
ill 1;J1etonD ofan outage log that indicated that the following two outages occurred
on the date specified. However, KPMG Consulting did not receive any email
notification regarding these outages.

2. BellSouth did not meet the notification standard as published in the Change
ControlProcess, Version 2.2, March 26, 2001. Specifically, BellSouth met the
system o""tJlge notification standard for 42% ofthe outages reviewed during the
retest period.

5106 03/15/2001 11:34

1680 03/17/2001 5:00
1681 03/19/2001 9:20
1682 03/19/2001 12:20
1683 03/19/2001 15:15

1686 03/20/2001 17:55

0:18 NO

~22 NO
0:14 YES
0:24 NO
1:11 NO
0:09 YES

.. See Appendix••, Outages without accurate status.
5 All times baiecfon the 24 Hour Clock

KPMG Consulting, Inc.
05/23/2001
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9:30
1692 03/22/2001 15:00 15:00 0:37 NO
1693 0312212001 15:00 15:00 0:41 NO
1'694 0312212001 17:41 17:41 0:21 NO
_1(j9S 0312312001 9:54 9:54 0:23 NO
1696 03123/2001 9:54 10:25 0:09 YES
'1699 Q3/23/2001 15:15 15:15 15:36 0:21 NO
5172 03/22/2001 13:45 03/23/2001 03/23/2001 0:17 NO

15:35 15:52
1701 03/23/2001 17:52 17:52 18:22 0:30 NO
5190 03/23/200.1 13:30 16:29 18:45 2:16 NO
1703 03/2512001 7:35 7:35 8:08 0:33 NO
1710 03/27/2001 12:55 12:55 13:18 0:23 NO
1711 0312712001 17:19 17:19 17:35 0:16 NO
1713 03/2812001 10:09 10:09 10:27 0:18 NO
1717 031Z9J2001 11:02 11:02 11:22 0:20 NO
1 9 3/2912001 11:35 11:32 11:48 0:16 .NO

,1721 03/29/2001 15:20 15:20 15:35 0:15 YES
1120 03/2912001 13:00 13:00 13:18 0:18 NO
1129 0410212001 7:05 8:04 8.:20 0:16 NO
1728 04/01/2001 10:34 10:34 04/02/2001 22:00 NO

8:34
1730 04/02/2001 8:20 9:55 10:20 0:25 NO
17~2 04102/2001 14:03 14:25 14:36 0:11 YES
1737 04/03/2001 10:25 10:45 10:54 0:09 YES
1743 04/04/2001 16:35 17:00 17:07 0:07 YES
1745 0410412001 17:30 04/05/2001 04/05/2001 0:18 NO

13:57 14:15
1747 0410512001 18:54 18:54 19:14 NO
1749 04/06/2001 13:11 13:31 13:30 YES

1751 04/07/2001 14:30 15:05 16:20 NO
1752 04/08/2001 9:30 12:23 12:39 NO
1753 04109/2001 10:23 10:43 10:46 YES
1165 04I1~/2001 9:20 9:40 9:45 YES
1767 113/2001 14:30 14:50 14:56 YES

1768 04/13/2001 17:45 19:35 19:40 0:05 YES
1769 04/16/2001 11:02 11:22 11:26 0:04 YES

KPMG ConSUlting, Inc.
05/23/2001
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04/27/2001 5:08

12:33
15:30
17:43
17:42

5:19

\ 12:39
15:36
17:43
18:04

8:03

0:06
0:06
0:00
0:22

2:44

YES
YES
YES
NO

NO

BellSouth did not meet the system outage notification standard for at least 95% ofthe
outages reviewed during the retest. Based on observed retest perfonnance levels, KPMG
Consulting will·c.onduct a second retest.

Impact:

Without proper notification of System Outages, CLECs may not be aware ofthe potential
problems tbatmay arise from the outage. CLECs may be unable to assess and resolve the
situation resulting'in potentially increased costs, decreased revenue.and/or reduced
customer service.

AppendhA

Outages without email Dotice

The following'outages were reported by the BellSouth Interconnection website and
KPMG ConsultiRS, in their role as a pseudo CLEC,didnot receive email notification of
the~8S~bedin the Change Control Process, Table 4-2, Step 2, page 16. These
81 cases:~61'% ofthe outages that occurred between 05/15/2000 and
01/18/2001.

KPMG Consulting, Inc.
05/23/2001
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AMENDED EXCEPTIO" 12
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1 ;fij'1l03/2()oO 1493

2 csotS.', 0&1512000 NA

5,LEI8. b1to8l2001 1499
6 LENS ,12128l2OOO 1476
7 LENS" 12122120OO 1474
8 LENS 12122/2000 1473
9 LENS ,1211912000 1465

10 LENS 12/1812000 1460
11 LENS '1211812000 1457
12 LENS 1211512000 1454
13 LENS 12114/2000 1446
14 LEta 1211312000 1443
15 LENS:. 12112/2000 1440
16 LEN$ 12111/2000 1439
17 leNS 1at08I2000 1422
18 LENS ·1210712000 1417
19 LENS 12107/2000 1415
20 .LENS 1210712000 1412
21 LENS 1210412000 1400
22 LENs 1112812000 1389
23 LENS. 11/15/2000 1375
24 ,LEt'S:: 11./1412000 1372
25 11/1312000 1369
26 i't/1'2I2OOO 1367

