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PROCEEDI NGS
* * * * * * *

M5. ANDERSON: We have our transcriber
Craig, today. He will need whoever is speaking to
i ntroduce yoursel ves, the nanme and conpany. W know
as the day goes on, we won't have to nag about that.

We plan to start right in with Section
12.8. There are copies of a consolidated set of
guestions. There will be a hand-out passed out |ater

to offer some additional data for one of the

guesti ons.

Fol ks on the bridge, can you hear us al
right?

A VO CE: Yes:

MS. ANDERSON: Good. We can hear you
quite well.

A coupl e additional things. W have a
norni ng break planned and, as you know, there is a
continental breakfast in the back room W wll be
bringing lunch in so we can take a quick 15-ninute
break, |oad your plates up, and we can get back to
t he questi ons.

If it turns out we are ahead of schedul e
by sonme miracle, perhaps we will reevaluate that.

But we will definitely be breaking by 3 o'clock for
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travel plans, as | said earlier

If we proceed through all of these
guestions and answers, we do have some foll ow up
items that we would then work on. |If we don't get to
those, then we will be scheduling some sort of AN
addition to a tag call to deal with them or a
special call. W wll mke that decision a little
later.

Any questions before we get started?

We are going to introduce the vendor folks
in a nmonent, then go right into it.

Any questions?

(No response.)

MS. ANDERSON:. Okay. Welconme. | |ook
forward to an educati onal day.

Do you want to go ahead and introduce the
head tabl e and supporting table back there? Marie's
got the other one.

(I'ntroductions.)

MS. ANDERSON: Wth that, let's proceed

directly to Section 12.8. M ke and Joe.
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Test 12.8 - POP Manual Order Processing Eval uation

MR. WEEKS: | will add our welcome to
everyone in the room and everyone on the bridge to
t he second vendor technical conference.

We have a | arge nunber of questions to go
t hrough today. W have prepared, we hope, answers
that will satisfy the questions that were asked.

There were sonme duplicates now and then
so we will try to cover those as we can

Also, as is the format of this, we wll
take follow up questions, if our answer doesn't nake
sense or there is a little nore that you need.

If there are questions that you ask that
we cannot answer in the course of this, we'll jot
t hem down.

We will start with 12.8, POP - Mnua
Order Processing Evaluation. The |atest and greatest
copy of the report, which hopefully you have all had
a chance to access, that is dated April 13th. Al

the evaluation criteria are sitting currently in a

satisfied state.

A lot of the questions we are going to get
about 12.8 are based on the previous version of the
report. So don't be surprised when we sort of give

you an answer that says that section or set of words
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everybody del eted or sonething.

So | know that is a bit confusing; we ran
into that in the last conference.

But we will have the sane situation again
with 12.8. The questions are based on a previous
version. We will give you the best answers we can
based on what we currently know and where the current
report is at.

I think we are ready to go.

MR, DELLA TORRE: Good norning. Question
nunber 1, AT&T: "What is the form of the Functiona
Acknow edgnent that is received for orders subnitted
by the | MA-GUI ?

Wthin the GU is a pop-up screen with one
of two possible statuses. One has a nmessage of okay.
It indicates that no BPL errors were detected and an
LSR number was assigned to the order

The ot her possible nessage is, okay, |MA
error, which indicates a BPL error exists on the
order preventing it from being (inaudible) and the
CLEC subsequently submits the sane (inaudible).

THE REPORTER: Pl ease keep your voice up
I just can't hear you.

Question nunmber 2: "Because CLECs that

typically use EDI for LSR submittal may occasionally
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use manual processes to submt orders, is it KPMG s
understanding there is no capability that enables
status checking of orders subm tted manual |l y?"

And that is our understanding.

Orders subnmitted electronically by ED GU
can be tracked by EDI or GU . Manually submtted
orders can be submitted by calling the Hel p Desk. W
have updated and revised the report with this
i nformati on.

The foll owon question to that is: "Is it
KPMG s understandi ng that CLECs can enploy EDI to
track status of EDI submitted orders that have
dropped to manual processing?"

The answer is yes.

Question 3: | will junp a little forward
into the questions thenselves if there is surrounding
text, unless sonmeone requests a little nore of the
text, although | believe everyone has received copies
of these questions.

The first question is: "Does Qwest's
process require that every FOC for LSRs submitted via
the EDI interface be manually created by the SDC
whet her or not the order flowed through into the
soP?"

The second question is the sanme question
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except for the GU

The answer is the same in both cases: No.
It's not required that the nanual create the --
specifically for flowthrough orders.

MR. FINNEGAN: Is this a case where the
chart was revised, the flow chart showed --

MR. DELLA TORRE: Yes.

Question nunber 4: "How would Figure
12.8-2 need to change to accommpdate Qaest's process
for handling non-fatal errors?"

W are a little challenged here in
presenting a changed diagram | will try to step
t hrough our answer.

But, nore appropriately, | think we wll
make sone copies of a version of the diagramthat |
am | ooki ng at here that shades particul ar areas of
the diagramto illustrate the answers.

In fact, I will go into the error process,
or at least our understanding of the error process,
inalittle nore detail, because there are questions
from both AT&T and MCI WorldCom and | think we can
knock of f a bunch at the same tinme.

MR, FINNEGAN:. In the spirit of a picture
is worth a thousand words, rather than describe it, |

woul d as soon wait until the copies are out. |[Is that
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10
sonet hing that can be done today?

MR. DELLA TORRE: Yes.

MR, WEEKS: W are not revising the
diagram We are just explaining how the di agram
reflects what you are asking about, which is the
error processing.

MS. ANDERSON: Do you want to | one nme one?

MS. THI ELEMANN: | have got one.

MR DELLA TORRE: W can return to

gquestion 4 after we have distributed copies of this

di agram

So let's nove forward with question 5. W
wWill return to this after that information is
gat her ed.

"For address validation how does the SDC
val i date the address?"
SDC can use PREM S to address val uati on.
Second question, again, it's PREMS. "For
customer nane validation how does the SDC validate
t he nane?"
The SDC uses BOSS/ CARS and can be
val i dat ed usi ng BOSS/ CARS. So both PREM S and
BOSS/ CARS can be used by the SDCs.
The foll ow-on question. "Do the SDCs

foll ow the sanme procedure for validating custoner
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11
name and custoner address as Qwest recommends the
CLEC follow in CLEC docunentation?"

It's really sort of a partial answer.
CLECs using IMA to submit orders will validate nanmes
and addresses using | MA to access PREM S and
BOSS/ CARS

However, manually submtted orders, they
can get CSR information by addi ng faxing of request
or dialing several different phone nunbers that are
of fered that will connect themto the CSR
representative.

As a final comrent, that is not a parity
evaluation. We are providing that information in
response to the question.

MR. FI NNEGAN: Fol | ow-up question. This
gets into the consi stency between dat abases.

If the CLEC is doing the CSR retrieval as
the way of validating the custoner's nane and that
CSR retrieval is accessing, | believe it's BOSS/ CARS
and the SDC can validate the nanme using either
BOSS/ CARS or PREM'S. There is a potential the CLEC
order could be rejected because of inconsistencies
between the name in PREM S and name in BOSS/ CARS

The CLEC woul d have done everything right

but still gotten a rejected order because the nane
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was not the same.

Can that situation occur?

MR, DELLA TORRE: For manual ly subnitted
orders it would likely be nore possible, because
there are nmeans at a CLEC s disposal if they are
using electronic --

MR, FINNEGAN: What | amsaying is, if the
CLEC uses electronic interface, uses BOSS/ CARS to
val idate the nane, but froman SDC s perspective it's
optional whether they validate with PREM S or
val idate wi th BOSS/ CARS, the back end manual order
processing is inconsistent fromthe preferred
approach or recomrended approach to the CLECs and it
could result in cases where perfectly good CLEC
orders are rejected, not because of an invalid nane
but because the SDC used PREM S to validate the nane
i nstead of BOSS/ CARS.

MR. DELLA TORRE: \While your prem se --
whi l e your hypothesis seens |ogical and reasonabl e,
we didn't validate the underlying data in BOSS/ CARS
and conpare that to PREM S.

We also did not do a parity eval uation of
the functionality offered to CLEC versus how
(i naudi bl e) checki ng nanes.

So we really can't make a conment on
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13
whet her or not we have seen that situation occur

MR, VEEKS: Would sonmeone from Qunest |ike
to comment ?

This is Chris Viveros from Qnest.

MR. VI VERCS: John, KPMG is correct in
that, certainly, the SDCs can use either PREM S or
BOSS to seek the custonmer nane on an account.

The fact of the matter is that that
information is the |isted name on the account and
that is driven fromthe service order. The service
order drives the population in PREMS and it drives
t he popul ati on in BOSS/ CARS

Certainly there could be a conflict if you
were | ooking at two different accounts in those
sour ces.

But if you are | ooking at an active
account as in a conversion scenario, the |isted name
in PREM S woul d be the sanme as the listed nane in
BOSS/ CARS

Further, if for sone reason there was a
conflict as far as the nane on the LSR, the SDCs
woul d be | ooking to resolve that conflict before
i ssuing either a non-fatal error notice or reject to
t he CLEC.

So ny expectation would be that they would
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14
be checking both sources to ensure there wasn't a
conflict.

MR, WEEKS: Chris, is that true not only
for nane but for address, as well?

In other jurisdictions we have seen
situations where CRIS and PREM S are out of sync with
each other. It's less often on the nane, but nore
often on the address.

MR. VIVEROS: And on address, the
i nconsistencies | amfamliar with have nore to do
with format.

And the fact that sonme old CSRs don't
conformto the (inaudible) standard format that we've
got --

MR, WEEKS: Exactly. That's what we woul d
see if we did a pre-order for a pull-down name and
address validating name and address using CHRI'S, drop
it intothe LSR. PREM S would catch it on an address
error.

MR. VIVEROS: We reconmend that address
val i dation be done on all those orders. That would
be done against PREMS, so we woul d be expecting a
PREM S formatted address to cone in on the LSR and it
woul d be using PREM S to validate the address.

MR. FI NNEGAN: Why wouldn't it be as
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sinple to make it a business rule to always validate
the custonmer nane through BOSS/ CARS? That woul d
avoi d any potential conflict.

If the information is or should be
equi val ent, the way of avoiding, conpletely,

i nconsi stency between a custonmer nanme that the CLEC
has validated and one the SDC has validated is to
access the same dat abase.

MR. VIVERCS: | amsorry, John. | mssed
the mddl e part of your statenent.

MR. FI NNEGAN: Why not just make it a
standard operating procedure for the SDC to al ways
use BOSS/ CARS to validate a name? That would avoid
the potential conflict entirely.

MR. VIVEROS: Well, | amnot sure we have
a conflict.

We have a piece of information, listed
name, available in nultiple sources. And as they are
checking nultiple pieces of data they are going into
vari ous databases. They are |ooking for a match
Certainly if, in fact, there is a discrepancy between
the nane that is used on the CLEC s LSR and the data
they are seeing, we expect themto investigate that
further as opposed to sinply rejecting that back to

the CLEC
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So they are using all the infornmation that
is available to themto deterni ne whether or not
there is a conflict or not.

MR. VWEEKS: If | could, I would like to
nmove on, since the primary reason for the
conversation is the report as opposed to talking
about how to redesign systens.

MR, DELLA TORRE: Just as a request to
those fol ks on the bridge, could you all nute your
phones, please, just to avoid occasional noise.

Thank you.

| believe we are up on question nunber 6.

"Provi de KPMG s understandi ng of Qmest's
fatal and non-fatal rejects, as contrasted with fata
and non-fatal errors."

It's our understanding those are one and
t he sane.

