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September 4, 2002

Filed Eiectronically
EX PARIE

Marlene H. Dortch

Secretary

Federal Commmunications Commission
445 12th Street, S.W.

Washington, D.C. 20554

Re: fn the Maiter of Owest Communications Internctional, fne. Consolidated
Application for Authority 10 Provido In-Region, Inre L ATA Sarvicas in Colorade,
fdaho, fowa, Nebraska and North Dakote ((Qwest I) Docket No. (2-148

In the Matier af Qwest Communications nternational, Inc. Consolidated
Application for Authority to Provide In-Region, InterL ATA Sermees in Montema,
Litah, Washington, and Wyoming {Qwest II) Dockel No. 02-189

Dear Ivls, Dortch:

Eschelon Telecom, Ine. (“Eschelon™) submits thess written Ex Parie Comments
regarding the applications of Qwest Communications Interriational, Ine. {“Qwest™) for
authorization under Section 27] of the Caommumications Ac:. Eschelon addresses two
mmportant issues: (1) service affecting troubles not reporte. in Qwest data {which are not
Limited o service order rrors); and (2} the affect of incindiag lines provisionsd as resals
in PID data for UNE-P.

A SERVICTE AFFECTING TROUBLES NOT REFORTED IN
QWEST DATA: SERVICE ORDER ERRORS, WHILE
SIGNIFICANT, ARE ONLY PART OF THE PROBLERM.

Eschelon has deseribed the problems faced by CLEL end-user customers as 4
result of service affecting errors not reflecied in Qwest’s data.' The damage to CLECs
roee beyond each transachion in which an end-user’s servic s ie affected and harme the

' See, e.g., Bx Parts Cortmens of Eschelon Telecom, To. In Oppositic to the Cansolidated Applisation of
Qwest Cormmumications, fr the Matter of Qwast Commrmications Imterationad, Ine, Consolidaed
Appitativn for dwebority nr Provide -Region, Tterfd T4 Ssrvises in Soloredo fdefio, Jowe, Nelrasla
and North Daketa (Qwest I FOC, Docket Mo, 02-148 (Ang, 15, 2002) (Eschelon’s Ex Parte Comments).
References to Exhibits refer to the Exhibits to Eschelon’s comments and €X parts comments in Qwest 1 {all
of which are incorporated by reference in Qwest ). Additional cites may be included m the Exhibh
mopbers Gom the Ry 20-31, 2002, Asizona 271 worlshep ar wall,

COLVIICIULL
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CLEC’s reputation and sbility to compete. Eschelon’s so:nuieicial SAPETIENCS IS Vory
different from the performarcs results reported by Qwest, Although Eschelon has not
been involved in numerous discussions of the PID data that have occurred since
November of 2000, Eschelon has attempted to identify r=e3ons why actual commercial
experience vartes from Qwest’s reported data. In response to Qwesl’s claims, Eschelon
will attempt to clarify those reasons. To Eschelon’s knowledge, there are no differences
ity Qwost’s processes as to isss Issues that would lead 1o 1, different result in Colorado,
[daho, lowa, Nebraska, North Dakota, Moniana, Utah, Washington, Wyoming, Arzona,
or any other Qwest state.” The date omissions discussed here vl be the $arme across
states,

The bottom line is that Qwest has used semantics and a limited interpretation of
the PID definition to avoid the Jogical and proper application of the PID in a manner that
would accurately reflect e end-user customier’s experience, Althotgh (wast i3 quack to
assert that issues should be dealt with throush CMP or lotez-termn PID admimistration,
CLECs should not have 1o incir further delay in obwaining relief when Qwest chauld hava
bzen reporting needed dara all along, If it had done so, the end user customer should
have seen improvement by now. Eschelon’s foremost concern is the experience of the
end-user customer. Eschelon cannot compete if it cannet Celiver & quality mansition
when a customer decides 1o switch to a competitive carrier. The focus of this entire
mquiry sheuld renoain on that end user customer’s experiernice. Qwest shonld not receive
271 approval until the end-user customer’s experience imp oves and that improvernent is
docymented and verified.

1. west Escalation Trooble Reports are Not Reported im the Data.

Qwest admits that, after months of providing allege dly exhaustive data for testing,
it is only now beginning lo provide “new data™ that is “based on customer calls reporting
seyvice order accuracy problems fo Qwest’s service deltvery centers within the reporting
month of order compietion.™ See Qwest IT August 26, 2002, Reply, p. 26 (emphasis
added)” Qwest suggests that ils brief experience in capturing this “new data™ shows that
the impact of the data {s minor. See id. The situation is not new, and the impact on
LCLECs ard their customers is not minor. Qwest limits its Cescription of the service
delivery canter (2., escalarion ticket via 15C or CSIE) amission to service order accuracy
orrors. See id. Although service order and 1anual bundling errors are significant factors,
the problem is even broader and inclhudes omission of other service impacting problems
that occur on or near the due dato. This is a significant omizsion. Approximately falf of
Eschelon’s troubles within 30 days of installation are reporied through the escalation
ticket proceas (as opposed to the trouble desk). Although Cowest denies a problem and

*For example, the Qwest PCAT langmage citee below, which directs €_ECs to subrmit trauble TEPOTtE
throngh Lhe semnize delivery cantirs, applies fo all (hwest states.