27 uao· 1111112000 1366
28 LENS 11109/2000 162

29 LENS 11108/2000 1359
30 LENS 1110612000 1355
31 LENS 11/04/2000 1351
32 LENS 1110312000 1350
33 LENS 11/0212000 1346
34 LS"$ 11/0112000 1342
35 :;~8 1012912000 1331
36 > 'LENS,; .. 1012712000 1326
37 . l ..18125120001320
38 LE"1012412000 1315
39 LENS 1012312000 1311
40 LENS 1012212000 1310

42 LENS 10/1412000 '
'.. ,- .... 1.

43 LENS 10/1312000 1297
44 LENS 10/1212000 1295
45 LENS 1010412000 1284
46 LENS 09/1212000 1257
47 LENS 0910712000 1250
48 LENS 0812412000 1232
49 LENS 0812212000 1227
50 LENS 08/1412000 1220
51 LENS 07/2712000 1196
52 LENS 07/19/2000 1193
53 LENS 07/19/2000 ,1192
54 LENS 07/1012000 1184
55 LENS 06I1e!2000 1155
56 LENS :.0610712000 1133
57 LENS 061061200O 1130
58 LENS 0512312800 1114
59 LENS 0511912000 1106
60 LENS 0511712000 1100
61 LENS 05117/2000 1098
62 LENS 05115/2000 1094
63 TAG 01/0512001 1498
64 TAG 01/0312001 1495
65 TAG 1210712000 1414
66 TAG 1210112000 1397
67 TAG 11/17/2000 1380
68 TAG 11/0512000 1362
69 TAG 10/2512000 1318
70 TAG 10/2212000 1313
71 TAG 10/1912000 1304
72 TAG 10/1812000 1301
73 TAG 10/11/2000 1293
74 TAG 08/2512000 1235
75 TAG 0812212000 1228
76 TAG 07/2812000 1201
77 TAG 0513112000 1122
78 TAG 0512512000 1118
79 TAG 0512512000 1117
80 TAG 0511912000 1105
81 TAG 05/1512000 1094

KPMG Consulting, Inc.
05/23/2001
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AppendhB

AMENDED EXCEPTION 12
BeliSouth Florida ass Testing Evaluation

Outages with emaU Dotice

The following outages were reported by the BellSouth Interconnection website and
KPMG Consulting, in their role as a pseudo CLEC, received an email notification ofthe
Outage. These is cases represent 11 % ofthe outages that occurred between 05/15/2000
and 01/18/2001. 'Ineach case the 1 hour notification interval was not met as described in
the Change Control Process, Ta~le 4-2, Step 2, page 16.

1 :"112& 14:00 1:11

2 ~1210612000 9:36 11:35 1:59

3 1110212000 9:45 11:44 1:59

4 11/0212000 11:42 13:43 2:01

5 1012312000 1311 8:00 9:38 1:38

6 10110/2000 1306 12:17 14:21 2:04

7 10/0212000 1282 14:15 16:20 2:05

8 0712812000 1202 13:35 17:15 3:40

9 07/2812000 1204 14:50 17:15 2:25

10 07(1012000 1184 8:45 9:57 1:15

11 1110712000 1358 13:50 14:51 1:01

12 ;9812912000 1237 9:05 10:06 1:01

13 0812312000 1229 9:00 11:57 2:57

14 08/2312000 1230 11:10 12:31 1:21

15 0810112000 1208 21:00 812100 at 10:33 13:33

KPMG ConSUlting, Inc.
05/23/2001
Page 7 of8

FLA Amended Exception 12 (PPR1).doc



AMENDED EXCEPTION 12
BellSouth Florida OSS Testing Evaluation

AppendlxC

Outages·posted without accurate status

The .followinaoutages were reported by the BellSouth Interconnection Website but were
not accuratelY~. These 11 cases represent 8% ofthe outages that occurred
between ()S/1Sl2f8Oand 01/18/2001. In each case, the outage did not have a Final
Resolution Nc»iftCation posted on the Website as described in the Change Control
Process, Table 4-2, Step S, page 17-18.

1 CSOTS 09/21/2000 1273 Final Resolution Notification
not posted on Website

2 CSOTS 0611512000 NA Final Resolution Notification
not posted on Website

3 LENS 1211812000 1460 Final ResolUtIon Notification
not posted on Website

4 LENS 12115/2000 1454 Final Resolution Notification
not posted on Website

5 LENS 1211212000 1440 Final Resolution Notification
not posted on Website

6 LENS 09/07/2000 1250 Final Resolution Notification
not posted on Website

7 LENS 0812412000 1232 Final Resolution Notification
not posted on Website

8 LENS 0812212000 1227 Final Resolution Notification
not posted on Website

9 LENS 07/19/2000 1193 Final Resolution NotiflCStion
not posted on Website

10 LENS 06/2212000 1162 Final Resolution Notification
not posted on Website

11 TAG 11/28/2000 1389 Final Resolution NotifICation
not posted on Website

KPMG Consulting, Inc.
05/23/2001
Page aofa
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AM,ENDED EXCEPTION 13
BellSouth Florida ass Testing Evaluation

Date: July 10, 2001

EXCEPTION REPORT

An exception_been identified as a result ofthe test acti'rities associated with the
Billing FuDctitmal Usage Evaluation (TVVI0).

