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Frocedural History

On Aptil 21, 2003, Eschelan Telecom, Inc. (Eschelon) filed its request for an
investigation and establishment of a process to address lime critical 1Ssues. Eschelon
claimed that a cusiomear conversion from Uwest 1o Eschelon was bacly mishandled atd
as a result the customer elected to not switch to Eschlon's service.

On July 30, 2003, the Commission issued its Order Finding Service Inadequale and
Requiring Compliance Filing. The Order required that Qurest propose remedies fo: A)
properly separate retail service reps from handfing wholesale activities; B} prompty
ackncwledge and taxe responsibllity for mislzkes i precessing whelgsale orders; and
C} establish procedures to reduce errors in processing wnolesale orders.

On August 25, 2003, Qwest filed its response to the Commission’s July 30, 2003 Qrder
explaining the changes it plans to make.

On Sepletmber 12, 2003, Eschelon filad ife reply commerts.
On September 15, 2003, the DOC filed its reply comments.

On September 25 and Uctober 9, 2003, Eschelon submitted supplernsnlal comments
that identify additional incidents of improper who'esale-retail contacts and win-back
activity.

On November 12, 2003, the Commission issued its Order Finding Compliance Filing
inadeguate and Reguiring Further Filings. The Commission required that Qwest
respand to additional defisiendics (identified in iteme () - (n) on pages 4 and 5 of tha
orcerk.

On December 16, 2003 and February 13, 2004, Qwest snbmitted its response to kems
(@} - (n) of the Commission's November 12, 2003 Qrder.

On March 4, 2004, Eschelsn and DCC filed comments nagardeing {Orwest's responses to
the Commission's November 12, 2003 Crder,

Qwest Compllance Filing and Parties’ Commants

Qirest responded o the Cammission’s November 12, 2003, Qrder providing its
response to the fourteen issues that were identified. Each issue in the Commission’s
order is itamized a - n below along with Qwest's respons2 and other parties’ cotmnments.
OF the fourteen issues addressed by Qwest, other parties did not object to Qwesf's
proposal for thirteen of them - items {a} - (m}. Foritem (n} the parties recommencded
additional or alternative requirements to Qwest's proposal.
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ltem (a) Procedures for externding (v all whelesale orders nefice procedures
aferting retail service representatives when they are dealing with wholesafe
orders, efiminating references to "parfing” orders and “LNP” fLacal Number
Portability] orders in the ofiginal conpliance fiting.

Qwest
Qwest will place a netice on all orders that are not surrertly blacked and will implemant

this change February 21, 2004,

Eschelon
Eecholon did not comment on tis fiem.

DOG
DOC did nat comment on this item.

ltem (B) Modifcation of the cunlent of the notice &lerting refarl senvice
representatives when they are deaiing with whofesale orders io advise them fo
refer the customer to the hew carrier and fake no iurfher action.

Qwest
Cwest will maify the notation consistent with the Commission order with an update on

February 21, 2004,

Eschelon
Eschelon did not comment an this item.

ooc
DOC did not comment on this itermn.

lFem {c) A detailed explanation of wiich refail sendce representatives will be
blocked from making changes in wholesale orders, which retaif service
reprasemiatives will not be blacked from making rianges in wholesale orders.
and the reasons for distinguishing between these two groups of relail service
represenfatives.

Qwest

Qurest's system update to Consulting Plus will b.ock sales reps that sell o consumer
and emall busiress custnmers fram anness via Consulting Plus to any LNP and shared
loop orders. The update will not block sales reps that handle large businéss accounts
because these reps do not use Consulting Plus. All other sales reps are already
blocked from having access to all other types of arders.

Retail service persannel that need to access LNP and shared loop orders will still have
access because LNP and shared loop orders require coordination between the different



07-33/2004 FRI 07:28% FAX L4500 o1

&tullniefing pepere for Docket WMo P4 LACAS-61F paac 4

services provided by Qwest retail and GLEGs. This aceess 1o erdering information is
necessary to address service issues that may arise.

Ezchelon
Eschelon did not comment on his tem.