* Reply Comments of (ywes. Communications International Ine. In Supiort of Consolidated Application, £
the Marter of Owest Commrasications Faternationsl, Ine, Consolidmed « pplicaion for duthority o Provids
In-Region, Interf ATA Servicar in Momtan, Utoh, Waxhingtar, and Wyaming (Qwest TD FCC Docler No.
O2-18% (“Qwest I August 206, 2002, Reply™.
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atternpts to suggest that there must be problems with Bsclielow's dut, this nmission
certainly seems 1o go a long ways toward explaining why Qwest’s dara has not reflected
the customer affecting problems that Eschelon has long puinted out to Qwest.*

kor reporting troubles related to new instaliations, Qwest’s process is, and has
been for a ong time,” that Qwest requires CLECs 1o call the service delivery centers {ie.,
not repair) if the trouble vecurs within 72 busigess hours of the installation, Qwest’s
documented process slates:

“Submitting Trouble Reporis

The maintenance and repair process begins with th: discovery that a service is not
functioning propetly. This can occur when vour end-user reaiizes they arc
experiencing poor sound quality, no dial tone or anather frouble condition with
their telephons servive 4nd contacts ¥our eusiomer Jervice organization for
assistance or, utilizing your own network tzsting, monitoring and surveillance
tools, you discover A trouble condition,

* Recent Service Request Activity
If your service request was completed within the past 72 busingss
hours contacl Qwest's Intercormect Service Center (ISC) at 888-796-
9087 for assistance. After rescarching th= issue, the Customer Scrvice
Inquiry and Education Center (CSIE} will coniact you regarding
resohition of your issue.

If your service request was completed more than 72 business hours ago, and vou
determined the problem is in Qwest's network as described above, submit vour
trouble repert to Qwest in one of two ways.” [descrbing the two ways to report
trouble after 72 business hours as using CEMR or ¢alling Qwest repair. ]

* Althoueh Eschelon had some level of participacion in early PTTy disci:ssions, thase ancimred hefore
Eschelen had much experiznce ardering UNE-F. As explained in the A ffidavit of Lynne Powers (Ex. 4;
AZ E-12), wlhen Eschelon started ordering UNE-P, the problems wers o extensive thar Eschelon had to
stop ordermg it Those problems and the related commereial expetrienss waild have provided fnsight into
additione | development of the PIDs and PAPs, B, after an agreermnent with Qrwest, Eschelon was absent
trem the 271 proceedings while these issuzs wers addressed. The workshops wers for the most part over,
and the PIDs devieloped, by the time Eschelon sould again participate in 271 procecdings. Eschelon
recently participated ie a two-day 271 workshop in Arizona, where Fae welan haard infaeination ahont the
PID} and saw evan more clearly that (west is not Including this data. O course, (west has been aware of
the issees during this entize time period. Chwest is familiar with its own process requiring use of the
escalation process for tronale reports. Also, Bschelon has provided maathly serformance Report Cards to
Crwest since January of 2001 that have highlighted the service sffecting prolilems and, in partenlar, the
substanmtal problems telated to 0.5 (Eschelon’s E-3 on its Report Carcl), See Exhibits 3-8 (AZ E-5 10 E-
2.

* When Eschelcn vomplained that Qwest wes not following agpects of t7ds process in CMP Chanse Reguest
2PC120301-3, Qwast teld Fschelon that non-compliance was an “isolasd ineident ™ See

lietpe/forww g west comniwh olesalere apadisungg ey ues] i,
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See Qwesr’s PCAT.

Deespite this document process for “Submitting Treuble Reports” within 72
business hours, Qwest omits troubles reported through the service delivery center (z ..
escalation tickets} becanss Qrwest has chosen to Limit OP-3 “o capture only situations in
which frouble tickets are issued.” See Qwest IT August 2¢, 2002, Reply, p. 25 (emphasis
added).” Qwest argues that, becayse it does not {ssue a trouble ticket in certain
sitmations, it need not count those problems as reported troubles. See id. (Qwest neglects
to mention that n many of these situations, although a trouble ticket is not issued, it does
issue an escalation ticket® Semantics aside, both trouble and escalation Fickets reflact
established methods of reporting trouble. The description for OP-5 specifically requires
Qwest to include “4H frouble reparts (for both out-of-service and service affecting
conditions).” See PID Description OP-3 (emphasis added). Eschelon has been
cowplaining thal Qwest's processes create service affectinz problems since the spring of
2000, and those problems remain today. See Ex. 7 (AZ E-1). If trauble is reported
immediately, something went wrong that increases the likelihood that the end uasr
customer wil! view the transition to a CLEC as a bad exparience. OP-5 is supposed to be
measuring this very problem.

By not capturing an entire category of problerus thet are 8o senous that they
prompt the customer to call the service centers 1o escalate t7oubles for resolution
mizediately, Qwest is omitting perhaps the single most important information needed to
analyze the experence of the end user customer when gwit:hing carriers on an Qff Net
basis.” That experience is at the heart of 271 compliarce. Yet, these immediate, pressing
trouble repotts have not been captured in the daia upon which Qwest has claimed 271
compliance. To those without commercial experienca in Qwest territory, Qwest’s claims
may read as though “customer calls reporting service order accuracy problems to Qwest’s
service deHvery cepters” are rare occwmrences. See Qwest [T August 26, 2002, Reply,

P 26, Nowhere in 1is Reply does Qweat make the conacction that - far from a rare
situation — calling the service delivery centers 1s Qwest’s required, documenied process
for reporting troubles during the time period when serions, service affecting troubles are
most likely: the first 72 business hours after installation. Ey not making this connection,
the proolem 1§ obscured.