"What is KPMG s eval uati on of these
processes that deal specifically with nanual order
processi ng of LSRs that have been classified as fata
and non-fatal rejects?”

Non-fatals, they are a notice that is sent
to the CLEC. It is not a rejection of the order
it's a notice sent to the CLEC

If that is not responded to within four
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hours, then a fatal error or rejection, rather, wll
be sent back to the CLEC

I would point folks to our eval uation
criteria, 12.8-8, that discusses our eval uation of
the error process.

Additionally, as a followon to that, the
guestion asks specifically for manual orders. |It's
our understanding there is no difference in error
processi ng for manual orders versus non-fl owthrough
manual | y handl ed orders.

Fol | ow-on question: "How is the non-fata

reject process sinmlar to the non-fatal error

process?"

I think I just described that a nonment
ago.

Question 7 --

MR, CONNOLLY: Excuse me. Tim Connelly,
AT&T.

MR, DELLA TORRE: Certainly.

MR, CONNOLLY: KPMG uses non-fatal rejects
and non-fatal errors interchangeably; is that
correct? Do | understand?

MR, DELLA TORRE: Yes.

MR, CONNOLLY: Can Qmest clarify they do

the sane thing? The question is rooted in the recent
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nodi fications for PO2, where we tal k about excl udi ng
non-fatal rejects.

Are you treating rejects and errors the
sane?

MR, DELLA TORRE: May | expand before the
Quest response? | want to nmake sure that the
di fference is noted between an error for non-fata
and by a reject, if you nean the notice, the
non-fatal reject notice that's sent. So there is
really a condition versus a response.

So if that's a distinction, we certainly
do nmeke those distinctions that there is a non-fata
error condition that results in a non-fatal notice
that is sent to a CLEC that can then lead to a fata
error and reject of that order, if the CLEC does not
respond.

So there are sort -- there are differences
between them | hope we articulate that clearly.

MR, VIVERCS: W agree with M. Della
Torre's description. W have on occasion not been as
di stinct and clear as we probably shoul d be.

There are non-fatal and fatal error
conditions. One results in a phone fatal notice, the
other results in a reject notice.

Wth respect specifically to PO2, our
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intent on the nodification of the neasure was to
excl ude those LSRs that failed flowthrough due to a
non-fatal error condition where a notice had been
sent to the CLEC.

MR, DELLA TORRE: O her questions?

Question number 7: "Under what
conditions, if any, do Qwest's internal procedures
require the SDC to attenpt to resol ve non-fata
errors by calling the CLEC for corrective action?"

As stated in our report and Quest's
docunent ati on SDCs are responsi ble for sending
non-fatal error notices and those notices are sent

t hrough an el ectronic interface.

There is no requirement that the SDC pl ace

a call to the CLEC

MR. FI NNEGAN: We should understand if the

SDC does nmke a call out of the goodness of their
heart, they are not required to do so and we should
not expect phone calls fromthe SDC to attenpt to
resolve non-fatal errors as a standard operating
procedure?

MR. DELLA TORRE: That is our
under st andi ng.

Question 8. "How does the non-specific

regul arly schedul ed quality revi ew process conpare
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with the specifically schedul ed productivity review
process relative to the SDCs?"

There are formal reviews and ongoi ng
revi ews between certain periods of time. Sonme of the
ongoi ng reviews would include randomticket pulls at
10 percent per total orders per nonth, per rep, for
quality analysis. Wth feedback provided
i medi ately.

Results are used as part of both nmonthly,
quarterly and annual overall performance revi ews.
There are revi ews conducted of SCD productivity and
there are ongoing reviews to eval uate performance
measur enents around order accuracy and rep
productivity.

"Does the lack of specific quality review
schedul es have a coincidental relationship with the
requi rements for SDC Coachi ng?"

I was wondering if AT&T could provide a
little bit nore explanation or clarification on that
guesti on.

MR. CONNOLLY: Sure. Wuld it be KPMG s
opi nion that a regularly schedul ed, perhaps nonthly,
performance revi ew woul d have a |ikelihood of
decreasing -- likelihood of decreasing vol une of

i ncidents which result in a need for coaching by the
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| SE Coaches?

MR, DELLA TORRE: To address the prem se

rather than our opinion, it's our understandi ng Qunest
al ready does have regul arly schedul ed performance
reviews on both daily, nonthly, and quarterly, and
annual | y:

MR. CONNOLLY: Thanks.

MR. DELLA TORRE: Question 9. "Please
descri be the order accuracy neasurenent Qwest uses to
measure the performance of SDCs."

We will provide exanples of the order
accuracy neasurenents. Qwest enploys an anal ysis
quality review form based on product type which
exami nes fields such as AP date and SPOKO remarks, et
cetera

There is also a second tool used, known as
the "25-item Checklist,” which nmonitors for the
presence of PON, correct TN, G renmarks, et cetera.
These are identified in our evaluation criteria
12. 8-3.

MR. FI NNEGAN: Fol | ow-up question. John
Fi nnegan.

Do they conpare an LSR to a service order?

MR. DELLA TORRE: We are not aware of that

per formance eval uati on.
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MR. FINNEGAN: So the order accuracy woul d
| ook, would focus just on the service order?

MR. DELLA TORRE: | believe it focuses on
the LSR

Actual |y, that doesn't make sense.

My apol ogy. The LSR is received and they
enter the order as a service order which then is
revi ewed, based on product type, for a variety of
fields.

MR, FINNEGAN: So if an SDC was typing an
order, just forgot to add a feature that was
requested on the LSR, would this service order
accuracy neasure, or more specifically the quality
review formof the 25-item Checklist identify that
error.

MS. ANDERSON: For folks on the bridge, we
have a caucus occurring.

MR. DELLA TORRE: Ckay, | think I have a
better understanding of these. The responsibility
lies with the SDC to do the LSR to service order
qual ity eval uati on.

On the quarterly or period end, because
there are a variety of periods, the coaches are
reviewing fromthe service order only, not a

conpari son between the service order and LSR
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MR. FINNEGAN: So in effect the SDCis
checking his or her owmmn work to nmake sure what was on
the LSR ended up on the service order?

MR. DELLA TORRE: There are |limted nunber
of , quote, buddy checks that al so take pl ace.

MR. FI NNEGAN: Ckay. And sounds like if |
am understanding it, the prinary aspect is to | ook at
a service order to make sure business rules were
fol |l oned when due dates were assigned or information
that the SDC nmay create or send back to the CLEC is
accurate?

MR. DELLA TORRE: That is our
under st andi ng.

MR, GRIFFING Buster Giffing, New Mexico
Advocacy Staff.

When you check the service order quality
is it a sanple of the work or every order the SDC has
turned out?

MR, DELLA TORRE: CQur understanding is
these reviews are conducted on a sanple.

MS. ANDERSON: | would like to suggest
woul d fol ks take a nonent and turn their cell phones
and pagers off so we have a little | ess distraction?
Thank you.

MR, DELLA TORRE: O her questions?
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Question nunber 10: "Please describe the
call handling performance that Qwmest uses to neasure
t he performance of SDC. "

Again, to cite an exanple, Qmest enploys a
12- point checklist that includes an eval uati on of
remar ks conpl etion, systemnotes input, tinely ticket
handl i ng.

There is a consultant behavior quality
review form which eval uates establishing persona
connection, identification of problemand technica
quality, again, criteria 12.8-3.

MR. FI NNEGAN: Fol |l ow-up. John Fi nnegan.

Is this sonething where there are coaches
listening in?

Sone of the eval uations seem subjective,
establishing the relationship with the CLEC on the
phone. That woul d appear to be a case where they are
listening in.

MR, DELLA TORRE: Yes. There is a quality
analysis teamthat will nonitor calls.

Question 11: "Please indicate the
specific PID results that are based upon |ISC
productivity and quality reports.”

There are none based on productivity and

quality reports. There are PIDs related to nmanua
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order processing.

MR. FI NNEGAN: Fol |l ow-up question. | may
be off on the version. | am/looking at the April 1st
version. But there is a sentence that reads: These
measurenents are also conpiled into product -- 12.8.9
of the April 1st version, Section 2.7.67.

MS5. THI ELEMANN:  And the title?

MR. FI NNEGAN:  Performance neasurenent.

The third paragraph begins with the
sentence: These neasurenments are also conpiled into
product and | SC productivity and quality reports.
These data are used as the basis for SDC eval uati on,
capacity managenment and executive reports, public ROC
271 OSS task service performance result reports that
correspond to performance indicator definitions are
al so avail able on Qnest's web site.

The fact that that reference was in the
same paragraph appeared to provi de sone |inkage.

MR, DELLA TORRE: Absolutely. And there
is no linkage. Those are separate sentences that
probably woul d be better stated as separate
par agr aphs.

We are listing several different sets of

reports, one of which does not necessarily feed the

other. So we can change that.
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MR, WEEKS: For those -- the April 13th
version of the report, that was Section 2.1.8,
per f ormance nmeasurenent on page 12.8-11

MR. DELLA TORRE: Question 12. "Are the
Service Performance Results Reports those that are
publ i shed nmonthly to reflect Quwest's performance
agai nst the PIDs?"

The answer is yes.

Question 13. "Please describe what, if
any, information was obtained fromHP on HP's
experience as to whether or not Qwest was follow ng
the procedures for processing nmanually submtted
orders. "

First, a point of fact. HPC would not be
able to evaluate Quwest's adherence to processes.

Second - -

MR. WEEKS: Protocol, yes; process, no.
Process is inside the wall, black box. HP can't at
all see what Qwest is doing all day every day inside
the walls of Qumest. They can see whether the
protocol has been established for the order in which
t hi ngs shoul d happen, tinme in which things should
happen, so on. They can see that as an outsider

MR, FINNEGAN: Let ne give an illustrative

exanple. Let's say the Qmest process called for a
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non-fatal reject notice to be sent when a non-fata
error condition or non-fatal notice to be sent when a
non-fatal error is received and the SDC i s not
foll owi ng that process and HPC hasn't received any
non-fatal error notices.

MR, WEEKS: Then they woul d see the
violation of the protocol, but they wouldn't know
what process was followed or not followed by the rep
Maybe we are working in semantics here. You are
sayi ng process, | am saying protocol and we nean the
same thing.

MR, DELLA TORRE: |f | may, though, given
the exampl e that you set up, the end result is the
only thing that HPC woul d know, that they were not
receiving non-fatal notices. The cause of that they
woul d not know.

In fact, the SDC may have been adhering to
process and for sonme reason the gateway was down,
there was sonething in the electronics that was
permtting that to be submtted. Wile the SDC may
have been follow ng processes for creating and
sendi ng non-fatal notices, that does not necessarily
mean that they were received by the CLEC.

Simlarly, a CLEC that does not receive

any given response cannot conclude that a particul ar
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i ndi vidual or process within Quest is not being
adhered to.

MR. FINNEGAN: And | am not suggesting
that. But the evaluation criteria also gets sonewhat
i nto whether the process is being followed. The
process will produce an output, HPC will have sone
visibility into the output. They are not going to
understand the whol e picture, because they are not
| ooki ng behind the curtain.

But in terns of information, that wl
allow KPMG to ascertain the adherence to the process.
That woul d appear to be a relevant and readily
avai |l abl e source of information.

MR, VEEKS: Just as a matter of how we
normal |y conduct tests, when we do a white box test,
which is inside the walls wal k-around and eval uati on,
those results are contained in sort of a manua

process test like if the pseudo CLEC through its

bl ack box testing notices the systemisn't behaving
in a correct way those problens and issues are
brought up in the context of the black box test,
transaction test.

Sonetinmes, but not often, we wll
cross-wal k between the two in terms of how we report

the information. So, had HP experienced, and we al
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know they did, disorderly notices and things like
that within the test, it wouldn't necessarily appear
inthis report. It will appear in the Test 12
Report.