DOC
DOC did not nppose Qwest's explanation of this item.

ltern [d) A feasibiity report jusiifying any decisfon hat ff is not feasilic biock afl
retail service representatives from making changes in wholesale arders.

Owast

Rather than preparing a feasiblity report, Qwest agreed "o make the system upgrades
that will block al! retail reps from making changes in whalzsaie orders. The upgrades
will incluge changes to Gwesl sysloins called SOLAR, SONAR and SWIFT and should

be completed by May 31, 2004,

Eschelon
Eschelor did not comment on this item.

Doc
DOC supports Qwest's response ard understands that Ciwest will block all retail sales
reps from access to wholesale orders, not just those using the Consulting Plus system.

hem {e) Procedures for ensuring that Qwest ackn swledges mistakes in
processing wholesale orders using the following linguage: "Qwest
acknowledges jis mistake i processing this whofesale erder. The error was not
made by the new service providar.”

Qwest
Cwest will insert thie languags whan Owest agrees that it has erred.

Eschelon
Eschelon did not comment on this item.

DOC
DOC did not earmment an this item.
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lterm_ () Procedures for extending the emor acknowicdgment procedures sef forth
in part {€) ic af Qwest erors in pracessing wholes 3fe orders.

Qwest

In crder to acknowledge a Qwest error, the CLET must p-ovide a written requesl Lo is
Owest service manager. The request must include the PON#, service order number,
billing t&lephane number, a description of the end-user impact, and the *icket number
associated with the repair to address the end-user impact The CLEC must fallow
usual repair procedures before requesting a Qwest ackncwledgment of an error.

WWhen a Chwest service manager receives a ieguest for error acknowledgment, an
investigation will begin. At the conclusion of the investigation and i Qwest agrees that
it caused the error, Qwest will send a letter to the CLEC. Qwest's letter will include the
pertinent information including the PON#, service order number, ete. and inglude the
required statement that Qwest acknowledges its mistake.

Eschelon
Eschelon did not comment on this item.

DocC
DOC did not commeant on this itam.

i lterm (4} Procaduras for communicating fo Jing staif that {ime Is of ifie eSsence
both for identifying errors in processing wholesafe orders and for providling tie
acknowledgment set forth in part (e) and procedures for requiring the
acknowledgrend as soon as practicable after the cause of the error hag baen
idemifiad.

Qwest

Al service managers will be advised through intemnal protedure updates and emait that
fime is of the essence in processing a request for acknoviledgment of an error and that
they should respond as quickly as passitle given the parlicular CLEC issue to address.

Eschelon
Eschelon did not comment on this item.

CocC
DOC did nof camment on this item.
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ltem _{h) Pracedures for ensuriag that acknowfedgrments appear on Lwest
letterhead or other indicia fo show that it is Qwest making the acknowledgment.

Qwest
Qwest's written responses acknowledging Chwest error will be with the Qwest
identification.

Eschelon
Eschelon did not comment on this item.

Doc
DOC did not comment on this item.

ltem (i} Procedures for proviging the acknowledgment to the competitive local
exchange carfier, who it turh may provide it to the end use custorner. fo prevemnt
improper contacts will e other carmer's custome:”.

Qwest '
Qwest will provids the error acknowledgment to the CLEC that makes the request.

Eschelon
Eschelon did not cemment an this itermn.

DOC
COC did not comment an this item.

ltem {j} Procedures for preventing use of a confidentiality designation in
acknowledgments, fo ensure that the competitive ‘acal exchange gartier can
provide the acknowledgment lo iis end User cUsIONES.

Qwest
Acknowledgmente from gervice managers will not inaluds: a ronfidentialify statement

and this instruction will be provided to service managers.

Eschelon
Eschelon did not comment on this ifem.

poo
DOC did not cornment on this item.
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ltem (K} Procedurss for making the acknewledgmant process roodily accessible
to competiive focal exchange cartiers, including procedures for identifying
clearly the person(s) to whom requests for acknowisdgments should be directed.