Exception:

BeUSoatb faDed to deliver at least 95% of Dally Usage Flle (DUF) records within six
calendar day. foDowing the date the caUs were placed. (TVVIO)

BaekgmllDd:

During execution of the Functional Usage Test, KPMG Consulting placed a variety of
types ofseripted test.calls. BellSouth produces DUF records·forcalls, as appropriate,
accordirJ.gtoE~chimge Message Interface (EMI) guidelines! The records are then
distributed to the appropriate CLEC.

Issue:

During the period between December 11-14,2000, KPMG Consulting generated usage
from six different locations served by a variety ofswitch types. Atotal of2,675 DUF
(ADUF, ODUP or EODUF) records were received as a result ofthese calls. BellSouth's
SQM Performance Reports establishes a six day time frame for distribution ofDUF
recotds.2 The.~ established by KPMG Consulting for the purpose ofthe OSS test
is that9S% of." ~dsmust be delivered within that timeframe. Upon review ofthe
DUP recordsteeeived, KPMG Consul~g found that only 94%3 were received within six
calendar dayS. The number ofrecords received by day is shown in the table below.

1 Exchanae MessapJnterface(EMI); Industry Support Interface; Issue 17, Rev. 1; April 2000
2s-s. Usage D8aDelivery Timeliness BellSouth Service Quality Measurements Perfonnance Reports,
Version 02129/00, page SSe
3 Timeliness is measured as the difference between the record date and the record pack creation date. The
package creation date is remain·the same in the case ofa resent DUF.

KPMG Consulting Inc.
07/10/01011061-01
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AMENDED. EXCEPTION 13
BeliSouth Florida OSS Testing Evaluation

349
1,249
213
369
244
94
43
48
19
25
22

349
1,598
1,811
2,180
2,424
2,518
2,561
2,609
2,628
2,653
2,675

13%
60%
68%
81%
91%
94%
96%
98%
98%
99%
100%

All ofthe Untimely DUF records were received in the following BellSouth datasets:

• MD03.PFB02.0CN9990.DI21800
• MD03.PFB02.DJM9990
• MD03.PFA02.0CN9990.DI22100
• MD03.PFA02.0CN9990.DI22200
• MD03.PFA02.0CN9990.DI22700
• MD03.PFA02.0CN9990.DOII001
• MD03.PFA02.0CN9990.DOI2301
• MJ:J03'.PFA02.0CN9991.D121900
• M1M3.PFA02.OCN9991.DI22200
• MD03.PF962.OCN9992.D121800
• Mb03.PFB02.DJM9992
• MD03.PFA02.0CN9992.D122100
• MD03.PFA02.0CN9992.DOI0401

AmeDdmeDt:

BellSouth's response to Exception 13 stated th~ following two reasons for not achieving
the 95% timeliJ.1ess·>standard:

I. Originati.~~ calls with a terminating number ofסoסooooooowere sent from the
ALP~~systemtoBmS with the terminating number populated as
'FPFFFFPFllp'..rtUs condition caused usage to be held, resulting in delayed DUF
delivery.' .(A ID.eChanized process was implemented on February 23, 2001 to populate
the tenninating number with zeros.)

KPMG Consulting Inc.
07/10/010110&101
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AMENDED EXCEPTION 13
BeliSouth Florida OSS Testing Evaluation

2. KPMG migrated accounts from different CLEC provider types (i.e. Resale to UNE,
Retail to UNE,etc.). This type ofmigration causes usage to be held until service
orders po~in the billing system, resulting in delayed DUF delivery.'

KPMOC~tiDgeonducted a DUF retest between the dates ofMay 29th and June lit,
2001. Follo"':~DUF retest, KPMG Consulting received 3,598 DUF records for
calls placecfdUtirtg·the retest period. Ofthe 3,598 records received, 82% (2,953) of these
DUF recordswereteceived within the six calendar day period following the record
creation date. For the DUF retest, the number ofrecords received by day is shown in the
table below.

140
591
240
250
446

1,286
391
115
4
38
97

140
731
971

1,221
1,667
2,953
3,344
3,459
3,463
3,501
3,598

4%
20%
27%
34%
46%
82%
93%
96%
96%
97%
100%

All ofthe untimely DUF records (retest) were received in the following BellSouth
datasets:

• MD03.PFB02.0CN9990.D060701
• MD03.PFB02.0CN9990.D060801
• MD03.PFA02.0CN9990.D060601
• MD03.PFA02.0CN9990.D060701
• MD03.PFA02.0CN9990.D060801
• MD03.PFA02.0CN9990.D061101
• MP03~PFA02.OCN9990.D061201

• MD03.PFA02.OCN9990.D061301
• MDO!.PFA02.OCN9990.D061401
• MDQ3.PFA02.OCN9990.D061501
• MD03.PFA02.OCN9990.D061801
• MD03.PFA02.0CN9991.D060701
• MD03.PFA02.0CN9991.D060801

KPMG Consulting Inc.
07/10/01 Q1JQ6l.Q1
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AMENDED EXCEPTION 13
BeliSouth Florida ass Testing Evaluation