MR, DELLA TORRE: In fact, there were
appearances here and the next point to ny response to
this question was that what KPMG Consulting did, in
terms of evaluating HP, ny apologies, in terms of
nmoni toring and incorporating HPC s findings, the
primary tool was to nmonitor HPC s publication of
observations and excepti ons.

In this case or nore specifically, in
others, including the one just cited by M ke, which
was out - of - sequence order processing, KPMG did note
the exceptions raised by HPC Consulting, and then
proceeded to do additional white box investigation of
changes and fixes inplenmented by the conmpany in
response to HPC s exceptions.

So specifically, there was the issue with
the process for adhering to creation and conm ssion
of FOCs by SDCs. | believe that was our Exception of
t he out-of-sequence Exception and series that | think
we reference later in one of your questions, we wll
get to it at some point, it did cause KPMG Consulting

to do additional analysis within the walls of Quest
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while HPC continued to do analysis from outside.

MR, FINNEGAN: That was partly the genesis
of the question. In 12.8.2 in footnote 2 there is
reference to several HPC exceptions and observations
that led us to believe you were throughout this
eval uation --

MR, DELLA TORRE: Absolutely.

MR. FINNEGAN: -- | ooking at what sone of
HPC s findings were. In 12.8.1 or dash 1, it doesn't
appear to have that sane information froman HPC
perspective. This was a question of why was it in
12.8-2 but not -1.

MR. DELLA TORRE: | believe the
distinction is manual ly submitted orders. There was
a very specific subset of orders that would be
qualified as manually submitted versus --

Excuse ne.

(Cell phone interruption.)

That is why we do reference HP exceptions
for non-flowthrough orders but that specific set of
orders that were manual orders, there were no
exceptions raised by HP --

MR, FI NNEGAN: Couldn't that have hel ped
formthe basis of your conclusion? If it was a

positive conclusion and you talked to HP and HP's
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perspective was for manually submtted orders,
everything fromtheir perspective |ooked like it was
done as it should be done, that could have forned the
conclusion. It doesn't necessarily always have to be
negati ve information.

MR. WEEKS: Understood. What we will do
i s take under advi senment whether we had specific
conversations with HP about specific manual order
processi ng i ssues.

If we did or didn't, certainly that could
be added here, that no problens were identified by
HPC in this area

MR. DELLA TORRE: Actually, as a matter of
course, we do not identify where we do not find
probl ens.

MR, WEEKS: There is a concept in auditing
cal l ed negative assurance, and we try to avoid that
in general, but we didn't see a problem ki nds of
things. Leads one to believe everything is okay.

Usually we try to avoid statements like that. But |

under st and your point.

MR. FINNEGAN: It's nmore so from in this
case, did you not do it at all or did you do it, not
find any probl ens.

MR, WEEKS: We will clarify the report on
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this point.

MR. FI NNEGAN: Thank you.

MR. DELLA TORRE: | believe that
conversation effectively covered HPC s position, but
rather than speak for them this is one of severa
guestions we may or will defer a portion or the
question in its entirety to HPC

Geoff, anything to add?

MR, MAY: No. | would concur with HPC s
expl anation and the wordi ng of the question, which it
appears to ask whether or not HP believed that Qnest
followed its own internal procedures. W would have
no visibility into that. | think that is what has
been sai d.

If we were to observe sonething on our
side of the house, we would issue an Cbservation and
Exception, and did.

MR. DELLA TORRE: Question 14. \Very
simlar question, but actual comrercial CLECs versus
HPC for the manual order process: "Please describe
what if any information was obtained fromHP on HP' s
experience as to whether or not Qwest was follow ng
the procedures for processing manually submtted
orders."

Actual customer CLECs versus HPC for the
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manual order process, any inputs KPMG Consulting
used.

Response is KPMG did QC el ectronic input.
However the CLECs that responded to our request for
i nput and were subsequently interviewed did not
submt orders nmanually. Therefore, the two foll owon
guestions are not applicable.

Question 15. "Please describe what, if
any, information was obtained fromHP on Hp's
experience as to whether or not Qwest was follow ng
the processes and procedures for nanual order
inquiries and escal ations."

And again, to return to the discussion we
had nonments ago, as a matter of course KPMG
Consulting nonitored the observations and exceptions
i ssued by HPC Consulting, or rather HPC.

In this case Exception 2075 was related to
the order inquiry process. | would ask if you wi sh
nore information to reference the OE | ock

As a result, KPMG conducted additiona
interviews and observations on the site and
addi ti onal documentation analysis to determ ne that
procedures were in place and anmended as necessary to
address CLEC inquiries and escal ations. Eventually,

2075 was cl osed.
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HP, other points to that?

MR. MAY: No, we concur with that
expl anati on.

MR. DELLA TORRE: Thank you, Geoff.

Question 16: Sane question but CLECs
rat her than HPC.

During our interviews with CLECs, the
CLECs reported the process was adhered to.

However, we will nake the sane point we
made nonents ago, that the CLEC would not know that
it was, in fact, adhered to. W presune that to nean
the outputs conforned with their expectations.

There was al so representation the CLECs
were generally satisfied with their experience with
the call center and CSIE.

Question 17: "Please describe what, if
any, information was obtained fromHP on HP' s
experience as to whether or not Qwest was follow ng
the procedures for processing electronically
subm tted non-flow through orders."

So we have essentially changed subj ect
matters, simlar format. Now non-flow through
orders.

Simlar answer. KPMG Consulting nonitored

observations and exceptions raised by HPC. This is
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where the series of disorderly orders, if you will,

were raised. That caused additional retesting on

both vendors' parts.

We did additional white box testing, HPC
did additional transaction testing. Al of the
rel ated exceptions including Exception 3078 which was
subsequently issued by KPMG on the processing of
manual PODS were cl osed

M. May?

MR. MAY: | would concur with that
expl anation and record and i ssue observati ons and
exceptions on what we see on our side of the house.

MR. DELLA TORRE: (Question 18. "Please
describe what, if any, information was obtained from
CLEC interviews on the CLECs experience as to whet her
or not Qwvest was follow ng the procedures for
processi ng non-flow through orders."”

There was concurrence fromthe CLECs
during our interviews with the experience of
di sorderly orders. And, therefore, that becane the
focus of our retest evaluation and investigation
And ultimately those exceptions were closed.

Question 19. "For Exception 2030, the
Di sposition Report states, 'HP queried Qwest as to

potential PID inpacts and why the subsequent fatals



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

36
do not reflect defined Quwest process of issuing
non-fatal rejections after issuance of a FOC. At the
direction of MIG and KPMG on Focus Call, HP withdrew
the question as 'out of scope' given the 95 percent
successful processing rate.’

Pl ease provide the specific direction from
MIG and KPMG provided to HP. Absent the direction
from MIG and KPMG, would HP have |left the Exception
open until Qwest provided a response to HP's query?"

I will turn the question over to M. May.

MR. MAY: | would state this discussion
and direction took place on an open ROC, that is a
focus observation exception call. | don't think this
particul ar issue is conplicated.

General |y speaking, the pseudo CLEC is
oblivious to PID results and benchmarks. W view our
role as to record what happens in the pseudo CLEC
experi ence.

So, in this case, where we were
essentially raising whatever we saw, and we had the
test administrator, who by test design has in its
scope neasurenents and benchmarks and the |ike, we
basically just deferred to that direction.

Fol | ow-up on that?

MR. FINNEGAN. Was this a case where the
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direction was the results had nmet KPMG s benchnark,
so there was no need to focus on the 5 percent or
so --

MR, MAY: | believe it was 44 out of 3770.

MS. ANDERSON:. Which is 1.2 percent.

MR. FINNEGAN: So the 1.2 percent
direction from KPMG was performance nmet their
benchmark, so there was no need to continue any
i nvestigation on the 1.4 percent?

MR. DELLA TORRE: No, that is not correct.
That benchmark was not established by KPMG
Consul ti ng.

HPC woul d open and cl ose i ssues based on
HPC s standards and criteria.

In this particular case it was passive.

MR. FI NNEGAN: \Whose benchmark was this,
was it KPMG s, was it HP s?

MR. MAY: It was HP's for the purpose of
the retest. That was -- those were the results that
we were | ooking for.

MR. FINNEGAN: So was this a rem nder from
MPG and KPMG t hat the benchmark, the HP benchmark had
been achi eved, there was no need to focus on the
1.4 percent?

MR, MAY: Yes, | would agree with that.
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MS. ANDERSON: This is Denise Anderson
from MPG

| believe from MPG s perspective it was a
situation of the standard is not perfection, in the
situation where the vendor had indicated that
95 percent was the vendor-established objective and
we have a situation where it's 1.2 percent, it has
nore than exceeded the vendor's benchmark. And it
seemed an inappropriate way to use resources, when we
still had many other itens to work on

MPG s gui dance was as indicated, to renind
the vendor that it had not only passed but exceeded
t he benchmark.

MS. OLI VER: Before you nove on - Becky
Qiver, WrldCom- | would like to back up and ask a
foll owup question if | may on question 16.

My question is, how many CLECs did KPMG
talk to when conducting these interviews?

MR, DELLA TORRE: First, all CLECs

participating in the early establishnent of this task

were asked on several occasions in witing and phone
calls publicly to participate in various el ements of
this task. | believe there is a well-docunented

hi story of requests for CLEC participation.

In this particular instance three CLECs
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were solicited and two ultimately would participate.

MS. OLIVER: Thank you.

MR. DELLA TORRE: You are wel cone.

Question 20 doesn't actually relate to
KPMG Consulting at all, so I will turn it over to
Geof f May, HPC.

MR, MAY: This is simlar to question 19.
| think it's generally the sane scenario. So again
this was a publicly noticed TAG focused on an E call
And | believe in this case this was a KPMG benchmar k
and the benchmark --

No? Was it ours?

Okay, so it was another case where we had
set the benchrmark for the retest and the benchmark
was satisfied.

MR. FI NNEGAN: So what woul d you descri be
as the nunerator of this nmeasure?

MR. MAY: That would be the 3770.

MR. FI NNEGAN: These are -- then
represented --

MR. MAY: The transactional retest from
Decenber 1st. All original and supplenmental LSRs
from Decenber through January.

MR. FINNEGAN: This was fromthe point

where Qmest said they fixed whatever hiccup they had
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in their system These 3070 represented the origina
LSRs and suppl enental LSRs that were after that, and
subtracted fromthat and the numerator, | would
assume, would be the ones that didn't conformto the
process?

MR, MAY: 44. Right. Correct.

MR. FI NNEGAN: The denomi nator was the --

MR, MAY: 3770. | apol ogize, you asked
for the nunerator and | gave you the denoni nator

MR. FI NNEGAN: The 3770 was before the
subtraction of the 447

MR. MAY: Correct.

MR. FINNEGAN: Were there any excl usions
in that?

MR. MAY: There were no excl usions.

MR. FI NNEGAN: Maybe you said it before.
How was the 95 percent benchmark established?

MR. MAY: In the absence of a performance
i ndi cator definition, again, we set the benchmark to
provi de a basis for success or failure in the retest.

MR. FI NNEGAN: Thank you.

MR. DELLA TORRE: Ceoff, question 21 and
22 are also directed essentially to HPC

MR, MAY: Geoff fromHP. Again, these are

very simlar situations to those we have j ust
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di scussed.

And in general, our response would be the
same. |f you have additional follow up questions on
these two instances, | would try to address that.

MR, FI NNEGAN: When you say the two
i nstances are you addi ng question 22 into that?

MR. MAY: Correct.