Sz htp:!fwww qwost comAwholesale/clecs malntenance Fml.

7 According to the Liberty Censulting Group Qwest Performancs Measire Rzlease Report for OP-5
fpage 3}, Crwest uses WFEAC repair data in the numerator and RSOR daa in the muwerator and
denominator. Tr Eschelon’s knowledre, neither WA tew RENR cortains asea’abion trouble reports.

B In Escheion's experience, escalator lickets seldom also result in ronl-le tickets for the sane issae before
reselugion. If trouble tickets are related to an escalation ticket, they shauld refer to the related =scalator
ticket. Eschelon finds Tidls or ne reference Lo ¢scalation tokets in Qrwest moukle ticket informaticon.

? Bachelon has its own switches for providing voice szrvice, When using its swirches 1o serva fts
customers, Eechelon orders collocation, loops, erc., from Qwest. [n sorwe cases {part’eularly when a
custoaner 15 oulside of the area served by Eschelon s switch), Esclelgn also orders UNE-E, UNE-P, or
resale from Qwest 10 serve customens, Eschelon aften refers fo customers and lings served throueh
Eschelon’s own switchng facilities as “OmeNet” or “On-Switch™ and customers #nd lines servec throngh
UME-E, UINE-P, ar resale 28 “Off e
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Similarly, Qwest suggasts that the scenaries not being addressed by Owest's
limited application of OP-3 are “limited.” Sze AZ Tr. Vol. I, p. 74, In 15 {Ex. 10).
(rwest has deseribed the problem, for example, as follows:

“There is limited scenarios where, because a line ¢ 3 feature is completely omitted
from an urder, thal once thar service iso't working, a trouble ticket can fix that. S it
a feature has been completely left off an order, not nisrepresented, but completely
omitted, at the time either a retail or a wholesale cus-omer is reporting mouble, from
amainenance standpoint, that featurs isn't not work'ng, it dnesn't axiet on the
cuslomer’s record. And both our retail and our wholesale susiomers are turned back
to the marketing department, the inicreonnect servics: center in the case of wholesale,
ta get an order issned to actually go in and provisior the service. Thar scenario docs
1ol pel caplured curremly in our QP-5 measure.”

I p.72,1n 15~ p. 74, In 4 (Chrie Viveros of Qwest). As nith the ataternenis in Qwest’s
Reply, this testimony suggests only mirimal involvement of the service delivery
centers.'” Qwest does not potnt out that it is describing sitiations that occur afier the first
72 business hours after installstion. Because Gwest deserines limited scenatios without
cxplaining that the standard trouble reporting process is 1o call the service delivery
centers 10 open an esealation tickst within 72 business hou:s of installation, am impression
is created that the omissions in the data are minor when thev are, in fact, significant. A
tester or party without commereial experience in usirg the escalation ticket process may
not catch this diztinetion, but Eschelon deals regularly with: the customer affecting
problems that customers notice framediately but are not captured, Eschelon has been
bringing these customer affecting problems to Qwest’s atteation for some time,

Put sitnply, Qwest requires CLECs to report troubles within 72 business hours of
installation through the Escalation ticket process (using the service delivery centers), but
at the same time applies OP-5 to trouble tickels reported in repair without counting these
escalation tickets. By making the semantic distinctions leading to this result, Qwest has
effectively precluded the most common category of serious customer affecting troubles
from measurement,

1 Morzover, the process described by Mr. Viveros 13 not the docariem :d Owest arocess. Qwest does nat
“tur back™ customers to the interconnact center, (west repair is suppesed to contact mtercormect to have
tae service order issued in those situations, sven when this process app. ies (which is not in the ffrat 72
business howrs), Seg Qwest Response w0 CR#PC101007-1, in which Quwvest staves: “When a CLEC cails
the Repair Center ta repert trouble on thelr =nd users service, the Repair Center will fssue a repair dckst
and foreard the ticket to the appropriate sercening group. If the screeniag group determines the problem
needs ta be resolved with a serviee ordar, the screener will refer the preblem to the Intérconnec! Service
Center (J5C). The 15C will mitiate the subsequent order resting fom a Qwest srror en the LR or will
vunlgel the CLEC va errurs resuiting fom 2 CLEC stror onme LSRR
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fa. Scemantic distinctions withowot a ¢dilferens;s,

OP-3 does not use the terms “trouble ticket™ or “repair.™ There 15 no basis in the
language for limiting reported iroubles to trouble tickets issued by the Qwest repair degk,
as suggested by Qwest. See Qwest [T August 26, 2002, Reply. p. 25. As discussed
below, there are also policy reasons for not limiting OP-5 in this manner. Before the
service order completes (2 peripd which is included in OP-3B), escalation tickets are the
oniy tickers that Qwest will issue for virtually all reported froubles. Therefore, Qwest
needs to capture the escalation, as well as trouble, tickets.!" Both are “trouble reports”
within the meaning of OP-3. {Both OP-3A and OP-3B uge the term “trouble reparta.™)
In fact, Qwest itsclf identifies the escalation ticket process (“Recent Service Request
Activity™} as part of the process for “Submitting Trouble lleports™ on its website. (See
PCAT, quoted above; emphasis added.) Particularly because Qwest directs CILECs 1o use
the csealalion process trgugh the service delivary cemters 1o submit “trouble teports,”
{west should have been including all of the escalation tickets in the “trouble reports™ in
the data counted for this measure and provided to the teste-a.

b. Owest requires use of escalation ticket process in first 72 hours,
but does not provide information to validate and track troubles.