• MD03.PFA02.OCN9991.D061101
• MD03.PFA02.0CN9991.D061201
• MD03.PFA02.0CN9991.D061301
• MD03.PFA02.0CN9991.D06l40l
• MD03.PFA02.OCN9991.D061S01
• MD93.PFA02.0CN999l.D06l80l
• MD03.pFBo2.0CN9992.D06ll0l
• MD03.PFA02.OCN9992.D060S0l
• MD03.PFA02.0CN9992.D060601
• MD03.PFA02.0CN9992.D060701
• 'MD03.PFA02.0CN9992.D060801
• MD03.PFA02.OCN9992.D061101
• MD03.PFA02.OCN9992.D061201
• MD03.PFA02.OCN9992.D061301
• MD03.PFA02.OCN9992.D061401
• M003.PFA02.OCN99,92.D061501
• MD03.PFA02.0CN9992.D06l80l

Impact:

Failure to timely deliver DUF records can cause delays for CLECs in billing their
customers as well as'delaying the billing ofInterexchange Carriers for access minutes of
use.

KPMG Consulting Inc.
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EXCEPTION 16
BellSouth Florida ass Testing Evaluation

Date: March 5, 2001

EXCEPI10N UPORT

KPMG Consulting has identified an exception as a result ofthe TVVl· POP Functional
Evaluation.

Exception:

The.BeUSoQth BUliness Rules for Local Ordering -oSS '99, Issue 9K1
, does not offer

eLECI:.' abJ1t1;yto submit an order for the partial migration of a customer's
uDhUDdIed (UNE)loops. (TVVl)

BaeqroDDd:

Current allowable activity types for UNE loop orders include New (N), Change (C),
Disconnection (D),. OUtside move ofend user location (T), and Full Conversion ofservice
as specified to new Local Service Provider (V). A partial migration ofa customer's account
would allow for a CLEC to migrate one or more lines ofa multi-line account, while
leaving some lines with the ILEC or with another CLEC.

Issue:

The Bell~outhBusiness Rules for Local Ordering -oSS '99, Issue 9K, does not provide
specificbusinessmles on how to issue an order for the partial migration ofan end user's
account. Without the functionality to order a partial migration ofan end user's UNE
loops, end user customers and CLECs are required to go through a multi-step process
simply to allow customers to change their service provider. First, the customer (end user)
must call BellSouth to disconnect a partial list of the phone numbers in the account. The
disconnect must then be perfonned by BellSouth and will take at least one work day before
completion. Once the disconnect is complete, the CLEC sends an order to establish new
service with new phone numbers for the· end user. The absence ofpartial migration in
effect could operate in such a manner that it is a barrier to competition for CLECs.

I BellSouth Business Rules for Local Ordering - 08899, Issue 9k December 22, 2000. This document can
be found at the following URL: http://www.interconnection.bellsouth.com/guides/leo/pdt7gleoo009.pdf

KPMG Consulting, Inc.
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EXCEPTION 16
BeliSouth Florida ass Testing Evaluation

Impact:

BellSouth's cuttent ordering process for partial Loop Service requests may impact a CLEC
in,the following ways:

• Deerea"·~lne.stomer satisfaction. The inconvenience and the uncertain service
delivery times associated with the current process may decrease CLEC customer
satisfaction.

• Deterrent to competition. The current process may increases a CLEC's costs and
time to win customers from another service provider as well as impose an undue
hardship on customers who may want to change service providers.

KPMG Consulting, Inc.
3/512001
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3rd AMENDED EXCEPTION 22
BeliSouth Florida OSS Testing Evaluation

Date: August.29, 2001

EXCEPTION REPORT

An exception·lIas. been identified as a result ofthe test activities associated with the
MetricsC~ Verification and Validation Review (PMR-5). This exception was
originally issued as Observation 15.

Exception:

KPMG Consulting cannot replicate the values in the "Provisioning: Loeal Number
PortabiUty (LNp) - Disconnect TimeUness Interval & Average DisconDed
TiDJ.eIIJIf.Is.~.ServiceQuality MeasuremeDt (SQM) report for the CLEC
~~,~~. KPMG, CODSU1tiDg foud that BeIISouth's iDttruetioDs are
_ ......for~.the metrics values for this SQM. (PMR5)

BaeJcar08ad:

SQMs are calculated to illustrate BellSouth's Operational Support System performance.
Each month, as mandated by the Florida Public Service Commission, BellSouth
publishes perforQlance measurement reports of SQM values for the CLECs engaged in
business activity with BellSouth in the State ofFlorida. BellSouth also publishes the
monthly processed datal (pMAP raw data2

) used to create these reports. 3

Issue:

As part ofthe BellSouth-Florida ass Evaluation, KPMG Consulting attempted to
repliCate these reports using BellSouth's published PMAP Raw Data User Manual, where
applicable, the corresponding raw data, supported by technical assistance from BellSouth.