MR. FINNEGAN: On 22 you just | ooked at
vi ol ati ons of the sequence in general, you didn't
have a specific benchmark for, say, A, an error that
was there was an FOC received then a fatal reject
versus an error condition where there were two FOCs
sent then a fatal reject. You just counted in the 44
any disorderly order status notes.

MR, MAY: This disorderly order retest
was pursuant to Exceptions 2030 through 2037.

As Don has whi spered in ny ear, there were
various flavors of disorderly orders. So each flavor
was subjected to the sane retest.

MR. FI NNEGAN: That | understand. But
let's say there was five flavors and it was a one and
a half -- I will make it easier, 2 percent occurrence
of each error on the 5. You may have had 98 percent
success on that specific occurrence, but in total you

had 10 percent of disorderly order status notices.
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So the question was getting at is that
al l omance of 5 percent applied generally to any
flavor of order status, disorderly order status
notice, or does it apply to each specific flavor?

VR, MAY: Bot h.

MR. FINNEGAN: So that 44 included every
flavor?

MR, MAY: | could run through the
exceptions and give you the nunerators by flavor, if
you wi sh. And denom nators.

MR, FINNEGAN: | don't think | necessarily
need that as much as the 44 that we had tal ked about,
and | asked the question, is that all of the flavors,
and the answer was no. |If | added all of the flavors
of disorderly order status notice would that be a
nunber hi gher than 442

MR, MAY: It would be higher than 44, but
still less than 5 percent.

MR, FINNEGAN: |Is there anyplace in the
report where it identifies what the nunber would be?
O is that in the specific exceptions?

MR. MAY: Correct. Responses, you would
find those in the disposition reports for each
i ndi vi dual Exception.

MR. FINNEGAN: So that 44 we were talking
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about in the prior question, that would have been
just related to --

MR. MAY: Exception 2030.

MR. FI NNEGAN: 2030. And we could go back
i ndividually and find out what that nunber --

MR, MAY: | have themright here if you
want, the nunmerators and denom nators.

MR. FI NNEGAN: You could dunb it down a
bit for me and just give nme the 44 plus nunber.

MR. DELLA TORRE: Good man.

MR, WEEKS: While they do it, should we
nove to the next question?

MR. FI NNEGAN: Somewhere between 44 and
|l ess than 5 percent?

MR, MAY: Yes. Okay. Moving on.

MR. DELLA TORRE: Question nunber 23.

M ke Weeks.

MR, VEEKS: | would like to add a question
here. Was AT&T asking for an opinion question, which
ones might permt kind of if you were to dream your
dream which ones would? O is this a question of
fact, which ones actually do and that we observed
during the course of the test?

As you are well aware, there is an MIP

change for an adequacy study of perfornmance neasures
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over nmanual order processing.

So, if that is sort of the question being
asked here, | would ask you to hold off and read our
response or our docunent that's the adequacies, if
you are really asking which ones does Qnest use
that -- today, that are already in place and already
i mpl enmented that cover off these kinds of topics.

MR. FINNEGAN: | think that was what we
were getting at. This issue identified in these
exceptions appeared to be one that potentially
slipped through the performance neasurenent crack and
woul d not be captured with the existing perfornmance
measur ements.

MR, WEEKS: | think question 23 can
probably be best answered by reading our witten
docunent that we are going to prepare for the
adequacy study. If | could indulge you to please
wai t and read that document when it comes out, |
think that would answer what you are trying to get at
here.

MR. FI NNEGAN: That would be fine.

MR, DELLA TORRE: | will put 24 back to
Ceof f May.

MR, MAY: The question is, "For Exception

2075 as recently as March 8, 2002, HP was identifying
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problenms with the support that the help desk was
provi di ng on order inquiries and escal ati ons.

“In HP's final summary for Exception 2075,
HP stated, 'HP has docunmented over the past severa
mont hs, nultiple concerns regarding the support from
the Qmest Hel p Desk.

As stated in its responses Qwest has
instituted a nunber of efforts... to inprove the
quality of services provided. At this tinme, HP
acknowl edges Qwest's statenents and actions to
address the itens in this Exception.' VWhile HP
gquot e, 'acknow edges Qwest's statenments and actions
to address the itens in this Exception,' HP
apparently made no attenpt to verify that 'Quest's
statenments and actions to address the itens in this
Exception' actually upgraded the quality of Qwest's
Hel p Desk support to acceptable |evels."

The question is, "Please describe the
efforts undertaken by HP to determine if Qmest's
statenments and actions to address the itens in this
Excepti on upgraded the quality of Qmest's Hel p Desk
to acceptable |evels.

If HP did undertake such efforts, please
i ndi cate how HP was able to determ ne that the

support from Quest's Hel p Desk inproved from
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unacceptabl e to acceptable levels."
Again, HP in the role of the CLEC could
not verify internal processes and procedures
identified by Quwest. HP acknow edged Qwest's

statenents and continued to docunent any instances of

nonconpl i ance, i.e., net, not net. HPC would be
prepared -- excuse ne.
(Pause.)

MR. MAY: So again, our visibility in
terms of verifying processes and procedures which are
internal to Qwest is out of scope.

MR. FINNEGAN: Well, that is what puzzled
us. This was somewhat of a white box eval uation
where, from a pseudo CLEC perspective, there were
troubles with the information or help received from
the Hel p Desk.

In responding to it there were references
made to MCCs, QA, training, coaching, disciplinary
action, process inprovenents, docunentation updates,
et cetera. Those are all black box type of
responses.

MR. DELLA TORRE: The only way you woul d
know about MCCs and what-not would be --

MR, FINNEGAN: | got ny colors mxed up

(Laughter.)
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MR. FINNEGAN: | used to be dyslexic, but
now | am KO

This was a black box test. The response
was a white box response. And there seened to be
acknow edgnent that Qwmest had made these white box
response type of inprovenents which seened somewhat
out of bounds for the pseudo CLEC bl ack box type
eval uati on.

MR. MAY: Well except for in our response

we state that should we receive additional instances

of the sane problem those would be recorded. Right.

W didn't state that we had verified, we
state that we acknow edge that Qmest has stated that
they have i nplenented these inprovenents.

MR. FI NNEGAN: But consistent with past
practice, that would seemto point nore towards a
cl ose, unresolved, or close, unable to determ ne

MR MAY: Only if we saw additiona
i nstances of the sane problem

MR. FINNEGAN: But | think you had an
obligation to verify that the fix didn't produce the
i ntended effect and there had been no observations
one way or the other. You don't know if the fix
worked or didn't work because there were no

observati ons.
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(Pause.)

MS. ANDERSON: For folks on the bridge,
there is a caucus going on.

(Pause.)

MR, DELLA TORRE: Just as two points of
clarification. First, this may help big. KPMG
Consulting did do the white box testing and
verification validation of Qwest assertions nmade in
t hese particul ar responses, things |ike the MCCs and
coachi ng and documentation revisions and the |ike.

Furthernore, in HPC s position, there are

several activities that we attenpt to observe

t hr oughout the course of testing and this was
typically, if you participated in the O calls over
the | ast several nonths, there was a category of O&E
call ed nonitoring.

That category was specifically designed
for a situation like this, where you may or nay not
be able to cause a situation to occur. And
therefore, while you |ooked for it throughout the
remai ni ng period, there is no assurance that it wll
happen.

| would point to say delay days or
jeopardies as being simlar activities where we don't

necessarily have the data to represent performance on
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that, because there weren't enough jeopardies or
del ay days.

And this may be a very sinilar position,
where HP did make attenpts fromissuance of this
Exception throughout the conclusion of testing by the
way, so there was a wi de wi ndow, that they did
nmonitor for this behavior and they just did not see a
reocurrence of the problens.

So there was an attenpt to nonitor it from
a transaction perspective and there was actual
concrete work done fromthe process perspective.

MR. FINNEGAN: | think the concern becones
a matter of timng, because, froma nonitoring
perspective, | understand what you are saying.

But | would assume, correct nme if | am
incorrect in ny assunption, from March 8 on, | don't
think HPC made a lot of calls to the Hel p Desk. So
there was not going to be an opportunity to nonitor
very rmuch.

That again, to nme, would point nore
towards a cl ose, unresolved, or close, unable to
determine. |If there had been a fix made five nonths
ago and it was in a nonitoring state and there had
been buckets of calls to the Hel p Desk made and there

was no reoccurrence, | think then HPC coul d
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confidently conclude we had the opportunity to test
the effect of the process and we saw no reoccurrence
of the original problem Thus, the monitoring didn't
appear to have the opportunity to nonitor anything
because there were no nore Help Desk calls or very
few Hel p Desk calls.

MS. ANDERSON: This is Denise. | would
like to step in.

Is this sonething you think you can
address in a couple statenments or would you like to
take it away and cone back with additional detail? |
am concerned we are getting bogged down on one item
here, that was probably beat to death in O&E
di scussi ons, and we haven't even gotten to WorldCom s
guestions on this section.

Woul d that be agreeabl e?

MR. MAY: We could do that. | believe,

t hough, and for the record HP concurs with KPMG s
sort of explanation. | don't believe we would state
anything materially different fromwhat we have said
so far.

M5. ANDERSON: So that is the answer.

It's been asked; it's been answered. Can we nmove on?

MR. FI NNEGAN:  Sure.

MS. ANDERSON: | am just concerned,
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because we are getting really bogged down in this one
ar ea.

Next questi on.
MR. DELLA TORRE: Question 25. Back to a
simlar format of question which is the inclusion or

i ncorporation of HP experience around the specifics

of manual order errors.

Again, simlar approach. KPMG Consulting
nmoni tored HPC s observations and exceptions in an
attenpt to highlight any findings and, therefore,
tail or our subsequent testing efforts to address
those findings. No AP exceptions were raised
concerning the manual order error process.

The next question, 26, sane concept but
CLEC participation versus HPC. CLECs who responded
to us did not report any issues with Qwest's
foll owi ng procedures for manual errors.

Again, | will put in the caveat that neans
they likely didn't experience problens with the
out put versus their expectations of those processes.

Question 27: "The Discrete Report states
that, 'CLECs confirned adherence to established
cal | back intervals.'

O her than adhering to call back intervals,

pl ease summari ze the CLECs responses on the nore
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general question of whether or not Qwmest follows the
processes and procedures to check the status of a
manual order."

CLECs who responded to us indicated they
were satisfied with their ability to check order
status through I MA or by calling the call center

Any ot her questions from AT&T or regarding
AT&T' s set of questions?

MR. FI NNEGAN:  No.

MS. ANDERSON: Other related to 27-20.

MR. FI NNEGAN:  You nean the cl osed
unresol ved one?

MR. DELLA TORRE: Moving on to Worl dCom

MR, DI XON:  Just a mnute.

MR. DELLA TORRE: We will return to
question 4 before noving to the Worl dCom section

So if everyone would note there is a box
hi ghlighted within this diagramthat if you started
at Step B 5, does the order contain an error, and
nove down to an answer, yes, we have inserted in the
hand-out a series of steps that hopefully depicts the
process more clearly. That there is an eval uation
does the error type require i medi ate rejection, yes
or no. |If not, a non-fatal error notice is sent to

the CLEC. Does the CLEC return the SUP within a
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four-hour period or does it become a fatal reject
that needs to be sent to the CLECs.

So | think there is alittle nore
di stinction here between the non-fatals and fatals
with a note that non-fatals may becone fatal if they
are not in fact responded to. And again, the
di stinction can be nmade between error conditions
versus reject notices and error or rejections and
noti ces.

So there are responses sent back and forth
versus conditions encountered on the order and there
are relationshi ps between the non-fatal notice that
may ultimately becone a fatal or reject.

MR, FI NNEGAN: Can you indulge ne for the
nmoment ?

MR. DELLA TORRE: Sure.