Qwest

Qwest will provide extemal documentation fo the CLEC that requests for
ackruwledgment sheuld be magle directly 1o their servica manager. Instructinns will be
provided to CLECs that explain access to Qwest's Custorner Contact Information Tool
that can be used ta ideniify the assigned Qwest service manager.

Eschelon
Eschelon did not comment on this iter.

nac
DOC did not comment on this item.

ltem (I} Frocedures for ensuring that persons desiynated to provide
acknowledgments have been appropriately trained and have tihe authonly to
provide acknowlfedgments.

Dwest
Service managers will be authorzed and instructed on huw to respond to requests for
acknowledgments.

Eschelon
Eschelon did nof comment ¢n his tem.

DOC
NOC did not comment on this item.

ltem {m) A proposal for including performance measures far Centrex 21 and
linesharing scrvicee in performance measure PO-2 in the Lohy Term PID
process, including submission of a proposal for such performarce measures 1o
the Long Term PID Administration Forum by the next filing deadfine of November
. 2003.

Qwest
Owost submittad a propasal enngistant with this reguirement on November €, 2003 and
alsa attached a copy with its compliance filing.

Eschelon
Exchelon did not comment on this item.



07-33/2004 FRI 07:30 FAX L4500 o1

Ttaff bjefing papes for Rocker No P421 008 616 Pt 3

(HAlP

DOC noted that Qwest had submitted a proposal to the LTPA that measures Electronic
Flow-through. Discussicns are on-gomg regarding wheth sr the measurement should
include a benchmark standard or whether the measure shiould be diagnostic for six
months with the goal of determining an appropriate stand ard after six munths.

ltem, (n} A proposal for reducing errors in processitg man tal wholesale ordsrs,
such as additional procf reading.

Qurest

Ciwest proposed a new PID PO-20 ard explained its on-coing efforts such as trairing 1o
acdress the Commission’s concern regarding errors in processing manual orders,
Qwast did not propose additional proof-reading or other rore direct measures 1ie}
reduce the level of emors in processing manual wholesale ordérs.

Qwesl explained the efforts it haa takon to cnhancs it manual proceesing of nrders
which the FCC had already found to be accurate in conjunction with Qwest's 271
proceedings. Qwest has adopted on an interim basis P PO-20 which evaluates the
degree to which Qwest accurately processes local gervica requests (LSRs) that are
glactronically submitted but fall gut for manual processing. PO-20 is a measure of the
percentage of Qwest service orders that are populated comectly, in specific data fields,
with inforrmation obtained from CLEC LSRs. 1t is worth noting that when (west's PIDs
were being devalopad, CLECe agreed to a set of FIDs that did not include a measure to
evaluaie Cwest's manual service order accuracy. Neverheless, Cwest, in response 10
LECs concems agreed to develop and implement PO-Z0.

Owest submitted a chart that demanstrated that from March to Jure 2003, Qwest
accurately processed over 96.15% of Resale and UNE-F POTS LSRs and over 87.27%
of unbundied loop LSRs each merth that fell out for manual processing. These results
were measured on a region-wide basis. In response to CLEG input. Qwest requested
ihat the PO-20 be addressed in the Long-term PID Administration (LTPA) process.
Various meetings have been held to refine the PO-20 measure since October 2002,
Recently, parties have cansiderad the expangion of the | staf fields reviewed by PQ-20,
through a phased approach, to allow ali manually handled orders, rather than just 2
sampie, for reported products to be inciuded within PO-20. The parties have also
discussed means for CLECs to report ermors before thas: errars affact the end ugers
and to report errers for fislds not included in the mechanzed review. Whie these
diccussians continue, Qwest will continue to report its menual service order accuracy
peformance under PO-20s current definition. Gwsst believes its accuracy for
manually processed arders are within reasenable 10lerances and continues v eyaluats
ways o make further improvements.