BellSouth provided KPMG Consulting with a file described to contain English-language
instructions to calculate the Metrics values for "Provisioning: LNP - Disconnect
Timeliness·Interval Distribution & Average Disconnect Timeliness Interval." The
BellSouth instruction file for calculating the SQM values is described in the following
table:

I The term ''processed data" refers to the data used to validate SQM calculations. For certain SQMs, '
BellSouth useS tbe ter1n ''PMAP raw data".
2 '!'he p},£tP RtJw'D.taUserManual includes insttuctions to calculate SQM values for certain reports.
aeUSoutb )JUbtishet tbe Manual and corresponding processed data to provide to CLECs the ability to
calculate their SQM values independently and thus verify the reports. The Manual is posted and updated
on the PMAP site. KPMG Consulting relied on the May 15, 2000 version of the Manual.
3 These reports and PMAP raw data may be delivered in hard copy or via the PMAP Web site.

KPMG ConSUlting, Inc.
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3rd AMENDED EXCEPTION 22
BeliSouth Florida OSS Testing Evaluation

DiscomiectrilDelinesslnteval.doc Computation instructions for the LNP
Disconnect Timeliness Interval
Distribution & Average Di$connect
Timeliness Interval

KPMG Consulting discovered, however, that the computation instructions for
"Provisioaing: LNP- Disconnect Timeliness Interval Distribution & Average Disconnect
Timeliness interVal" are insufficient for calculating metrics values for this SQM.

BellSouth's computation instructions for the calculation of the "Disconnect Timeliness
Interv81" refer ro. two variables. However, in the data file provided to KPMG Consulting,
"LNPDiscotmeet.xls,',4 these variables are not readily apparent. Furthermore, based on
BellSouth's CO$p1ltation instructions, KPMG Consulting is unable to identifyFL-specific
records· in the data file.

Without adequate instructions, KPMG Consulting is unable to replicate metries values for
thisSQM.

BellSouth's response to Observation 155 indicates how to locate the appropriate variables
and provided a table to identify Florida-specific records. Subsequently, KPMG
Consulting.~. BellSouth a clarification question regarding negative intervals.
BeUSollth stated in its. response to the clarification question that a system change was
required and that the change would be effective for February 2001 data.8

Amead_e.t·ln~llSouth'sAmended Response to Exception 22, BellSouth informed
KPMG ·CoDsu1tinghow negative intervals are treated in its computation process:

Due to the calculation requirements for LNP Disconnect, the method described by
BellSouth oftreating all negative intervals as errors and, therefore, omitting them
from the calculation, could not be properly instituted in the LNP Disconnect
measure. As a result, BellSouth has made the decision to convert all negative
LNP Disconnect intervals to zero and allow them to remain apart ofthe
calculation.

4 BellSouth provided KPMG Consulting with this data file on July 7, 2000.
5 Florida OSS BellSouth's Response to Observation 15, 11/21/00.
6 KPMG Consulting received BellSouth's response to the clarification e-mail on 1/8/01.

KPMG Consulting, Inc.
08/29/2001
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3rdAMENDED EXCEPTION 22
BeliSouth Florida OSS Testing Evaluation

KPMG Consulting has reviewed BellSouth's computation methodology} and the Revised
Interim SQM'·and does not understand under what circumstances negative intervals would
occur.

The Revised Interim SQM defmes the LNP-Disconnect Timeliness interval formula in
the "Calculatioll" section as follows:

(Disconnect Service Order Completion Date & TIme) - (INumber Ported'Message
Received Date &, nme)

The "Business Rules" section states that:

The Disconnect TImeliness interval is the elapsed time from when BSTreceives the
INumber Ported'messagefor an LSR sdisconnect orderfrom NPAC (signifies the CLEC
IActivate J until the Disconnect service order is completed in SOCS.

The two date/time ~tamps listed in the fonnula above are dependent events. Until
BellSo1lth receivos'the 'Number Ported' message from NPAC, it cannot process the
Disconnect service order. In our opinion, any negative intervals should be treated as
errors.

Furthermore, by converting the negative intervals to zeros and placing them in the 0-4
hour time bucket, BellSouth is including invalid disconnect transactions (e.g. negative
intervals) with v8.Iid disconnect transactions. Also, by adding negative intervals to the
data set in the 0-4 hour time bucket, BellSouth is potentially overstating its performance.

18
• Am..__at, - KPMG Consulting reviewed BellSouth's response to Amended

Exception '),2'; 'and the updated instructions.9 However, KPMG Consulting continues to
be ~letoreplicatethe BellSouth reported values for the "Provisioning: LNP
DisconnectTimeliDess Interval Distribution & Average Disconnect Timeliness Interval"
SQM. The discrepancy found is listed in the table below.

7 FLA BellSouth Supporting Docs Exception 22.doc, 3/28/01.
I Florida oss BellSouth Response to Amended Exception 22, 5/21/01.
9 Exc22aerSupDoc S_21_01.doc, 5/18/01.

KPMG Consulting, Inc.
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3rd AMENDED EXCEPTION 22
BeliSouth Florida ass Testing Evaluation

3ri~ - KPMG Consulting reviewed BellSouth's res~nse to 2nd Amended
Exception 2210 and attempted to replicate using May 2001 data. 1 However, KPMG
Consulting continues to be unable to replicate the BellSouth reported values for the
"Provisioning:LNP-Disconnect Timeliness Interval Distribution & Average Interval
Distribution" SQM. The discrepancies are listed in the table below.