MR. FINNEGAN: On ny version, this is the
April 1st version, would this be an add to Figure
12.8-2, the order processing overvi ew?

MR, DELLA TORRE: This is not in your
report. In fact, we will put this entire -- this
process is described in |anguage.

We will add this diagramthat we have sent
out to everyone to the report, just to make it a

little bit nore clear.
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MR. FINNEGAN: And the question was how

woul d you revise 12.8-2.

MR, WEEKS:

The answer is, technica

answer is we won't, we will produce it in the

diagram it describes the error process.

MR, FINNEGAN: Okay. Would this be sort

of a branch-off of anything --

MR, VEEKS:

revision it's 12.8-3,

It's actually, in the |atest

not 12.8-2.

W will replace 12.8-3.

Are there

process or were you j

guestions about the error

ust asking, the diagramas it

exi sted didn't appear to account for errors and

aski ng how t hose are

handl ed?

MR. FI NNEGAN: Well, it did --

VR. WEEKS:

| am not sure what the

guestion you were aski ng was.

MR. FI NNEGAN: The question was the

diagram as originally witten accounted for fata

rejects and fatal errors.

MR, WEEKS:

As opposed to non-fatal

MR. FINNEGAN: Right. The expectation was

there would be one chart that showed both fata

errors and non-fata

MR, WEEKS:

errors.

We under st and.
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MR, DELLA TORRE: Depending on how it
works in ternms of putting it on paper, | have just
finally, alittle bit nore clear. If you will note,
B 4 and B 5 on the hand-out corresponds directly to
B4 and B5 inthe figure, 12.8-3 in the report. So
there is an expansion if you will. There are new
steps included in the hand-out that aren't
represented in the current version of the report.

So if we are able to revise the report and
keep it clean and kind of on one page, we wll
certainly do that.

If we need to add this as a dotted |ine,
we will. So whichever sort of |ogistically works
better.

MS. THI ELEMANN: The report that went out
on the 13th has been clarified to explain that.

MR. DELLA TORRE: No explain the error
rejects and the like.

MR. CONNOLLY: | have one nore, Joe. Tim
Connelly. In 12.8-8, the third paragraph reads,
Orders that have fallen out of the flowthrough
system are automatically exam ned for errors by the
SOP.

MR. DELLA TORRE: That should be SDC

That is a typo.
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MR, CONNOLLY: Thank you.

MR, DELLA TORRE: WorldCom 1. Again,

t hi nk everyone has these, so | will junp to the
questions rather than context of the questions.

"Please clarify, is it Qwvest practice to
track LSR and ASR nunbers plus PONs for each order.

If not, what would cause PONs to be excluded in Quest
tracki ng mechani sn?"

The response is they are tracked by LSR
and PON both on the order. Sane with ASR, tracked by
ASR order and PON, both of which are on the order and
this informati on has been updated on the npst recent
version of the report.

MS. OLIVER: Foll owup. Based on that
response then is it correct to assume that if the
CLEC were to make a call into the ISC and refer to
the order just by the PON number that Qemest woul d be
able to reference the order?

MR, DELLA TORRE: Absolutely.

Question 2: "What are the required
pre-screening edits perforned by the 'Indexer'?"

The Indexer verifies that proper fields
are popul ated on the order and prepares the order for
typi ng by verifying data such as custoner nane,

conpany nane, tel ephone nunber or fax numnber.
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The Indexer is responsible for
prescreening edits and ensuring the proper fields are
popul ated on the fax LSRs. This information has been
updated in the nost recent version of Discrete Report

12. 8.

Question 3: "What is the criterion used
by the Indexer to determ ne, quote, 'tineliness' ?"

We believe this is the result of a m stake
KPMG made in the -- in titling this report. It is
not a tinmeliness |og sheet but rather it's called the
i ndexing daily log. W have since updated this in
the report.

M5. COLIVER: Becky Qiver, WrldCom |
woul d I'ike to back up for one second to question
nunber 2 for a follow up.

MR, DELLA TORRE: Certainly.

MS. OLIVER: Becky Oiver, WorldCom

Can you provide nore clarification between
prescreening edits that the Indexer is perform ng and
the business rule edits or the BPL edits?

(Pause.)

MR. DELLA TORRE: These are for fax
orders, therefore there is no such thing as a BPL.

MS. OLIVER: But are the -- what is being

checked for the business rules the sane, then?
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MR, DELLA TORRE: It's conparable, yes.

MS. OLI VER:  Ckay.

MR. DELLA TORRE: Question 4: "What are
the required checks performed by the SDC?"

VWhen the SDC extracts individual LSRs from
the I'S server they check them for possible reject
reasons such as inconplete or inadequate field
entries as we were just discussing nmonents ago. This
has also been clarified in the [atest version of the
report.

My thanks to MCI Worl dCom for catching
sonme things that made the report a little nore clear
because that has been a steady response that | have
gi ven, our report hopefully is a lot better at this
poi nt .

Question 5: "What, if any, information is
automatically popul ated into the SOP such that the
SDC woul d not have to manually re-enter?”

Agai n, these are manual orders, and,
therefore, no information is automatically entered
into the SOP

Question 6: "Does Qwest enploy any audit
or control procedures to ensure manual processing is
validated prior to finalizing the steps to enter

order information into the SOP?"
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The answer is yes. There are buddy checks
of the orders before issuance of a SOP

Question 7: | will read all of the
context. "If the SOP detects any errors ... such as
an unrecogni zable field entry or m ssing information,
the SOP alerts the SDC to the presence of the
errors." The question is, "Howis the SDC al erted?"

The answer, they are alerted to errors
with an error code nessage fromthe SOP. This has
been updated in the npbst recent version

Question 8: "Are there specific
docunent ed nonitoring procedures the SDC is required
to foll ow?"

KPMG Consulting is not aware of procedura
docunentation for this process. Late orders,
however, would be reflected in the SDC s performance
reports including the In Today, Qut Today and
four-hour --

Question 9: "What is the role of a
' coach' ?"

Several different elements. |It's the
overseei ng group of SDCs to conduct performance
anal ysis, to provide assistance with order witing
and call handling, to provide data reporting as a

tool for managenent use.
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We have updated the report to be nore
explicit in identifying the roles and
responsibilities of a coach

Question 10: "What audit and contro
procedures does Qwest enploy to mninmze the | evel of
errors inherent with manual processing?"

I think we have gone through a few. There
is sone, unrelated to this test evaluation, sone
addi ti onal work being conducted as per the MIP change
request on the adequacy study, but in this particular
case, buddy checks are done before FOC i ssuance.

There is ticket sanpling after FOCs to
deternmi ne where there are recurrent probl em areas,
the result being the follow ng, training, and there
is error reporting fromthe billing departnent and we
address this in 12.8-3.

Question 11: "Please clarify, when does
the BPL reject an order? |Is it when a single error
is detected or when the entire LSR has been checked
and identifies all errors on an order?"

It's our understanding a BPL error will
indicate all errors that happen

MS. OLIVER: Becky diver, WrldCom

The response then, you are saying there

woul d be rmultiple, if there exists on the order
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multiple rejects, there would be multiple error
codes.

MR, WEEKS: That is our understanding.

MS. OLIVER  Okay.

MR, DELLA TORRE: Question 12: "Please
provi de the reasons Qaest woul d prevent an order from
flowing to the SOP not including those designed as a
non-fl ow t hrough order based upon business rules.”

A pending order. Another SOP. A product
or activity type that is not flowthrough eligible,
but is on an otherw se flowthrough eligible order

Invalid data included on an LSR. They
could be flowthrough eligible in its original state.
But incorrect data that causes the drop

Suppl enental orders, invalid CSRs,

non-fl ow t hrough features such as, say, circular

hunting or systemerrors and tine-outs.

MR, FINNEGAN:. | want to ask a foll ow up.
This gets sonewhat in Test 15. Wuld this also
i nclude too nmany orders in the queue?

MR. DELLA TORRE: That is a fact that was
represented to us during the volume test.

MR. FINNEGAN: Do you consider that to be
atine-out?

MR. DELLA TORRE: | believe the strictest
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definition of a tine-out is a flowthrough FOC
delivered in over two hundred seconds.

MR. FINNEGAN: That is a pre-order tine

out .

MR, DELLA TORRE: That's right. Let ne
follow up on that, John. |In fact, please readdress
it in 15.

Question 13: "Please clarify what is
meant by, quote, 'manually issues a FOC to the
CLEC ".

SDC sel ects options in the | VH i ssue of
FOC. SDC issues the due date on the information and
submits to the CLEC in the sane nethod the order was
recei ved.

Question 14: "How does CRM al ert the
sbe?"

If a downstream organi zation is unable to
process the order as witten, and therefore requires
revision by the SDC, the SDC is alerted via CRM The
guestion again is, "How does CRM al ert the SDC?"
They alert -- the order is in an error status in the
queue. This indicates the SDC needs to pull the
order fromIMA and fix as appropriate.

Again, this has been revised in the nost

recent version of the report.
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MR, CONNOLLY: | have a question in
fol | ow up.

That inplies that the downstream
organi zations finds sonething in the order that
causes it to not be processable.

Do those downstream organi zati ons have
direct access to CRMs to nake that error condition
known?

MR. DELLA TORRE: Ckay. It's ny
under st andi ng that the downstream organi zati ons woul d
utilize IMA, which would then directly feed into CRM
so that the SDC woul d becone aware of it through sort
of an I MA link.

MR, CONNOLLY: For exanple, the assignhnment
desk lets the order and doesn't have the required
pairs. It would interact with IMA to update the
order to say the facility is not avail able and that
woul d go into CRM

MS. ANDERSON: | think Qwvest wants to say
something. |Is that okay?

MR, VEEKS: Sure.

MR. DELLA TORRE: Absolutely.

MR VIVERCS: | think we just need to
clarify. | think the question is a bit too broad

because it is going to vary dependi ng on what
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downst ream organi zati on you are tal king about.

Wi |l e sone downstream organi zati ons m ght
have access to | MA the nost typical ordering error
conditions we are tal king about are in the fax famly
of systens, the service order flows into those
systens, those systens detect an error, it creates an
error condition on the service order. That error
condition on the service order is what feeds
information. It's commonly known as an ESOD. It
feeds information to CRM The SDCs are nonitoring
queues for all sorts of work including ESO Ds that
CRM has been made aware of from the downstream
system

So the downstream organi zati ons, the
actual humans, generally do not interact with CRM and
generally do not interact with IMA. Sone do, sone
have access to IMA |ike those processing directory
listings. But nobst error conditions as described
here woul d cone through systens.

Sonmeone in assignment woul d possibly
update the service order to reflect there was an
ESO D. That gets comuni cated backwards and is
registered in CRMand SDC in the service center can
see that they have nore work to do.

MR, CONNOLLY: That happens in the service
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order systen? That ESO D?

MR, VIVERCS: Yes. |It's actually done in
the facility assignment systens and there are
i nteractions between that and the SOP, between those
systens, the SOP and CRM

MR, DELLA TORRE: And | VA

MR, CONNOLLY: That was hel pful. Thank
you.

MR, DELLA TORRE: Question 15: "Did KPMG
Wi tness the | SC Team Leaders and Coaches nonitoring
wor k queues and resorts to ensure all orders are
bei ng processed according to Qunest's established
SI Gs?"

I would change "resorts” to "reports.”

The answer is yes, we did.

Question 16: "Are there particular status
i ndi cators that are popul ated when a change occurs or
is status information popul ated via conment s?”

The answer is status is popul ated
automatically after steps in the auditing division
process are conpleted and our revised report wll
reflect these changes.