Ta reduce arrars in processing orders. changas have hern made in differen: areas.
First, Qwest edits and implements changes to its 1144 hesed on analysis of previous
errars. Onwest's service delivery coordinators (SDOCs) are responsible for processing
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orders and Lhe sdits te the IMA assist them on the front end of each transaction. The
1A edits will improve procassing by mirimizing incomplete of inaccurgte LSRs. This
will reduce manual processing errors by SDCs ard provid s immediate feedback to
CLECS so that a correct LSR ¢an be resubmitted.

Qwest has also implemented enhancements to its Flow-Through System fo allow mare
LERs ta be cloctronically procosead. Currantly twosthirds of GLEGs arders are
processed on a flow-through basis and Qwest expects thez flow-through rate o increase
and thersby minimize the need for manual processing.

For the LSRS that arg manvally processed, Qwest has im plemented changes such as
on-going cusiomized training of SDCs for processing spesific products and services.
Quality reviews by SDC coaches have also baen instituted that reviews orders
nrocessed by sach SDC and giving them feedback to improve performance. For errors
that are common to all 3DCs, Qwest can communicate system and progess changes Lo
Qwest Service Centers. The training programs for Qwes’ personngl and support
provided to CLECa have contributed to KPMG's approval of the pertinent 055 festing.
In fact, in the ROC 0SS Test, KPMG found that Owest's fraining, continuous
improvement measures and guality initiatives adequately addressed the issues of order
processing.

Qwest has deliverad more than 169 instructor led classes and over 2500 hours of
training in the first gix months of 2003, In addition, 385 employees visited web-based
training classes and 16 courses were developed or updatsd during this pefied. All of
this training has helped to ensure that SDCs manually pracessed LSRs are handled
correctly. In response to KPMG's April 30, 2002 study fitled "Ciwest Manual Order Entry
Performance Indicator Deacription Adequaey Study,” Cwast agreed ta develon a new
performance measure discussed earlier as FO-20.

In ihe limited instances where manual processing erors occur, CLEGS can use online
tools available through IMA to track orders through 10 provisioning. The IMA permits
CLEGs to review a service order detail notice (PSCON) ar 4 can contact the Help Desk
for specific L3R issues or contact the Service Managemznt Team assigned to them if
the CLEC believas there i a patiern of problems related to their LSRs. The Change
Management process ¢an also be used to improve intaraction with Qwest. CLECs and
State staffe are aisc participating in the Qwest Long Terra PID Administration forumn to
establlsh benchmarks. Owest is now subject to penaltic: for failure to meet the PIDY's
naw 95% benchmark. With these changes and Qwest's commitment to improve
performance, Qwest requests that the Commiss'an acce a1t its compliance filngs and
close the docket.

Eschelon
Eschelon does not believe that Giwest has appropriately addressed this compliance
‘tem and recommanded that Qwest establish & FID PO-10 performanceé accuracy
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penchmeark of 89%." Eschelon algo recommended that Quwest be required to repart
semi-annually the number of service order ermars it makes in Minnesota by type.
beginning July 1, 2004. Ancther altemative would be a requirement that Qwest make a
new compliance filing that shows data on the number anc type of arders that Quwest
currently proof reads in each of its centers and a commitrient lo ingrease thosa
numbers.

Qwest, in its compliance filing, recited the work that it has done from fwo or more years
ago to address this item and describes process improvenents that had nothing to do
with Qwest's manual service order accuracy. For example, Qwest c¢'tes & 2002 KFMG
Gonsulting repul W validate its training and quality assuriance program. The KPIMG
report stated that quality assurance reprasentatives revie w thres orders per week per
representaiive and for new order typists, 100% of orders are reviewed for accuracy until
the typist has achisved at least §5% accuracy for four weeks. According to Eschelon, if
this high level of inaccuracy is acceptable, the (hvest’s errors will ocour frequently.

The Commission directad Owast to develop a plan to redice Owest's manual service
order processing errors. Qwest identified three sets of pracess changes. First, Quest
deseribed its “first line of defense” as the IMA edits. IMA edits are error messages senl
to CLECs that prevent CLEGs from submitting LSRs with certain errors. While the IMA
edits are peneficial, thay do nothing 1@ reduve Qwest's ervars on service orders that it
musi later process manually, IMA edits are not a proced Jre for reducing Owest's
manual service order emors.