Although Qwest’s documented process requires CLECs to report troubles by
calling the service delivery centers to open escalation tickets within 72 business, Qwest
dnes net pravide to CLECs information sufficient to validete these escalation tickets and
any asscciated charges. Eschelon has reviewed Qwest histories in the Qwest Non Design
DLETH to attempt 10 locate known escalation histories, but the Qwest Non Design
DLETH customer histories show no indication of troubles reported through the
documented escalation rouble report process. Orders that have experienced significant
service affecting troubles in the first days show no trouble history at all in Qwest’s Nen
Design DLETH customoer histerics. If Eschelon did not record its own historics of
escalated roubles, it would not be able 1o track these troubles at all, much less verify
then with (west. This is trus even though FEschelon used Jrwest’s cstablished process to
report the troublcs.

As indicited, this is a significant omission. Approx mately Aaff of Eschelon®s
irouoles within 30 days of installation are reported through the escalation tcket process.
[n some cases, Eschelon must open more than onz escalation ticket to report troubles on
the same order because more than pne error occurred and the service delivery center
corrects one problem but not others. Chwest is not captiriny these reported troubles,

1 Additionally. it appesrs fiat Cravest s including the arder eormpletion s when counting mumker of orders
while omilling the related esealetion tickets which reflect irouble reporls.

' The exclusion te OP-5 for moubles received on dax of installation before the provisioning order 15 clesed
as cornplete s expresshy limited to "OP-5A." Therefore, there is no 2uh exelusion with respect to OP-3B.
Sinee ingeption of OP-5, Qwest should have been providing for OP-5E roubles received on the day of
installatinn before the provisioning order is closed as complete, regardless of whether those reports were
submitrad through the repair dzsk or par the process thrang the sarvle: delivery cenrers.



07-3372004 FRI 08:1% FAX L4500 o1

Ms. Marlene H. Dortch
September 4, 2002
Page 7 0f 14

Although Qwest claims that the omisasions in its data are ir:si gnificant, a doubling offect
on the number of wrouble reports within the reporting pericd is very significant.

Eschelon has been including service affecting troubles in its performance measure
for Qwest's new service installation quality. Qnwwest has had this data available to iton a
meonthly basis since January of 2001 and could have identified these issues earlier. For
OIT-Nel orders, Qwest*s performance was above 60% only onee in & recent 6-month
pertod. See Ex. 9 {AZ E-7). From December of 2001 e ugh May of 2002, Qwest’s
performance for new service installation quality for Off-N 2t orders averaged 49.3%, and
the trend 15 downward. See id This means that. more than 30% of the time, these
customers experienced service affecting troubles within 30 days of installation. As this
figure (which is much larger than that reported by Qwest) shows, including “all” roubles
that are “service affecting” in this measure makes a signifizant difference. Doing so,
Lowever, Iy reyuired by ihe plain language of OP-5. Qwest’s retail customets do not
regularly experience more than 50% of erders having trouhles within 30 days of
installation, ' and Qwest’s wholesale oustomers should no- be subjectad 1o this
cxperience either. This discriminatory sitnation needs to be corrected before Qwest is
allowed to enter the inregion, inteyL ATA market.

c. Commercial experience assists in identify ing pressing service
alfecting issnes.

{dwest argnes that its processes have been Jully wested. Without the benefit of
commetcial expenignce (such as that of carriers who were ubsent for most of the procass,
such as Eschelon and Mcleod), a pseudo-CLEC or other such party reviewing the data
would not necessarily identify the same experiences. For example, a peendo-CLEC
may observe that an order never completes oz that an order completes but the work itsslf
was not actually done (such as when an RCMAC error is ¢leared instead of heing
corrected). While it may seem that the test captured the iszuc bocause an crror was
noticed, the magnilude of the problem is not captured. In & simulated envirenment,
although the problem may occur, it is not accompanied by a real end-user chstomer
calling to complain and demand immediate resolution. The: fact that the order was not
completed may be noted but not resolved. A live customer is not going to wait until the
mystery is solved. The customer will immediately call the CLEC to complain. When
{hal happens, another set of activities is wiggered, such as the escalation ticket process
when the comnplaint is received in the first 72 business hows. Even when a “friendly™ is
used to simulate the actual end-user customer experience, generally this involves use of
additional lines or other nop~critical services. A simulated setting is very different from a
real business customer calling to complain that it is losing thousands of dollars in
business because ifs customers cannot reach the business by telephone due to trouble with
a comversion. Because Eschelon deals with these live, critizal issuzs, it has been tracking