MS. ANDERSON: | would like to maybe do a
time check right now W are at the tine that we had

schedul ed for our norning break. | was wondering if
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we coul d take five minutes, refill coffee, whatever,
then come back. W are behind and we nmay not get
through all of the questions.

Does anyone object to that? Let's take
five and conme back.

(Recess.)

M5. CLI VER: Resune.

M5. ANDERSON: We are going to begin again
and go back on the transcription

Joe, do you want to pick up where we |eft
of f ?

MR, DELLA TORRE: | amgoing to turn it
over to Geoff May for follow up.

MR MAY: Wth regard to question nunber
24, we have caucused internally. Although we stand
by the actions we have taken to date, we are going to

provi de a supplenmental response to help clarify the

i ssues.
MS. ANDERSON: So that will be in our
foll ow-up questions just |ike we have from nunber 1?
MR. MAY: Correct.
MR. DELLA TORRE: Question 17 from MC
Worl dCom  "Pl ease provide the list SDCs utilize to
determ ne non-fatal errors.”

This was from Qeest's ordering web site,
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Qunest,com This is in our test report Section 2.1.4.
The non-fatal errors include those such as m ssing
contact information or nere match of a nanme or
addr ess.

MR. VEEKS: There is a bullet list that
gives you the list of the non-fatals and fatals off
the web site.

M5. OLIVER: Becky Qiver, WrldCom

So, does the SDC actual ly, you know,
envisioning this, sitting there with the list? How
do they work to nmake sure they cover the --

MR, DELLA TORRE: W didn't actually see
them use the list under the assunption that these
fol ks knew that, but we did not see them using the
list off of the web site. Additionally, there is an
error in the SOP to look for that if it's mssed by
t he SDC

M5. COLIVER: Just for clarification. Your
statement that, "based on the assunption that they
knew t hat . "

Do you nean based on the assunption that
the SDC had the know edge-

MR, WEEKS: That they had been trai ned and
the training reinforces what kind of --

MS. OLIVER: Thank you.
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MR, DELLA TORRE: They do have reference
materials that we did see SDCs using. They identify
what the various codes are, how they are enpl oyed.
We di d observe SDCs respondi ng appropriately to error
condi tions.

Question 18. "Are there procedures in
pl ace in the event the SDC cannot get a hold of a
CLEC to obtain corrective information?"

The answer is yes. Non-fatal error
notices are sent to CLECs in every instance of a
non-fatal error. The CLEC may correct the order
usi ng the same PON or contact the SDC. Phone calls
are not a mandatory process for addressing non-fata
errors.

Qur report has been revised in the nost
recent version.

19 --

M5. OLIVER: Excuse nme. Becky Qdiver.

I haven't seen the report update you have
just referenced. But the report and where this
question canme fromwas it seenmed to inply that for
this error either the SDC would call the CLEC on the
phone and get the correction that way, or actually
i ssue the non-fatal error back

So does the response now indicate that say
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t he phone call was made, CLEC was contacted and the
CLEC representative was able to provide the
correction on the phone, that the non-fatal error
woul d still be sent back and the CLEC woul d respond
with a SUP order.

MR, DELLA TORRE: CQur understandi ng of the
process is it's the other way around, the notice
happens first. As a courtesy the SDC nay use a phone
to follow up.

| believe we are at question 19: "Please
provide the list SDC s utilize to deternine fata
errors.”

That is the sane web site reference. 1In
our Section 2.1.4 we list exanples of those fatal
error conditions or conditions that could cause fata
errors.

Question 20: "Does the SDC identify al
known errors or is the order rejected upon the
identification of a single error?"

It's Quest's policy to identify all errors
before rejecting the order.

Question 21: "Wat is meant by ASRs are
addressed on a case-by-case basis with the CLEC?"

The answer. ASRs are addressed

i ndividually by notifying CLEC in two forms. W have
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updated the nobst recent release of the draft report
to state that all errors on an ASR cause it to be
deened invalid.

The SDC types a letter to the CLEC which

i ncludes the PON and error detail in the text.
Letter requests the CLEC submit a suppl enentary order
to correct the error within 15 days and it's E-mail ed
or faxed, depending upon the nmethod in which the ASR
was subnmitted. The letter is also sent in the mail.

Invalid order information is entered into
an access database used by the SDC to track the due
date for the supplementary order. Notes regarding
the conmmunication to the CLEC is also recorded. |If
the CLEC fails to submit a supplenmental within 15
days the order is manually cancel ed.

MS. OLIVER  Where is the e-nail address
that is used to return the letter if it is E-nailed
by, received fron?

How does Qmaest know which e-nmmil address
to use?

MR. DELLA TORRE: The CLEC s e-nmill
address shoul d be provided on the ASR that was
originally submtted by the CLEC.

MS. OLIVER: Do you happen to know which

field of fhand?
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MR. DELLA TORRE: | don't think we do.
Sorry.

MR, WEEKS: Chris, do you have that
menori zed?

MR, DELLA TORRE: W could take that away
and see if we could find out on the ASR form

MR. CONNOLLY: Joe, isn't it the case that

the e-mail that conmes in would have the address of

the sender.

MR, WEEKS: Certainly would.

MR. DELLA TORRE: That woul d make sense.
W will determine if, in fact, there is sort of like

a design contact that is separate, a separate piece
of information.

MS. OLIVER That's fine. No further
foll owup is necessary.

MR. DELLA TORRE: Thank you.

Question 22: "Does Qmest not have
docunent ed procedures the SDC would follow for ASRs?

Yes.

MS. ANDERSON: | am not sure what "yes"
means?

MR, DELLA TORRE: That is why I am reading
the question a little nore slowy.

MR. FINNEGAN:. Li ke a Pal m Beach bal |l ot.
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(Laughter.)

MR. DELLA TORRE: W do not have
docunent ed procedures.

MR. VEEKS: W don't have the EMPs in
our -- | guess the question is are there M&Ps Quest
has?

MS. OLIVER: Correct. The question is
getting at the statenent about how invalid ASRs are
handl ed on a case-by-case basis. Qur question is,
are their docunented procedures Qwmest is using.

MR. DELLA TORRE: The docunentati on answer
is no. |Is there a process? The answer is yes. Did
we observe the process being adhered to? The answer
is yes.

Question 23: "lIs the ASR rejected
manual |y or el ectronically?"

The answer is manually.

Question 24: "Does the SCIE designate a
singl e point of contact responsible for overseeing
the lifecycle of CLEC enquiries and escal ati ons
t hrough to resol ution?"

The answer is no. They can be transferred
or referred to the next (inaudible) within the SDC
then responsibility for that inquiry and escal ation

al so transfers.
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Question 25: "Are unresolved tickets
automatically escal ated by Qwest or does the CLEC
have to request escal ati on?"

The answer is, escal ation can happen by
either party, either at the request of the CLEC or if
the original SDC is unable to respond to the
questi on.

Question 26: "Did KPMG wi tness the steps
bet ween openi ng and closing CSIE tickets?"

The answer is yes.

27: "ls there a designated party that
identifies resolved issues and closes the tickets in
t he database?"

Simlar to question 25, is the person
currently responsi bl e and hol ding that spec ticket.

28: "lIs closure of the ticket validated
by the CLEC?"

The answer is yes. W have additiona
detail in 24.8-8.

29 --

MS. OLIVER: Question 28, follow up.

Is the CLEC validation of ticket closure,
does that happen before the ticket is actually closed
or in conjunction or after?

MR, DELLA TORRE: The call is nmade just
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However, basically, if the phone isn't
answered by the CLEC, a nessage will be left in vo
mail and the ticket will be closed.

The CLEC then does have the liberty or
authority to call back and reopen or readdress that
issue if it wasn't resolved to their satisfaction.

MR. DELLA TORRE: M apol ogi es.
Correction. A new ticket would be offered.

Question 29 and sone context: "CLEC
requests for expedites or inquiries related to ASR
orders, are handl ed by the Mnitoring Goup in eith
Des Moines, lowa or Salt Lake City, Utah."

Question: "How are expedites or inquir
tracked?"

Expedites are tracked in Lotus Notes and
EXACT. Non-order related inquiries are tracked us
call logs for center enploys.

Let me say it again. The docunent is
called the call log for center enploys. This has
been clarified in our nost recent report, Section
2.1.5.

Question 30: "Please clarify, is HEET
updat ed by the Lotus Notes database? What are the

critical date-related information?"

74
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Answer HEET is updated automatically by
Lotus Notes. DateOrelated information includes the
due date. We have updated this in 2.1.5.

Question 31: "Please verify, it is only
at the CLECs's request that ASR expedites and
inquiries can be escalated to senior |ISC staff."

Simlar to before, both CLECs and Quest
SDCs can escal ate with expedites and inquiries.

32: "Are there procedures in place in the
event a senior |SC staff cannot assist the CLEC?"

The answer is yes. There is additiona
escal ation of consultation with subject matter
experts until the issue is resolved.

Question 33: "Please verify, Quest
i nternal process inprovenents do not formally follow
Qrest CWP. "

The answer, the process inprovenent
tracking tool is separate fromthe change nanagenent
process. |If a change is -- inprovenent is
i mpl enented whi ch doesn't inpact CLECs it would not
necessarily be conmunicated to the CLECs.

Ot her questions on Test 12.8?

(Pause.)

MR, DELLA TORRE: | was |ooking for an

affirmative response.
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Question 34: Did KPMG wi tness how Quest
addr esses feedback during quarterly executive
conference calls, in custoner service neetings, or
t hrough CLECs respective Qmest Service Managers?”

The answer is no.

Question 35: "Wat evidence was provided
to KPMG to make such a concl usion statenent?"

The statement was capacity managenent is
addressed at both systenms and staffing |evels, for
cont ext .

KPMG revi ewed docunentation specific to
t he whol esal e narkets |IWSC | ong-range forecast
report, reviewed ACD | ogs, |IBA systemtrack -- |BA,

i nterconnecti on busi ness architecture systens
transaction forecasting tool, which forecasts
estimated product growh and resulting stresses on
systenms that would be used to handl e | oads.

Additionally we conducted interviews with
Qnest | T representatives, and it was representative
that IT works with the whol esal e fi nance group in
order to look at the I1C s business as a whole, i.e.
CLECs involved and types of orders they are placing,
the various forecasting information.

Al gorithns are devel oped by product type

whi ch can then be nodified quarterly if required.
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When new products are introduced they are
anal yzed from a systens perspective based on the
anticipated load the order will place on the system

Addi tionally we have conducted
observations of twice-daily force | oading calls,
calls for adjustnents to staffing | evels across
virtual centers.

This is represented in Section 2.1.7.

Eval uation criteria 12.8-4 and 12. 8-5.

Question 36: "Please provide a |list of
the various capacity elements."”

We have sonme that we will read off to you
but again those sanme criteria are referenced in 4
and 5.

Order and call volume, staff availability,
hold tines, call handling tines, tinme to i ssue FOCs,
nunber of orders in queue.

Question 37: "Does Qmest define when
periodic reviews and adjustments will occur?"

The answers are that there is the
twice-daily force loading calls, quarterly review of
vol une forecasts and nonthly review of work schedul es
and head count. W note this in 2.1.7.

MS. OLIVER: Becky diver, WrldCom

So those periodic reviews at the tines you
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just stated, do adjustnments then follow those

revi ews?

MR. DELLA TORRE: Yes.
Question 38: "Did KPMG Consul ting wtness
what inpact these nmeetings had on Qwmest perfornmance?"

The answer is yes.

Question 39: | will read the context.
"Productivity for individual SDCs, products, and | SCs
is tracked on a daily, weekly, and nonthly basis.
Simlarly, SDC quality is observed, recorded and
tracked by supervisors on a regular basis using
measures that include order accuracy and cal
handl i ng performance. These neasures serve as the
basis for performance eval uations, feedback, and
foll owup training.