Secand, Qwest describes changes 1o its flow-through system. Eschelon’s LSR that
Qwest manually processed in emor and that caused Eschalon to lose a large customer
will continue io be procoased manually secording to Owest. Tha approximately 33% of
arders that Qwest will continue to process manually wil' rof be affected by Owest's
described flow-through process and therefore Qwest's has falled to address the
prablem at hand.

Third, Giwest described internal system edits that it implemented in August 2002,
Obwviously those edits didn't prevent the Qwest errors thel brought daown service for one
of Eschelon's clistomers. Quwest described one edit to its Purchase Qrder Number
(PON] field on the LSR. This edit would not prevent Qwast from makng an error In the
Due Date field which caused Eschelon to lose its custom 2r and gave rise to this
complaint. Qwesl provided no plan to reduse errors in ttis cnfical fieid.

The Commissicr recuired Qwest to provide a proposal & reduce manual wholesale
processing orders, such as additional proof reading. Qwest's compliance filing does not

'Qwes: submitted irs PO-20 proposal to the mnti-state PID administrator. This PID is
curréntly under eonsideration in that mulli-slule forum. If reso ution i3 net reashed amongst the
partics in that forum, the Mignesota Commission can address 1ais issue as an impasse ilem a.ong
with others that the parlies ray not A2YES O
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provide miy Jata on the number or types of orders that ar: procf read today nor does it
show any increase in the numbers of types of arders being proof read since the
Cornmission's arder. Instead, Chvest aitempts to satisfy the Commissien’s concern by
suggesting its Manual Service Order Accuracy PID (PQ-2D) will sufficiently punish
Owest for emors. Contrary to Qwest's assartion, PO-20 does nut deinonstrate
sompliance. Quest's PO-20 is based on a limited sample: and even assuming the
anmple is repreeantative, it shows that Chwest is making way too many errars.

Qwest failed to mention that PO-20 does nat measure the Due Date field of L1SRs and
will rot do so until some unknown date far in the future. Cwest plans to implament FO-
20 1n at Isast four pheses and the Dus Date field will not ke measured by PO-20 until
the end of the phases. Phase 1 wil be reported beginning in July 2004 and Phase 2
may be completed by January 2005. Thus, the Commission should not be eluded that
Qwest will be subject to penalties under PO-20 when Qwast types In the wrong due
date on an order.

Qwest has reviowad ite handling of manually typed orders and coneluded that it handles
them well. In support of iiis claim, Qwest cites the percentage of errors that it raported
under PG-20 for March through June 2003. Qwest basec its repott on a sample and
does not indicate what the size of its samole was nor how that sample compares o the
tatal number of manually processad orders, Aucurding Lo Eschedon, Srwest’s most
recent reports incicate that at least 11,751 CLEC LSRs were manually hardled in
December 2003. If one exirapolates from Qwest's claim of accurately processing over
98.15% of Regale and UNE-P POTS LSRs and over 97 .£7% of Unbundled Loop LSRs
then an approximately 3% error rate would resultin 353 £&tvice prder Brrars in
Minresota in December 2003. Qwest claimed that its errors are isolated incidents.
However, based an Eachclon's analyeie thig would indicase that Cwast makes
approximately 10 -15 erars per day in Minnesota. Such an error rate 1s unacceptable.

QOrwest would also have the Commissian be comforted by Owest's dlaim that escalating
PO-20 penalties would deter Qwest from faling 10 maest the prupused grror free
benchmark of 85%. Qwests proposal would have allowed Qwest o make more than
587 service order errors in Minnescta in December 2003 before any penalties would
have applied. Qwast also proposed a $25 per occurrence penalty if it exceeds e PO-
20 threshold. A mere $25 penalty for errors that exceed approximately 500 errors Tor @
month does not create an appropriate incentive when Eschelon has the exposure to
Ios2 a ha'f million dollar customer due to a Qwesat error. Buch a disparity in the penalty
versus the potential loss by a CLEC of a significant cusic mer is clear’y not in the public
interest.