Y AZ Tr. Vol. I, p. 51, Ins 3-7 (Ex. 100,

" Partiss w'thout commereial ¢xperience in these areas mustrelv on the informatian and explanatins
provided tothem. As discussed in Section 1, semantics may obscnre izcues, and some differsnces may not
s2am meaningfizl withonr the benetit of sattimartial evparienss 4 ¢lac B their meanmeg,
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service affecting issues, including the pressing problems riflected in esealation tickets.
(Qrwest’s commercial performance shows that 271 approvat at this time would be
premature. These are not [ine peiats that can be worked onf in long-term: PID
administration or the CMP. These are serious, end-user customer impacting problems
that show the market is not truly open to competition.

d. G should bave been including these trouble reports in the
data yll aleng.

Qwest should not be rewarded with 271 approval fr having failed to count data
that 1s required on the face of a PIT} definition that has beex in place for a long time.
Although Qwest is q111ck 10 assert that issues should be dealt with through CMP or long-
tenn PID administration,’” CLECs should not have to incur further delay in ebtaining
relict when Qwest shiould bave been repurling needed dals 4l long. PO-3B expressly
includzs "frouble reports reported by the CLEC on or after the dav the order 1s installed
and prior to the completion of the order in Qwes’s s2rvice order processor.™ Qrwest
knows full well thar, before completion of the order in its service order processor, Qwest
requires escalation tickets and net trouble tickets, par its process for *Submiting Troublz
Reports.” Qwest has nonetheless ciceted 1o provide trouble and not all escalation tickets
for OF-3 — w0 the exclusion of some of the most serious probletns aftecting end user
Customers.

This 15 not the only measnre for which this is the case. For example, a Liberry
Censulting Report and associated comments by AT&T sta e:

“Subsequent o Liberty™s audit of OP-17A {and OP-17B) and its data tracking
work, Qwest made changes to its methods to derive the new OP-17 measures.
Reportedly, Qwest has begum 10 include a new data set in resulis reported for OP-
17 beginning with June 2002, Epacr_ﬁcaﬂyj Qwest now ceptures data for and
includes in the measure those situations in which a disconnect-in-error is resolvad
via @ call te Owest’s escalation call center. As noted above, previeusly Gwest
only included cases in which the trouble desk openied o frouble repors lipor
castomer requess. Liberty did nat andii this new 1 ethod, but recommends that
{Owest make the appropriate modifications to 1rs business requirements and
sysiemn doswmnentalion o refleel these changes, and thal 11 propose any chapges W
the PID) as necessary. [AT&T Comment — As AT&:T has previously cc:mment&d
ocess for accounting for OP-17 misszs was not compliant with anv
version of the OP-17 PID. What [ibertv ironically characterizes as a “pew
methed” of captuninz OP-17 data looks more like what Qwest should have been
doine all slone. Unfortunately. Liberty®s Failure to identify Qwest’s many
mstances of PID non-compliant tracking of misses in 8o observation or exception

resulted in the iil-founded conclusion that Qwest’s “new method™ nocd not be

* For the reasons discussed here and in Fschelon’s previous Ex Parts Uomments, the new weasies Qwest
[& propu&ing sre ne, peinye o capleee Lhe problem sdequaiely. See Buelslon Ex Pare Cumeneiils, pp. 5-10,
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audited by Liberrv. For all the aforcmentioned rcasons. AT&T roquests that
Liberty audit the OP-17 performance measwremern. to determine if
version i8 auy closer to being PID-compliant.]”

See Andit report issued by Liberty Consuliing regarding LINP-retated Performance
Indicator Definitions (“PIDs™) OP-17 {A & B} and MR-11 (Aug. 19, 2002} (with
conuugnls o AT&T Lo the Report indicated with underlining) (emphasis added).

AT&T s recent experience validztes Eschelon’s conclusion that Qwest has not
been reperting escalation tickets in its data, even thoush it requires CLECS to use the
escalation process (and not the trouble desk) to report suck: troubles. With respect to its
situation, AT&T argued: “Because this data relates to scripus problerns that AT&T and
its customers have experienced in having service disconnerted during the conversion of
the end-user customer fow Qwest e AT&T, L is criticd] trat Qwest's performanee nnder
these PIDs is accurately and properly measured before this Commissicn reaches any
concnsion regarding Qwest’s compliance with Checldist Irem 11.7'* Eschelon agrezs
that service affecting issues must be accurately and properiy measured and tested before
(rwest is granted 271 approval.

2z Service Affecting Translation Errors and Qmissions Not Captured
in Data.