Pl ease verify KPMG witnessed all these
activities."

The answer is yes, KPMG wi tnessed all the
above |isted activities.

Okay.

MS. OLIVER: Becky Oiver, WorldCom

I would like you to back up to question
37.

MR. DELLA TORRE: Sure.

M5. OLIVER: | have additional follow up.
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It was stated the adjustnments followed these periodic
reviews and | am having a hard tinme understanding
how. It seens a |ot to make adjustnments follow ng
nmeetings that are held, you said there are neetings
held twi ce a day.

How are adjustnents made that quickly with
the resources that are avail abl e?

MR. DELLA TORRE: In fact, we were
fortunate enough to have a snow storm power outage in
Denver when we were in one of these centers. And we
observed a shift in work |oad fromone center to
anot her center at the tine we were actually there due
to an occurrence that couldn't have been anticipated
but that had clearly a dramatic effect on capacity.
So we did see that shift happen.

MS. OLIVER: All right.

MR, DELLA TORRE: Question 40: "Please
verify, KPMG witnessed the |ISC managenent and
supervi sory personnel utilized these neasurenent
tools as the basis for SDC eval uation, capacity
managenent, executive reports, and Public Service
Performance Results Reports that correspond to PIDs."

KPMG wi t nessed the above being utilized
for SDC eval uation, capacity managenent and executive

reports. However, we did not witness these reports
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being utilized to directly roll up to perfornmance
results reported in correspondi ng Pl Ds.

| refer you to Liberty Consulting' s report
for possible additional information on PID reporting.

Question 41: "Did KPMG determ ne that the
docunent ed procedures are sufficient to handle and
process CLEC orders, (i.e. consistently and
accurately applying business rule edits and returning
valid responses)?”

The answer is yes.

42: "How does Qwest incorporate training
requirenents into its processes and procedures for
future increases in order capacity?

Both SDCs and (i naudible) are
cross-trained to accormodate shifting of work on a
short-term basis.

M5. OLIVER: Becky Qiver, WrldCom

So that response woul d assunme the shift in
wor k woul d be acceptable if work capacity in another
regi on decreased?

MR, VEEKS: O there was excess capacity.

MR. DELLA TORRE: | believe what we have
seen and are attesting to is shifts by |ocation and
al so | evel

MS. OLIVER: This question is getting at
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when there is an increase in work capacity and having
trained reps available to increase your staffing.
am not sure how the response of how these reps
cross-train and being able to shift addresses the
overal |l increase in what needs to be supported.

MR. DELLA TORRE: Well, if the statenent
is that there is a sinultaneous increase in order
| oad short-termin all centers at the same time then
we are not able to attest to their capacity to handle
that. |If the load is in different centers not al
concurrently, then we can attest to the fact that
Qwest enpl oys shifting of resources.

But if it was an inmedi ate and short-term
escal ation in every center, then we did not see it.

MS. OLIVER: Thank you.

MR, DELLA TORRE: 43: "Has KPMG perfornmed
an evaluation to determ ne accuracy and adequacy of
the Qnest web site |isted above?"

(Pause.)

MR. DELLA TORRE: We did evaluate the web
site for consistency and accuracy across the
di fferent docunentation and practices and procedures
enployed in the particular centers. But I'd like to
ask, is the question asking whether or not we

assessed this web site for its conprehensi veness?
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Maybe you could clarify the question.

MS. OLIVER: Becky diver, WorldCom

The question is trying to understand if
KPMG di d an eval uation to determine if the web site,
the information on the web site was accurate and
conprehensive in that it was adequate to neet the
needs of the CLECs | ooking at that information, did
it provide the type of information the CLEC would
need?

(Pause.)

MR. DELLA TORRE: We did not do a
conprehensi ve, stand-al one eval uation of the web
site, the information on the web site.

If and when we were presented with
i nformati on regardi ng how SDCs do their business,
what information is presented, and there were
references made to the web site, we then went to
determ ne that the information that was being
referenced was accurate, was conpl ete, was adequate.

MS. OLIVER: Thank you.

MR, DELLA TORRE: Let's try this again.
Ot her questions on Test 12.8?

Ckay. | think we should probably just
nove right along after we shuffle sone books.

MS. ANDERSON: Yes. You just need to
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change teans.

We are going to be noving right on to Test
15. KPMG wi || be changi ng some support team nenbers.

We are going to change the order of the
questions addressed. We will be dealing with
Wor I dCom questions first, just to prove that we at
the ROC try to ensure non-discrimnatory access to
answers.

MR. DI XON: Test 15 questions?

MS. ANDERSON: Right and you guys are

getting your questions answered first.

MR. DI XON: Right. | just wanted to make
sure we were on the sane page.
MS. ANDERSON: Yes.

(Pause.)
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Test 15 - POP Vol ume Perfornmance Test

MS. ANDERSON: We will nopbve to Test 15,
vol ume testing. We will be addressing Wrl dCom
questions first. | think we have nade our swaps
here. A technical term

MR, WEEKS: Okay.

MS. ANDERSON: Ckay, Joe and M ke.

MR. WEEKS: Test T is the POP Pre-order
Provi si ons Vol une Performance Test. The questions
that were prepared were based upon the report dated
March 19th. W have subsequently, on April 11th,
produced a different report, an additional or revised
report.

So sone of the questions nmay be a little
out of sync with what is sitting out there right now,
but we will try to answer them as best we can

For those of you who |ike to keep score,
32 satisfies two of the particular eval uation
criteria were diagnostic in nature, so they are not a
pass or fail.

So that is where we are on that. We will
start with Worl dCom questi ons.

MR, DELLA TORRE: All right. WorldCom
question nunber 1: "Please verify, KPMG did not

perform any scalability analysis during this test."
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That is a correct statenent.

Question 2: "Please verify, LSOG 5
busi ness rules applied to GUI and EDI vol une
testing.”

That is correct. W have updated this in
our revised report.

Question 3: "What projected transaction
vol une was determ ned by anal yzing historical CLEC
ordering behavior, CLEC and Qwmest forecasts?"

I will read three nunbers off to you. The
March, 02 projected volumes for LSRs: 171,000. For
DSRs, 32,400 for a total of 203, 400.

Question 4: "Please verify, during POP
vol ume performance test that stand al one pre-order
qgueries were executed and resulting informtion was
utilized to popul ate order transactions."

Just as a clarification, the concept of
stand al one pre-orders is that they are not then
integrated with the orders.

For our volume test we used stand al one
pre-orders as independent acts.

5: "How did KPMG preserve blindness not
only during he preparation stages but during
execution of testing on each of these particular

days?"
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Ref erencing the normal P and (inaudible).

The blindness during preparation stages,
there was no specific identification of test accounts
and scenario types and transaction types that we
woul d run that woul d distinguish them from vol unme and
function.

In terns of execution, Qwest was not
notified of the excuse dates or tines fromthe norma
peak.

MS. OLIVER: So it would be correct to say
there was no difference between the test bed accounts
used for POP vol une performance tests and test bed
accounts used for the functionality testing?

MR VWEEKS: In ternms of the type of
accounts, if you want to describe the business
characteristics of the accounts, then they were
simlar.

If you want to tal k about the specific
details of the accounts, yes, there were separate
accounts provisioned with the different conpany code
than the conpany code used for feature function test.

MR. DELLA TORRE: But the original state
of the orders which is how we request the test bed,
these provide us with a single line residentia

account that has al ready been nonitored into a CLEC
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have been no distinguishing the two.

Question 6: "What is the percentage break

out between orders designed to FOC and orders
designed to error?" Then the followon is, "WAs an
activity type (i.e., new) used for a single account

mul tiple tinmes?"

Let me answer before we go on. Percentage

breakout. For the nornmal day, normal and peak
conbi ned, which is typically how we provide the
results was 2.24 percent of the orders were designed
to receive an error.

The answer is yes. That a particular
activity type was used on a single count nultiple
times.

MR, CONNOLLY: The 2.24 percent of the
intentionally induced error was unique to orders?
Can you list the percentage on pre-orders as well?

MR. DELLA TORRE: We do not have a
pre-order error nunmber. We did not submt
intentional errors on pre-orders.

MR. CONNOLLY: Thank you.

MR, DELLA TORRE: Question 7: For
context, "Disconnects were used as a proxy for

Directory Service Request (DSR) orders." The
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guestion is or request is,"Please clarify this

footnote. "

And our response, directory service
requests are manual transactions, and since this is a
manual order, it was determ ned that a di sconnect
order, because of the nunber of fields that nust be
popul ated on it, could serve as a proxy for the DSR
Thi s approach was approved by the TET.

MS. OLIVER: Becky Oiver with Worl dCom

I need to back up to question 6, please.

The response was, the single activity type
was used multiple tinmes on a single account.

MR, WVEEKS: Yes.

MS. OLIVER: How is that facilitated by
KPM3? | am assuming that that response neans that
for account Al had --

MR. WEEKS: The sane order process --

Ms. OLIVER: -- new | oop, new | oop, new
| oop, for exanple?

MR, DELLA TORRE: That's right.

M5. OLIVER: So wouldn't that -- second
followup to question 6, | didn't hear the response.
What error condition --

MR, DELLA TORRE: Yes. Absolutely, ny

apol ogies. W had invalid desired due dates, invalid
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pi cks and invalid help picks.
MS. OLIVER: Is that in the report?
WEEKS: It's in the revised report.
DELLA TORRE: Yes, revised version

COLI VER: Thank you.

2 5 3 3

DELLA TORRE: You are wel come.
Question 8: "Please clarify how was Quest
directed to establish test bed accounts for the
vol ume test?"
| believe we did you discussed that a

moment  ago.

"What, if any, information was provided by
KPMG for Qwest to establish these accounts?”

"What information was provided back to
KPMG upon conpl etion of the test bed set up?"

And those would be CSRs for those accounts
for facilities inventory information, for our ability
to do new transactions. (Ilnaudible).

Question 9: "Did Qwest systens properly
handl e the planned erred transacti ons under increased
vol ume conditions?"

The answer is yes. Qwest systens handl ed
the erred transactions as expected.

Fol | ow-up question: "Did KPMG Consulting

i nduce non-fatal and fatal error conditions.
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The answer is yes, that we did induce
them but please keep in mnd our discussion before
about non-fatals versus fatals and in this case
non-fatals would be processed manually. And by test
desi gn manual orders were not responded to.

Question 10: "When and how were the
results of the first stress test provided to Qmest?
Were these results provided to the ROC TAG? Did
Qnest make any changes between the first stress test
and additional diagnostic stress volunme test?"

Conplete results for volune testing were
first produced in the March 19, 2002 report
distributed to the ROC TAG

However, | believe the first observation
was raised on Decenber 12 of 2001 indicating we had
only received approxi mately 42 percent of the LSRs
that we expected to receive, therefore there was a
public informal release of information on the volunme
test performance, but it was not, in fact, the
conplete results. It was just an indication of the
probl ems we had found.

And per Qmest Formal Response to 12-18,
Qnest did make changes and fixes, we did not perform
a root cause analysis. However we did around the

second iteration of the stress test.
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11: "How is Qmest able to disable the
pendi ng order restriction on the volune transactions
only and not on other production orders?"

Now, I will -- the way that | think this
was done was through a custonmer code difference that
we used in volunme versus feature function. But what
the actual specific changes that were nmade by Quest
that made that happen, | do not know and we did not
verify.

Question 12: "Were the error conditions
i mposed on orders that were designed to fl ow
t hrough?"

The answer is yes.

13:  "Why woul d these flawed orders not
receive reject/error responses from Qnest ?"

Agai n, these particular orders were not
expected to flow through, therefore were dropped from
manual handl i ng and, by test design, would not be
responded to.

