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 TIT-043007 Smith Direct
- Eschelon Telecom, Inc. July 23, 2004
Fxhihit No. (RLS-23T)

BEFORE THE MINNESOTA PITRTIC UTILITIES COMMISSION

LeRoy Koppendrayer : Chair
Marshall Johnson - Comrnissiongr
Ken Nickelad Commissioner
Phyllis A. Reha Commissioner
Cregory Scoti Comtnissioncr

In the Maue: o7 a Requesl by Lechelon 1SUE DATE: November 12, 2003

Telecom for an Invest gation Regasding

Customer Conversion by Qwest and Regulatory DOCKET NO. P-421/C-03-616

Proceduites
ORDER FINDING COMPLIANCE FILING
INADEGUATE AND REQUIRING
FURTHER FILINGS

PROCEDURAL HISTOR'Y

L The Original Order

On July 20, 2002 the Commigsion isqued an Order ir this cese Anding that Qwece nad fai'ed to
provide adequate service at several key points in the Process of transferring a custoroer to Eschelan
Telocern, Ing. and that these service inadequacies reflected systemic faitures that must be
addreszed. The Commission identified four key failures:

(13 Qwest failed to adopt operational progedures 10 2nswce the seamless transfer
of cuslomers to competitive carmiars.

(23 Qwest failed to adopt operational procedurss 1o prevent its retail division
from interfering with Eschelon's ability to serve its custormer and 1o prevent
jts retat] division Trom providing misleading charactorizations of Ba¢helon’s
comduct.

(3]  Quwest failed to adopt operationa: procedures to pravant its retall service
represantatives from canceling o7 otheswise modifying wholesale orders.

(47 Qwest failzd to adopt operatonal prucedoues o promptly aclmowledge ana
take responasibility for mistakes in processing waolesale orders.

Ths Order required Qwest to male g compliance fling detailingits propesal for remedying these
service inadequacies. Theproposal was to include at least the following itame!
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I'roccdures for ensuring that zctail servics rearesentatives are properly separated
frorn the Company's wholesale oparations, inelucing a report on the feasibility of
instailing computer scl-ware to alert setai’ service Tepresentatives when they are
dealing with wholesale orders or accounts and camomter sofiware to disable retail
service repréfentatives” abilily w nake changes in wholesale arders or anannnis.

Procedures For pronrptiy acknowledeing and taking responsibility for mistakes in
processing who.esale orders.

Procedutes for redusing errors in processing wholesale orders, including a report on
the feasibility of maxinizing relianee oa clectroric processing, with an axplangtior
of the recessity for sach mamual operation raquired for wholesale order processing.

1I. ‘e Compliance Filing; Parties’ Comments

On August 29, 2003, Qwest made the compliance filing require under the July 20 Order.

Qun September 12, 2003, Bschelon filed commrents claiming that Qwest’s filing was not i {ull
compliance with the Order, alleging thy following deficiencies:

1)

(2)

(3}

(4)

(o}

The procedures proposed for alerting retail service Tepresentalives tha cerlain
orders were wholesale orders that should not be shanged o cancelled waore lirmited
to “porting” erders, excluding many il not most af the wholesale orders processed

by Qwest,

The proposal te instzll compnter software o bic 2k retail service representatives’
ability to make changes in wholesele orders cid oot include all retail service
representalives, did not cleatly identify which retail service representzlives wore
ineladed and which were exclnded, and did not explain (west's rationale for
deeiding which retail service vepwesentatives to include and which o gxclude,

The propesals for reducing errors in processing wholesale orders did not address
errors in orders that were manually processed.

The pooposal for complying with the Orde-'s dieclive to develop *procedures for
promptly acknowledging and raking tesponsipiiity for mistakes in. processing
wholesale orders™ was limited to addressing typographical erors.

The filing provided insuffieient detail on how (lwest moniiors cortacls between its
wholesale ard rezail employess, how ofrer it dimects imnproper cantacts, atd hor 2t
deals with those contacts.

fin Sepremher 25 and October 3 Eschelon filed supplemental comments alleging another incident
of inapproptiats coptact 'Jetween (Jwast's whelesale and retai! divisions and quagioning L
propriety of a Qwest advertising campaign highlighting allege d disparities between Qwest’s
qualiry of service and that of irs gompelfons,

o1
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Ou Septemaber 15, 2003, the Minnesota Department of Commer.e {the Department) {led
comments stating that Qwest’s corpliance filing was rotin full compliance with the Tuly 50
Order, alleging the following deficlencies:

{1} L'he proposals for Teducing erors in proceasing vrholesale ardsrs did nnt
address errars in orders that were manually precessed.

{2)  [twasnotclear that the procedures proposed for ijeriing retail service
representatives that cerlain arders were wholesal: orders that should not be
charged ar cancelled would apply to all wholesa e crder3.