{ywest admits thar, when a CLEC reports a problerr: with a line or feature *not
indicated on the order,” Qwest does not issue a trouble tckat and Qwest has not been
captunng this data. See Qwest I1 August 26, 2002, Reply, pp. 25-26. Qwest claims, for
cxample, that: “[1]f the corrective action for this issue sucl: as a feature is 1o issue
order, not a trouble ticket, then OP-5 was never defined to capture that.” See AZ Tr. Vol
L p. 62, 1ns 18-21 {Qwest [ Eschelon Ex. 10). As discussed, if the corrective action was
promapted by o trouble report (including via cacalations), OM-5 was designed to capture
the issue. Morsover, service order errors are not the only errors not being captired in the
data for these types of problems (line and feature issues, ar.d in some cases, complete
owtages). Even when the CLEC L8R and the Qwest servics order contain the same
irformation {7.e., no service order error), a line or feabure eror may cceur in the Qwest
translation, resulting in a service affecting condition. In these cases, Qrwest takes
vorrective acliuns (such as conlacting RCMAC directly) wrthout issuing a trouble tickar.
Because Qwest has supgested that it 1s tracking only troub!2 tickels, see id, it does not
appesr to be capturing these eirors. These errars, howsver, result in service affecting
problems ranging from feature issues to cormplete loss of dal tone. Even fears
problems can be as significant of a problem for customers as a loss of dizl tone. If
hunting is missing from the main line, for exarnple, a business will be able to receive only
one call at a tume, and other customers calling the business will receive a busy signal.

" AT&T 3 Response to Qwest Corporation’s Motion to Supplemert ths Record, M the Maver of o
Commission Investigation fnte Owest's Compliance with Sec. 271 (cif21fB) of the Telecommunications Aot
of 1934, Chechfist ftemg 1, 2, 4 5 6, 14, 13 and 14, Minnesota Docker No, P421/CL01-1371, p. 2 (Sept
3,200Z),
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Even worse for many busineases, if the eall forwarding/don’t answer featurc is missing or
not working properiy, customers of the business will not even get a busy signal; the line
will ring with no answer. This makes the business look very bad. as though no one is
working during business hours. If a feature that is significant to a customer is missing or
does not work properly when that customer swilches to a CLEC. the customer will view
the transilion to a competitive carrier as an adverse experience. These errors are not
related Lo errors in ihe writing of the service orders, but they appear to be errors that
Qwaest is not reporting in its data. The order will be countrd as a completed order with no
indrearinon that a troubls was reported.

3. Service Affecting Troubles that Require Dwest to Tag Cable Pairs
at Demarcation do Not Appear to be Captured in the Data,

Another type of Touble reselution that doas not appeat to be capiured in the
Qrwest data are troubles that require a Qrwest dispatch to "tag,” or identify, cable pairs at
the demareation point for new lines. Requests for a pair to be tageed oocur at the time of
installation. when a field service technician for the customer is trying to connect service at
the demarcation point. Many of these touble reports indicate defective cable pairs or
missing jumpers or: the Qwest distribution frame. Qwest usually issues a trouble
{CEMR ) ticket tor these reports, but Qwest codes them as a customer issue.  Theretore,
they are not inchuded as troubles when they should be. The Qwest records also idemtity
that the reports may alse generate an erronecus time and 1 aterial bill fram Gwest

4 Recently Provided Data Confirm That M anual Handling Clearly
Results in a High Degree of Customer Aflecting Serviee Order
Errors.

Although Qwest service order errors are not the only scrvice affecting problems
that have been omitted from chst" 3 dﬂmF ﬂ'm:}' arc a i Enfﬂ cant Pr::r'l:rIcm. chst ::Iﬂ'lms?_
however, that its service orders are virtuelly etror free. Seer Quwest 1T Auest 26, 2002,
Reply, p. 26. Data that have oniy recently become availab & to CLECs, however, show
that this is not the case. Qwest has recently started to provide a Pending Service Order
Natification (“PSON") 10 CLECs about an hour after the FOC (also known as LSRC) is
received. The PSON provides service order detail (information from the Service and
Equipment (8 & E”) section of the Qwest service order) 1) requeasting CLECs.
Although extremely rosource-mtensive to do so, a CLEC ¢an now compars the
information in the PSON to the order confirmations {which show the information from
the L3Rs). A CLEC may compare them, for example, to confinm whether the samc
US0Cs that ars on the LSR are also on the Qwest service arder. In doing so, a CLEC
may identify and attempt to get Qwest ta correct service order errors before the due dats.
{Jwest began providing the PSONs to CLECs as part of Re.gase 10.1 approximately two
wicks ago. Eschelon does not iave the resowces to 1evies, all of the data, nor should it
be Eschelon’s Hurden to perform Qweast quality control.  Eschelon kas, however,
gompared new OFF-Nel omders with the PRONs i attempl i determine the extont of the
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service order crror problem. In addition, Eschelon plans tr exprand this effrt to review
every PRON, despiie the resonree strain, due to the significance of this issue.

The r2sults already confirm that the manual handling of service orders is resulling
in unacceptable levels of customer affecting errors. Eschelon has revievred every LSR
Off Net conversion order for which it has received a PEO™ since (west began providing
them (August 26, 2002 through September 3, 2002). For this category of orders 1o date,
46% of the service orders mannally typed by Qwest had service affecting errors. (There
wetc also errors that were not customer impacting but did affect billing, which were not
included in this percentage.y”’ This is a high rate of armor and, as discussed previously,
these errors have not becn captured in Qwest’s dala. Now. as Eschelon and other CLECs
use the PSON data to identify errors before the due date, even fewer of these errors may
be captured in the data. Qwest’s performance will appear -0 improve when, in reality,
CLECs ave baaring the expense and burden of idemifymg :md working to correst Qwest
errors. Althaugh Qrwest should correct the underlying prollem to avoid this situation, as
long as CLECe need to rely on the PS0ONg, a measure should be developed and tested to
capture these errors and to relate them to a performance assurance plan.