LNP
Disconnect
Timeliness

2 LNP
Disconnect
Timeliness

> 15 5805
Minutes

5939 97.74% 98.55%

3 LNP
Disconnect
Timeliness

Impact:

7119010.917 5939 19:58 15:13

CLECs utilize BellSouth's perfonnance measurements as an input for assessing the
quality ofservice provided by BellSouth and for planning future business activities.
KPMG Consulting's inability to replicate report values signifies that the accuracy of
BellSouth's calculatipns for the "Provisioning: LNP-Disconnect Timeliness Interval
Distribution & Average Interval Distribution" SQM may be in question. Without
accurate SQMs, CLECs might not be able to assess the quality of service received or plan
for future busiDessactivities reliably.

10 FLAOSS BellSouth's Response to 2nd Amended Exception 22, 5/29/01.
11 seUSoutbprovidedKPMG Consulting with this data file on July 17, 2001.
12 The KPMO CoIlsulting-calculated value is derived as follows: (numerator/denominator)/60

KPMG ConSUlting, Inc.
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EXCEPTION 27
BeliSouth Florida ess Testing Evaluation

Date: Match 12, 2001

EXCEPTION REPORT

An Exception has been identified as a result of the test activities associated with the
Metrics Calculations Verification and Validation Review (PMR-S). This exception was
originally issUed as Observation 32.

Exception:

KPMG C••a.ltiageaonot replicate the values in the "Provisioning: Troubles Within
30 Days of Previllonlng (Non-Trunks)" Service Quality Measurement (SQM) report
for tIItfCLEC Aggregate (May 2000). (PMR-5)

Background:

SQMs arecal~d to illustratel::lellSouth's Operational Support System performance.
Each D1~th, as mandated by the Florida Public Service Commission, BellSouth
publishesperforlbaD.ce measurement reports of SQM values for the CLECs engaged in
busineSsaotivitywith BellSouth in the State ofFlorida. BellSouth also ~ublishes the
monthly processed datal (PMAP raw data2

) used to create these reports.

Issue:

As part of the BellSouth-Florida ass Evaluation, KPMG Consulting attempted to
replicate these reports using BellSouth's published PMAP Raw Data User Manual, where
applicable, and the corresponding raw data, supported by technical assistance from
BellSouth.

1 The term"pl'ocessc4 data" refers to the data used to validate SQM calculations. For certain SQMs,
BellSouth usestherorm"PMAP raw data".
2 ThePMAl' RlrwDatG User Manual includes instructions to calculate SQM values for certain reports.
BellSout!l:publisha·the Manual and corresponding processed data to provide to CLBCs the ability to
calculate their SQM values independently and thus verify the reports. The Manual is posted and updated
on the PMAP site. KPMG Consulting relied on the May 15,2000 version of the Manual.
3 These reports and PMAP raw data may be delivered in hard copy or via the PMAP Web site.

KPMG Consulting, Inc.
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EXCEPTION 27
BeliSouth Florida OSS Testing Evaluation

KPMG Consulting was unable to replicate the BellSouth reported values for the
"Provisioning: Troubles Within 30 Days ofProvisioning" SQM. The discrepancies are
listed in the following table.

<10
Circuits;
Di atch

2 BST; Residence <10 19999 816701 2.45% 3.06%
Circuits;

Non-
Dis atch

3 BST; Residence <10 24235 872278 2.78% 10.79%
Circuits

4 BST; Residence >=10 11 101 10.89OA. 9.80%
Circuits;
Di atch

5 BST; Residence >=10 4834 0 DIV/O N/A
Circuits;

Non-
Di atch

6 BST; Residellce >=10 4845 101 4797.03% 9.80%
Circuits

7 BST; Business <10 1089 16483 6.61% 6.86%
Circuits;
Dis atch

8 BST; Business <10 2166 56070 3.86% 4.36%
Circuits;

Non-
Di atch

9 BST;Business <10 3255 72553 4.49% 11.21%
Circuits

10 BST; Business >=10 50 453 11.04% 7.25%
Circuits;

atch
11 BST; Business >=10 279 487 57.29% 0.41%

Circuits;
Non-

Di atch
12 BST; Business >=10 329 940 35.00% 7.66%

Circuits
13 BST;Desip <10 81 6289 1.29% 2.35%

Circuits;
D· atch

14 BST;Desip <10 82 6794 1.21% 2.55%
Circuits

KPMG ConSUlting, Inc.
03/12/01
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BeliSouth Florida ass Testing Evaluation

<10
Circuits;
Di atch

16 CLEC; Residence <10 594 14248 4.17% 4.41%
Circuits;

Non-
Di atch

17 CLEC; Residence <10 678 15283 4.44% 12.33%
Circuits

18 CLEC; Residence >=10 25 0 DIV/O N/A
Circuits;

Non-
Di atch

19 CLBC; Residence >=10 25 3 833.33% N/A
Circuits

20 CLEC; Business <10 27 431 6.26% 7.19%
Circuits;
D· atch

21 CLEC;·Business <10 112 2387 4.69% 5.01%
Circuits;

Non-
D· atch

22 CLEC; Business <10 139 2818 4.93% 12.21%
Circuits

23 CLEC; Business >=10 5 6 83.33% 16.67%
Circuits;
Di atch

24 CLEC; Business >=10 4 13 30.77% 7.69%
Circuits;

Non-
D· atcb

25 CLEC; Business >=10 9 19 47.37% 24.36%
Circuits

26 CLEC;Desip <10 83 1.20% 1.89%
Circuits

27 CLEC;UNE <10 31 1245 2.49010 13.64%
Desisn C~its;

Di aOOh
28 CLBC;UNE <10 31 1245 2.49% 13.64%

Desi Circuits
29 CLEC;UNE <10 14 1048 1.34% 1.43%

Non-Design Circuits;
Non-

Di atch
30 CLEC;UNE . <10 14 1582 0.88% 1.43%

Non-Desi Circuits

KPMG Consulting, Inc.
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>==10
I Circuits;