I light of Qwest's failure to address the Gommissian's re.quiremert v 1gtuge order
processing errors, Eschelon recommended that Qwest bzgin semi-annual reporting of
errors and to modify PO-20 to increase the service quality standard for service order
accuracy. Esehelon recommends that the Commission croer (west to begin reporting
semi-annually the number of errers it makes in Minnesota by type bedinning July 1,
a004. Qwest has the information to do this reporting because of records that Qwest
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keeps, Fu sxample Qwest uses codes whon closing out secalation and repair tickets
that are due to a Owest service order error. |f Qwest's reporting does not show
improvemant, additional steps should be required to recu e the number of manual
$enice arder ermors.

Qwest's proposal for the LTPA was fo set a standard of a5% or an error rate of 5% for
MO-20 would b accoptabla. Ae explained earlier, this leval nf error rate is wholly
inadequate and inconsistent with the Commission’s direcl ve to reduce errors.
Eschelon recammends “hat the Commission set the error-free standard at 99%. Even
with an emer rate of 1%, Qwest can still make appraximalzly 50 senice order emrors per
month In Minnesola wiliwut incurtng a penalty. Because Qwost falled to detail 2 plan
to reduce errors in accardance with the Commission’s orcer, additional incentive
thraugh the PO-20 standard is apprapriate. If Qwest, in the future, can support its
position to lower the siandard, Qwest could request to revisit the standard then, If
Qwest does not agree 1o a higher standard in the LTPA, I=schelon requests that the
Commission take notice of this matter if PO-20 is presenizd to the Commission for
resclution as an impasae item. A 1% error thraghold for I20-20 woulrd provide an
appropriate incentive for Qwest to reduce errors as direclad by the Commissian.

pOC

NDOC remains concefned that human arrar In processing Inanual wholesale ordsrs haa

the potential to cause significant financial ham to CLEC:. Acknowledging that manual
. processing will always be subject to errors, DOC recomtr:ended that increased

averaight of the manual process would be appropriate. Ircreased mechanization wauld

also contribute to the reduction of human emors.

Owesl's pruposal to revise PO-20 have not yet been imp emanted. Therefore, DOC
racommended that quarterly reporting be implemented t ai details the implementation
of revisions of PO-20. Ifthe LTPD is unable to resolve caistanding issues reqarding
the appropriate benchmark, the Commission rmay need t revisit this issue.
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Commission Options

. Far iterns {a} through {m):

A. Find that Qwest has proposed approptiate remedies that address the delitiencies
identified in items (a) through {m) in the Commission’s Navember 12, 2003 Order.

B. Find that Owest has not proposed appropriate remedies to address ihe deficiencies
identified in one or more of the items (&) through {m] in the Commission’'s November
12, 2003 Crder. '

IL For item {ni:

A. Find that Qwest has proposed appropriate remedies tr at address the deficiencies
tdentificd for ttem {n) in the Commigsion’s November 12, 2008 Order.

B. Find that Qwest has not propesed appropriate remediss to address the deficiencias
identified for item {(n) in the Commissian's November 12, 2005 Order and:

Recommended by Eschelon

1) Require Qwest to begin semi-annual reporting of the number of service order

errors by type of error, beginning July 1, 2004, If the repars do not show noticeable
improvement, requlre Qwest io take sleps to reduce each type of error. Reguire Owest
to provide this report to the Commission, the DOG, the OAG, and any requesting CLEC,

2) Establish an appropriate standard for Qwest order accuracy rate of 99%, if PO-20's
standard is brought before this Commission as an impasse item in the PILHFPAP
proceeding.

3} Alternatively, Eschelon recommandad a requiremnent 1at Qwest make a new

compliance filing that includes data on the number and type of arders Qwest currently
proof reads in sach of its centers and a comniitment to ircrease those numbers.

Resommended by DOC

4) Require Qwest to submit quartedy repotts to DOC anc Eschelon detailing the
implementation of PO-20.