Eschelon must point out that it was reluctant to reqest the PSONs because the
cfiect is to shift the burden hat should be on Qwest to acoirately process service orders
to Eschelon to expend resources comparing LSRs and PSCNs using a manual, resource-
infensive process. It had to be done, however, to aftempt 1) reduce the frequency of
service affecting problems on the due date resulting from ()west service order writing
errors. Eschelon is not the only CLEC to identify this issuz. At least rwo other CLECs
made a similar request.”® The fact that Eschelon would meke this request and devote
substantial resources 1o this effort shows the magnitude of the service affecting problems
caused by Crwest service order writing errors and 1he genuineness of Eschelon®s desire to
avoid these problems. Eschelon’s foremost concern is the experience of the end-user
customer. The focus of this catire inquiry should remain on that cxporionee. Qweest
should not receive 271 approval until the end-user customer’s experience improves and
that improvement 15 documented and verified.

Y The relevant statistic, for determining the impact of manual handling o e1Tor rates, is the pereentass o f
manually tped orders with errars. This is partirnlarly tme with Daest heeaiess of the ighificant level af
manual handding used by Qwest. Even if the percentage of €]l of the o ders {including flow through erders)
‘3 used, however, 14% of the total orders In this categary had service alfecting errors. None of these errors
are beingz caplured in the Qwest data. (The FOCs now have an indicator to show wheher the order went
Yow throush, so Fxchelon s relying on that ‘nd’eatnr wher prasenting these percentages,)

* Eschelon made its request fn CMP CR #5CRATIOM 2, Mcleqd an’ another CLEC made similar
recjuests in CR 25466535 and #SCRO73001-5. [citally, CLECs asked that the 3&E information appear an
the FOHC. {west indicated that & could not do sa, but tha: it could provids the information b a4 separats
docirnent (the PSON). Owest then closed the other CRs and npeued its ovm CR for ths tssme (CE
#LA0Y Unwest then worked s CE
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B. REFORTING OF UNE-E AND LNE-P

Eschelon previously pointed out that Qwest is already including lines provisioned
as resale {UNE-Eschelon, or UNE-E, lines) in its PI data for UNE-P. Qwest claims that
1t “properly categorized” those lines. See Williams Comm ercial Performance Reply
Declaration, p. 43, Qwest’s response fails to address the parpose of reporting and
whether e manoer in which this informalion has been reported serves that purpose.

To be nsefill, a measure should reflect whether a process was actually tested for
the indicated volume of orders. The volunes of grders that Owest reports for TTNE-P
would suggest that UNE-P ordering, provisioning, and billing processes have hesn testad
in those volumes. Qwest chose, however, 1o include a product that is not orderad,
proviszoned, or hilled in the same manner as UNE-P with i-s UNE-P lines for reporting
purposcs. And, it did so reivactively alier iCmade this decision. Qwiesd fias called its
product UNE-3tar (or, in some cases, UNE-E or UNE-Mc_eod - UNE-M).!" Eschalon
and Mel end enferad inin agreements with {west in the Fal of 2000 to obtain the new
platform product {later refemred 1o as TTINE-Star) from Qwest. Both companies, however,
remained on reswde for ordering, provisioning, and billing purposes.”™ Qwest answered
questions abeut the applicable processcs for UNE-Siar as {dllows:

How will orders be placed by Eschelon? Through sxisting resale process.
Horw will Qwest process orders? Through existing resale procoss.

How will Fachalom he hilled? {jwest continues to bill lines, features a¢ Resale
rates through existing resale billing process.

Se¢ Exhibit 20 (attached).* This is still true today.

Ahbouogh priced differently through a manual trae-1p process, the linss wers
ordered, provisioned, ard billed as rcaale. See idZ The wc of rosale was supposcd to bo
an interim process until Qrwest could physically provide the new platform product. See
. {deseribing “long-term™ plan to develop processes for “UNE-Star” platform product).
Those processes have not been developed, however, and E ichelon continues to order

¥ Generally, the parties bave becn using UNE-Star, UNE-Eschelon (*INE-E), and UNE-McLeod (*UNE-
30} semewhat imrerchangeakly, Wirth respect to Qrvant’s oyatem char xes relating to “UNE Star,” howewver,
there is a difference. Qwest has sald thetthose chanzes (part of Releacs 8.0, erc.} were made as part of an
as yat unfinished effort <o mechanize UNE-E and UNE-M, so that Chwsst will finally provide accurate bills
ior the product, And after that mechanization s done, Eschzlon and heleod could order UME-Star per
thal preeced Tathe dxbent that Qwest nses TINE-S1a0" fa refar to the wnetnet ralated tn the ayatam
changes in its Relzaseis), neither Eschelon nor Meleod vet order that product. Bath arz ordering resale
and obtaining a pricing adjustment through a muanual rus up process.  Jofortunately, nvest’s current
proposal for mechanizing UNE-E to allow accurate billing relies heavily on manua] handling that ¢ould
result in sorvice affzcting problems during the conversion. Criven that Eschelon’s goal all along has been to
avold such problems, he proposal s unatteactive and not what Eschelca bergzined for