Non
Di atch

CLBC; UNE >=10
Non-Desi Circuits

EXCEPTION 27
BeliSouth Florida OSS Testing Evaluation

FLA Exception 27 (PMR5).doc

4 BellSouth's Response to Observation 32,01/31/01.

KPMG Consulting. Inc.
03/12/01
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32

BellSQuth's Response to Observation 324 indicated that a change request was submitted
for the "Pto'Visioning: Troubles Within 30 Days ofProvisioning (Non-Trunks)" measure
and has been implemented.

Impact:

CLECs rely on~~llSouth's performance measurements to assess the quality of service
provided by B<-,n&.uth and to plan future business activities. KPMG Consulting's
inabilitY ••~..repli~ report values signifies that the accuracy ofBellSouth's calculations
for the SQM lIIaY be in question. Without accurate SQMs, CLECs might not be able to
assessthequ8lityofservice received or plan for future business activities reliably.



2nd AMENDED EXCEPTION 35
BeliSouth Florida OSS Testing Evaluation

Date: September 21,2001

EXCEPTION REPORT

An exeeptionhas been identified as a result ofthe test activities associated with the End-to
End MaiatenanceandRepair Process Evaluation. (PPR14)

Exception:

BellSouth processes for responding to customer requests for earlier appointments in the
CWINS C.ter 'differ' from those in the SmaU Business, Telecommunications Center
resoltlDg ill • dIIparity In service between wholesale and retaB. (PPR14)

BaeqrouDd:

KPMG ConsulUng, found that all call receipt centers attempt to provide customers with the
SYsteJnpro~~tm.ent. However, when a customer requests an earlier appointment,
the proQeSS used'hl th~Customer Wholesale Interconnect Network Service (ewINS) Center
differs from $at used in the Small Business Telecommunications Center (SBTC).,

Customer Who.a1e Interconnect Network Service (CWINS) Center-In the CWINS
(CLEC) ,Center, ifa request is made for an earlier appointment, the Maintenance
Administrator (MA) must contact the manager for approval. The manager will, for
emergency or very unique situations, allow the MA to alter the commitment and offer
somethin.g sooner. The eWINS Center then nonnally notifies the (Work Management
Center) W'MC to'make the 'center aware of the earlier appointment.

Small Ba", l'-DIIIlumeations Center-When a retail customer requests an earlier
appointmellt wMJeireportinga trouble to the SBTC (business accounts with five or less lines),
the Specialist tatdngthe report has the ability to schedule an appointment within four hours as
long as it does not take the appointment beyond 6:00PM. Ifoffering a four hour appointment
would take the appointment beyond 6:00 PM, the Specialist provides the best appointment
time possible, then contacts the WMC to see if something better can be provided. The SBTC
does not appear to restrict this to emergencies or unique situations. If the caller does not
accept the appoiDtJDent, Specialists have the authority to work ~th the caller to meet their
needs. TheSBTC:stated that customers reporting troubles by 3:00 PM nonnally get a same
day appointment. '·This is not the·experience observed in the CWINS Center.

KPMG Consulting, Inc.
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2nd AMENDED EXCEPTION 35
BeliSouth Florida ass Testing Evaluation

Issue:

CLECs are dependent on BellSouth to fairly prioritize repair reports for CLEC end users that
are experi~ing1tOuble. When a CLEC end user has a reason to request a faster repair than
thatoffered,CLECs ,deserve the same considerations and responses as those experienced by
retail customers. CLECs are at a disadvantage when BellSouth retail business customers
normally get same day service, and/or the agents taking troubles are capable ofreducing the
appointment intervals immediately online, for BellSouth retail customers.

AmendmeDt:

A retest ofException 35 was completed to re-evaluate the business practices associated with
earlier appointments for wholesale troubles·as compared to those for BellSouth small business
retail accounts.

KPMG Consulting testers observed trouble receipt activities in the CWINS Center in Duluth,
GA. on 08-08-01 where they observed as employees handled 26 troubles. Additionally, on
08-09-01 the testers observed maintenance activity in the Jacksonville, FL small business
repair call receipt center were they observed agents as they processed 73 troubles. After each
work observation, the testers interviewed center management employees to discuss process
steps.

The following areas reflected differences between the wholesale and retail small business
practices:

1. Wholesale back~ up 2 or 8% oftheir appointments while retail backed up 19 or 26%
oftheir appointments.

2. The CwtNS'centercalled the WMC for approval on 100% oftheir backed up
appointments while the retail employees made the decisions and made no calls to the
WMC fOf approval. The retail employees did state that if they were to offer an
appointment with less than four hours, they would need to obtain WMC approval.