(3] Tt was not clear £aat Qwest’s proposal to block s:lccted retail service
reprasentatives’ ability to make changes i1 wlio’ zsale orders would apply to
all types of wholesale orders.
III. (Commission Procesdings
On October 30, 2003, tae compliance filing came beore the Commmission. The following persons

appeatcd; Qwest, Eschelon, the Department, and McLeod S Telegomimunications, Inc. znd
U S Link. Inc.. appearing jointly in support of Eschelon.

FINDINGS AND CONCLUSIONS

The Comrmssion has examined the compliance filing aad coacnrs with Eschelon anc the
Department that it doss not fully comply with the terms of the [uly 30 Order.

The filing fails to propose procadures for reducing ertors in processing whelesale prders that must
be ranuwally processed. I fails to propose procedures for acknowledging any mistakes in
precessing wholosale orders other than hpographieal errors. I fails to propoese elfectve
procedures to alert retail service representatives when they are dsaling with wholesale orders,
except for a subset of wholesale orders reprasenting approximately 50% of the total. It fails o
provide adequate detail about the seope, ratignale, and timing of its plan to block selected retail
service representatives’ ability to make changes in wholesale orders. b fails fo provide adequate
datail aboul how the Company monitors contacts between its wholesale and retail divisions, how it
liandlzs insppropriate contacts, and how freqnently it finds faa inapproriate contacts have
ociutred.

The Commission will require additional filings to remedy theez deficiencies.

ORDER

1. Within 30 days of the date of this Order, {west shall make a compilanze filing fraer
detailing processes and procadures for reredying the service inadeguacies identified in the
Commigsion’s July 30 Order. This [iling shall includc at leagt the follow g ifems:

a
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(a)

()

{d)

{¢)

(D)

(g)

(n)

(1)

3]

(i)

Procedures for extending to all wholesale orders jotice procedures alerting retail

gervice representztives when they are deaiing witl wholesale orders, eliminating

references to “porting” crders and “LNP [Loca. Mperber Portability] ordess in the
original compliance filng.

Modification of the comtent of the notice alerting retail service representarives wien
they are dealing with wkolesale ordsrs to advise hem to refer the customer 1o the
new carrier and iake no further acton.

A detailed explanation of which retail service representatives will be blocked from
making vliangss i waelesals ordere, which retail service representatives will not be
blocked from making changes in wholesals orde s, znd the reasons for
distingisaing betwaen these Two goups of retail service representatives.

A feasibility repott justifving any decision that it is not feagid Je to block 4l retail
service representatives from making changes in wholesale orders.

Procedures for ensuring thal Qwest acknowledgzs mjstakes n processing who egale
orders using the following language: “(Qrvest ackmowledgzs its mistake in
processing this wholesale order. The error was ot madc by the naw setvice
provider.”

Procecures for extending the eror acknowledgrieat procedures set forth in pact (&)
to all Qwest errors in processing wholesale orders.

Procedures “or communicating o line staff taat fime 1 of the essence both for
identifying errors in processing wholesale orders end for providing the
acknowledgment set forth in part (e) and nrocecures for requitivg the
acknowledgment as soon as practicable atar the cause of the error has been
idantificd.

Procadures for ensuring that acknowledgments appear on {rwest letterhead ot other
indicia to show that it is Qwest making the acknowledgment.,

Procedures for providing the ecknowledgmert 1 the compet tive local exchangs
carrier, who in turn may provide it to the end 152 customer, to prevenl iMproper
contacts with the other carmier’s custofmer.

Procedures for preventing use of 8 confidentiaity designation in acknowledgments,
o ensurs that the compelilive local exchange cagrier can provide the
acknowledgment to Iis end nser customer.

Procadures for making the acknowledgment process readly acce ssible 10

competilive local exchange carriers, including prosedures for identifying clearly the
person(s) to whom requests for ackmowledgmeats should be directed.

4
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1) Procedures for ensuring that persnnd designated to proviae scknowlecoments 1ave
been appropriately trained and kave the authority bo provide acknowledgments.
(w) A proposa. for including performance measures fior Ceptrex 21 and linesharing
services in performance messuie PO-2 in the Lonig Term PID process, meindiyg
submission of aproposal for suck performance measures ia the Long Tem PID
Adminietration Tormm by the agxt filing deadline of Noverrber 6, 2003.
() A proposal for reducing ervors in progessng mar.nzl wholesale oréers, such as
additional proof reading.
2. The compliarce filng required in paragraph 1 shail inchude time lines for implementing,
each itern.
3. Qwest shall file quartarly reports with the Departmeant of Cotnmeres 41 now many

discip’ inary actions and trening sessions have occwrred as a regadt of Improper comtacts of
activities between he Company's whaolesale and retail (ivizions.

4 This Order shzll become effective inmmediately.

(SE ALY

BY ORDER ¥ 1HE COMNMISSION

Burl W, Haar
Exacutive Seretary

This documertt can be made available in alternative formats {i.2., large print or gudio tape) Uy
palling (651) 297-4596 (vouce), {631 2971200 (TTY), ur 1=600-627-3528 (TTY relay serving).
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