W Go¢ AZ Tr. Vol I, p 25, In21 —p. 26, In 1 & Vol. IL, p. 293, Ins 17-24 (Qwest | Eschelon Exs, 10-11)
“'In AZ, this is Ex. 2 to Powers Affidavit (AZ Ex. E-12); see also AZ Tr. Val. IL p.322, Ins I-15 (Qweat |
Eschelon Ex. 11D,

2 AZ Tr. Vol T1, p. 30], Ios 7-0; p. 302, Ins7-5 (U hwest [ cschalon Ex. [1}
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resale today for thig Pmduct,xj The same is true for Qwest*s other largest CLEC
wholzsale customer, McLeod, Therefere, the processes 'n place for this product are the
resale processes. Those processes differ from the processes used for UNE-F.

Qweest, howaver. chose to include the UNE-Star lircs, which are ordered as resaic,
in its UNE-P reporting.  Tn appreximately November of 2001, Qwest changed fis
reporting not only on a gewg fuiwand busis, bul also rero:cively to January of 2001 so
that months previously reported as business (resale) [ines vicre then reported as UNE-P
lines. Qwest did so efter 2 third party Functionality Test evaluation showed a disparity
for UNE-P and a lack of commercial volame. >

Qweest points to the interconmection agréement betvveen Eschelon and Qwaest as
the basis for the reporting change. See Williams Commiercial Performance Reply
Dreclaration 9 79. The inicrconnection agreement establishad pricing. ™ The purposge of
the reporting, however, is 1o assist in apalyzing whether UME-P can be successTuily
ardered, provisioned, and hilled m commercial volumes. The volumee of TINE-Star lines,
which were provisioned as resale, provide no evidence as to this jssue,

Although not apparent from Qwest’s performance reporting, Eschelon has only
recently started to order UNE-F from Qwest using the ordering, provisioning, and billing
processes for UNE-P ¥ With respect to UNE-8tar, for pursoses of measuring the

% See note 19.

* See AZ°Tr. Vol II, p. 293, Ins 1819 (Qwest [ Eschelon Ex. 11).

**The only performance mearure dizapsmragation that regultzd in dispr ity during the Funetionality Teat
that lacked commesreial velums for making fatuee determinations was 1IUNE-P. However, subsegrent o the
evrluntion \he number of TIE-Ps [n service has ncreased from 1000 @ owver 15,000, This increase
pravided the commercial volume necessary o make a valid parity dete nination.” DRAFT Final Report of
the Cwest OSE Test, Cap Gemini Fraat & Voung, Varsion 1, 5. O (Mee. 21, 20017 (2rephasis addad)
{available online at hiipt/faww. ce.state az ns/utilityelesoryQwest2 7] HTM).

=8 Mothing on tle face of that agreemen: indicates that the lines will be ordered, provizsioned, ard billed as
resale. Afterall, both Eschalon and MeLeod anticipated that the lack of processes wonld be a shont-tern
problem. Sze Exhibit 20, Althoush Gwest clalms that it diselosed the rzparting change in Summary Notes,
see Williams Commereial Performance Reply Declaration \* 77-79, readers would not understand, from
those Notes, Lhat fines provisioned as resale werz being reported in a cidegory designed to maasure the
different praceses used [or ardering, provisioning, and blling of THE-D,

 Eschelon orderad a small mumber of UNE-P lines from Quwest in the Spring of 2000, but the problems
with the orders were so proaibitive thar Bschelon stopped ordering Uk 3-P. &ee Affidavit of Lynne Powers
{(Ex. 4; AZ E-12). Eschelon only started ordering UNE-P fiom Orvest agaln in the Spring of this year. In
the Speing of 2107, Rachelom alan tlared *n migrate 8 tember 07 ik sxisting TINE-S1ar lines thal ware
ordersd on a resale basis to UNE-P. This migration is being handled - a project basis.  Although the
migration is nuch closer to the ardering and previsioning precess used for ordinary UNE-P grders than the
tesale processes used for UNE-Star, the process is still different because of the speclal. project handling,
Because Crwest is hand holding the orders migmting from UNE-Star to UNE-E, any volume for UNE-P thal
inelndes the project arders will reflect the higher performaance for the hand-held UNE-P migration projeet
orders. Roughly, less than 20% o the UNE-P lines (excluding UNE-5-2r lines order=d as resale) ordered
by Eschelon from Merch through Tuly of 2002 were new UNE-P ordar: proceasec through the repular (non-
project} process. The temainder of Esehelon UNE-P orders teeeived snecis] handling ag part of the process
0 migrate fmss from UNE-Star to TINE-F.
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otdeting, provisioning, and billing of UNE-P, Qwsst did not “properly categonzs|]
Eschelon’s JTNE-Star lines as UNE-P,” as claimed by Qwest. See Williams Commercial

Performance Keply Declaration, p. 43.

C. CONCLUSION

Eschelon appreciates the opporhamity to suamit thess witten Ex Parte Cormments.
Eschelon is available o answer questions as well.

Jincssly,

Karen'E. Clanson

Senior Dirzctor of [nterconnection
Eschelon Telacem, Inc.

730 Second Avenue South, Swite 1200
Minnzapolis, M 55402
612-436-6028
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