3. As troubles were processed by the CWINS center no changes were made to
appointments unless the CLEC made a direct request. Agents in the retail small
business.ct!D.ter'would ask the caller for office hours and if the appointment was for a
time period later than office hours, the agent would shorten the appointment to match
the custolllet'sbusiness hours. This change was not made apparent to the caller and
no call to the'WMC was required.

4. CWINSagehts'described the process they use which confinned to the written process
supplied by BellSouth on the earlier response to Exception 35. The retail small
business agents indicated that the call to the WMC (which is documented on the
process previously supplied in response to Exception 35) was not requirec;l unless they
were attempting to make an appointment shorter than the four hours required by the
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2nd AMENDED EXCEPTION 35
BeliSouth Florida ass Testing Evaluation

WMC.
5. An interviow with management employees in the CWINS center was conducted and

in the interview, management stated the policy as documented and as demonstrated by
the employees. When asked if they could provide a copy ofthe process they were able
to supply a copy'and it matched activity observed. In the interview with the retail
small business management, when asked to describe the process used, management
described a process that was different from the actual work perfonned by the agents.
When asked for a copy oftheir process, management stated that they could not
provide.a copy to KMPG Consulting. Without a copy ofthe process, KPMG
Consulting ~ld not verify which was correct, that expressed by management or the
work observed as agents processed trouble reports.

As a result of the retest, KPMG Consulting requests that BellSouth revisit the process for
modifying appointments and the execution within work centers and suggests that another
retest would be required before Exception 35 could be recommended for closure.

2nd Amendment:
Due to a misunderstanding between the KPMG Consulting test team and the. BellSouth
interface team, the retest scheduled and conducted on August 9, 2001 was perfonned in the
incorrect work center. The retest was to be conducted in the Small Business Repair Center
and was actually.conducted in the·standard Business Repair Center (BRC) located in the same
building as the·SJDall Business Repair Center.

B'ecause the observed process associated with changing appointments for BRC retail business
customers is similar to the process originally found in the Small Business Repair Center
which was the basis ofException 35, KPMG Consulting amends this Exception by including
the BRC process ,in Exception 35. Both the Business Repair Center and the Small Business
Repair Center use a process associated with the scheduling ofappointments that would
disadvantage wholesale customers perfonning trouble administration activity though the
CWINS Center. KPMG Consulting requests that BellSouth consider the process used by both
retail centers in comparison to that used in the CWINS Center.

Impaet:

A different set ofrules for exceptions on repair commitments for BellSouth wholesale and
retail custotnerscrea.tes a disparity in the level ofservice that CLECs can provide to their
custom~. This disparity may affect CLEC reputation, customer satisfaction, and impair the
ability ofthe CLEC to obtain and maintain customers.
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DECLARATION OF BERNADETTE SEIGLER



Summary of UNE-P Troubles
(Georgia - June, July & August 2001)

No Dial Tone Troubles
Totalof65

ATLY0103491 ATLYOlOl084 4042812600
ATLYOl025l8 ATLYOlO1297 ATLYOlOl093
ATLYOl03755 ATLYOlO1438 ATLYO101334
ATLYOl0224l ATLYOl02389 ATLYOlO1467
ATLYOl03646 ATLYOl025l9 ATLYOlO190l
ATLYOl03756 ATLYOl02539 ATLYOlO1338
ATLYOl03899 ATLYOl02746 ATLYOl02522
ATLYOl03573 ATLYOl02767 ATLYOlO1858
ATLYOl0397l ATLYOl0277l ATLYOl02764
ATLYOl04363 ATLY0103098 ATLYOl02768
AYLYOl0434l ATLYOl03228 ATLYOl02943
ATLYOl042l8 ATLYOl03396 ATLYOl030l2
ATLYOl04487 ATLYOl03667 ATLYOl02l56
ATLYOl05l44 ATLYOl05097 ATLYOl03389
ATLYOl05l55 ATLYOl05097 ATLYOl03389
ATLYOl03547 ATLYOl05505 ATLYOl02677
ATLY0103553 ATLYOl02056 ATLYOl03l7l
ATLYOl03572 ATLVOl 04723 ATLYOl02698
ATLYOl03928 ATLYOl03994 ATLYO102668
ATLYOl044l0 ATLYOl04978 ATLYO101365
ATLY0104824 ATLYOl02544 ATLYOl04959
ATLBOlO032l ATLYOl02469

Source: UNE - P Data Collection Team Files (June 01, July 01 &Aug 01)



Summary ofUNE-P Troubles
(Georgia - June, July & August 2001)

Service Disruptions
Totalof33

ATLYOI03494 ATLYOlOll04
ATLYOI03243 ATLYOIOI093
ATLYOI04013 ATLYOI01308
ATLYOI01514 ATLYOI01335
ATLYOI01438 ATLYOI02736
ATLYOI02867 ATLY0103114
ATLYOI03277 ATLY0103636
ATLYOI03486 ATLYOI03732
ATLYOI035 11 ATLYOI03899
ATLYOI04004 ATLYOI03990
ATLYOlO1260 ATLYOI04162
ATLYOI02544 ATLYOI04335
ATLYOI01393 ATLYOI02638
ATLYOI03990 ATLYOI04273
ATLYOI04142 ATLYO104410
ATLYOI03257 ATLYOI04847

I 770409 1400 I

Source: UNE - P Data Collection Team Files (June 01, July 01 &Aug 01)