Question 14 is directed to HP

MR. MAY: In the interested of efficiency
we would like to defer this question and response to
when we address AT&T questions 7 and 8 because HP's
response to these questions covers this ground in a

bit nmore. HP would be happy to address any renmining
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Wor I dCom concerns or follow up questions after those
responses.

MR, DELLA TORRE: Question 15: KPMG nakes
reference to several other data sources for
constructing, executing, evaluating the volune test
and the request is, "Please elaborate, how were these
additi onal pieces of information used by KPMG in
performng the POP volunme test?"

We used forecast and historical volune
data to deternm ne both the nunber and the type of
transactions that would be subnitted over the nornal
vol une, normal peak and stress vol une.

Question 16. Context. "KPMG Consulting
exam ned a sanple of 500 pre-order responses for
conpl eteness. " Question: "How was this sanple
derived?

Did the sanple include multiple
occurrences of the same pre-order responses for an
i ndi vi dual account?"

KPMG Consul ting used a repetitive exanple
and rmultiple occurrences of the sane pre-order
responses for an individual account or review.

By representative sanple, we sel ected
across a variety of types, across the hours of the

day, in order to sanple across the different
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possibilities.

M5. OLIVER: | amnot sure | followed
that. Representative sanple. So you |ooked at
production activity, or representative sanple of --

MR, VWEEKS: O the responses we received.

MR, DELLA TORRE: O the responses we
received to the pre-order queries we subnmitted. W
submitted across several types of pre-orders,

t hr oughout the course of the day we submitted
qgueries, we received responses to those.

Once all of those responses were received
we selected by type and by tinme across the day and
across the types.

MS. OLI VER: Thank you.

MR. DELLA TORRE: Sure.

Question 17: Did KPMs perform any root
cause analysis regarding the issue of the STATE
field?

In fact, we did do sone additiona
analysis on this that was the result of comments nade
to our first issuance of the report. KPMG Consulting
m sinterpreted the conditions surrounding the STATE
field and, in fact, after we clarified our
under st andi ngs of the business rules, we determ ned

that Qwest systens did in fact provide a conplete
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CSRQ pre-order responses via both EDI and GUI. That

will be reflected in the report.

Question 18: "How was this sanple

derived? Did the sanple include nmultiple occurrences

of the same pre-order response for an individua

account ?"

And essentially the sanme answer.

MS. OLIVER  Oxay.

MR, DELLA TORRE: As 16.

Question 19: "Criterion 15-2-1 -

LSRs submitted, 100 percent received FAs.

"Of 5940

Pl ease

val idate, these were only the orders designed to

fl ow-t hrough?”

That is not correct. Functi ona

acknow edgnments were received for both flow and

non-fl ow orders. The flowthrough determni nation

happens after the functional acknow edgnent

gener at ed.

Question 20 --

is

MS. OLIVER: Becky diver, WrldCom |

need to ask a clarification on that.
MR. DELLA TORRE: Certainly.
MS. OLIVER: Non-fl ow through
am t hi nki ng of perfornmance vol une tests,

orders were designed to flow through.

al |

guess |

t he
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MR. DELLA TORRE: That is not correct.

MR. WEEKS: W stick in sonme records.

MR. DELLA TORRE: W have, there were
orders that were sent in intentionally to drop

M5. OLI VER: Because of an error
condi ti on.

MR. DELLA TORRE: Correct.

MS. ANDERSON: O designed to flow
t hr ough.

MS. OLIVER: Ckay.

MR, DELLA TORRE: They are sent as sort of
a control group, if you will.

MR. WEEKS: Again, they are designed not
to flow through. Which neans they are electronically
submtted, there is nothing wong with the order but
by its definition, it's the type of product that
doesn't flow through all the way to the service order
processor w thout intervention. [It's designed to
drop for manual handling. So there were included in
some of the orders we sent planned non-flow throughs
that got handl ed manual ly.

All orders received through the EE
interface get 997s because it's a protocol |eve
functional acknow edgnent that the nessage had been

received and it's a valid protocol, valid type
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message. That is what an FA is.

MR, DELLA TORRE: At the highest |eve
there would be two reasons for an order to be
non-flow through. One is flow through order that
dr opped because of an error, as you indicated. And

the second is one intentionally known up front as

M ke sai d.

MR. FI NNEGAN: Wouldn't there be a third
possibility.

MR. WEEKS: Yes.

MR, FINNEGAN: Too nany orders in the
queue.

MR. DELLA TORRE: There would, for sure.

Question 20: "'OF 5467 LSRs submtted for
whi ch a FOC was expected, 95.352 percent received a
FOC.' Did KPMs perform any anal ysis on the
percentage of orders that did not receive a FOC?"

The answer is yes and several of the
underl ying reasons for which a FOC was not received
woul d include that the interface was not properly
returning the CSR, that the CFA was undeterm ned,
that the LSR timed out, that the order was unable to
retrieve the SBN. That there was a SOP error or CLEC
error on the orders.

MR. FINNEGAN:. Just to understand, there
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back? So if there were a case of it got l|ost, |ost
order situation, you didn't see any conpletely | ost
orders?

MR, DELLA TORRE: Yes.

MR. WEEKS: That's correct.

MS. ANDERSON: Could | interrupt just a
monment. This is Denise. Wuld fol ks on the bridge
pl ease be sure their nute buttons are on? W have a
| ot of staticky paper shuffling. Thank you.

Okay.

MR, DELLA TORRE: Question 21: "Qwest's

response to Exceptions [3084 & 3092] Stated that

during the reported tines, Qwest experienced a system

problem Did Quwest inplement any fix upon
i dentification of the system probl en?"

Just representing Qwvest's response here,
formal response, Qmest noted a system event that
occurred during normal tests on 11-1 that |asted
approximately 48 mnutes. The response did not

detail any fix that may have been i npl enment ed.

MR. FINNEGAN: There is a | ater eval uation

criteria where KPMG reports 100 percent system
availability for the ordering interface.

That seens inconsistent with those
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exceptions. How could you, in the exceptions,
i dentify and note an outage of a server, but then in
the evaluation criteria report a hundred percent
systens availability?

MR, DELLA TORRE: The systens availability
is a neasure of the front end. Hence you will note
systens availability and functional acknow edgnents
bot h of much hi gher nunbers than the back end systens
that they may link to.

As | noted before, sone of the reasons a
FOC m ght not be returned, well in those conditions
those FOCs weren't returned, but we did receive
functi onal acknow edgnents because the interface was
avail able. That doesn't necessarily nmean all the
back end systens were behaving appropriately or are
up or avail abl e.

MR, FINNEGAN: If | recall the definition
of a systemoutage in the PIDit's a serious |oss of
functionality.

MR, WEEKS: Again, | will state that the
pur pose of the volune test has al ways been the
ability of the interface that is unique to the
whol esal e conmunity to be avail abl e and accept
orders, not for the entire conplex that processes al

orders. It's a test of the ability of that front end
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systemto absorb |l arge volunmes of orders over a short
period of tinme and it's never been intended, nor in
the other jurisdictions either, intended to guarantee
that all the systens downstream fromthe order
interface systens were avail able and operating
properly.

MR, DELLA TORRE: If | may to foll ow on
sorry to interrupt there, during that 48-ninute
out age period we were receiving other -- sone of the
order types and others we were receiving late. So it
was not an across-the-board shutdown.

MR. FI NNEGAN: What | was going to say,
with even Mke's definition, you are just at sone
bounds on the interface you are eval uating, wouldn't
the FOC problem be in bounds in that evaluation as to
the systenmis ability to accept and process the
orders?

MR. DELLA TORRE: That is why we issued
the exceptions on nissing and |ate FOCs. Your
guestion was originally on systemavailability and
contradiction. W are in fact stating yes, you are
correct. We did note there was a problem returning
FOCs, but no, you are not correct that that
necessarily inplies systens availability is down.

MR, WEEKS: So as long as | can stil
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pl ace orders and as long as | amstill receiving
responses, | don't have -- the standard isn't in
perfection. | don't have to have --

MR. FINNEGAN: If you are sending orders,
not receiving FOCs, you don't consider that a serious
| oss of functional

MR. WEEKS: It is defined for the PID, but
not for the purposes of volune tests.

MR. FINNEGAN: Even with the limted
definition, wouldn't that be systens unavailable if
you are not receiving FOCs?

MR, VEEKS: You could not get FOCs for a
variety of reasons. As long as you are still getting
your messages in or getting your LSRs in and they are
bei ng acknowl edged and bei ng processed, then the fact
there is some downstream dysfunctionality doesn't
mean the whol esal e interfaces are down because there
is a commn piece between whol esale and retail. That
is kind of the boundary you were tal ki ng about
earlier.

MR. FI NNEGAN: | understand there are
reasons other than systens outage, but in this
particul ar response Qmest said the reason they didn't
get the FOCs was the system was down.

MR, WEEKS: Part of the system but not
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t he whol esal e system

MR, FINNEGAN: Part of the system

MR, WEEKS: But the whol esal e system which
is all the volune test is designed to eval uate.

MR, DELLA TORRE: If we said this wong we
will fix it, but it wasn't a systens outage noted by
Qunest. It was a systens event. The system we saw
was not missing responses, but rather we saw
duplicate responses, therefore clearly the system was
avail abl e and was in fact too available. W received
nmul tipl e responses back including error conditions
because the orders appeared to be requeued and
processed twice. So this was a systens event noted,
not a systens outage. So in ternms of inpact on
systens availability, there is none.

MR. FI NNEGAN: There was al so reference to
a server outage, server outage causing the system
event. | guess the bottomline is KPMG viewed that
as system was avail abl e.

MR, WEEKS: System was behaving, it was
i nteracting, conmunicating and processing and doi ng
some things you would expect it to do. The fact it
didn't do themall perfectly doesn't mean it wasn't
avail abl e.

MR, DELLA TORRE: Additionally, in terns
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of systens availability in those where we didn't
receive a FOC because there was a systens condition
those orders dropped from nmanual handling and we
woul dn't have received it, because manual and
processed order are not handl ed during the vol unme
test.

So while we may have expected under norma
conditions to receive a manually processed FOC or
manual |y processed error, we did not receive either
because of the test design.

So when these FOCs in fact could not flow
t hrough they dropped from manual handling and then
were essentially dead in ternms of the volune test.

Agai n, no inpact or reference can be drawn
to systens availability because, in fact, if you had
subm tted an order during that sane period, it may
not have flown through, but it would have been
processed and the system was available to you
potentially.

MR. FINNEGAN: So | understand the only
way KPMG woul d have consi dered the system unavail abl e
was one, if the systemwouldn't accept the order, or
two, if there was no functional acknow edgnent
recei ved?

MR. DELLA TORRE: Correct.
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MR, WEEKS: Because everything, every
ot her interaction you have isn't being generated by
the whol esaler, it's being generated by the back end
conmon retail whol esal e systens.

MR, FINNEGAN. Well, | won't get into the
advocacy.

MS. ANDERSON: We may be in a
phi | osophi cal difference here.

MR. VEEKS: That is an expl anati on of how
we have conducted all the volume tests in all the
jurisdictions. It is what it is. |If that is not
desirabl e or acceptable, do your advocacy in the
ri ght places.

MR. DELLA TORRE: Back to the questions.

Question 22 from Worl dCom

A sanpl e, sanpling question, which we
di scussed earlier, the same method was used and
mul ti pl e occurrences al so occurred.

Question 23: "Did KPMG perform an
eval uation of the accuracy of the due date provided
on the FOC?"

The answer is yes. The due dates did in
fact conformor match the due date return by Qnest.

Question 24: "Did KPMG find that the

m ssing DSGCON field in the FOC response had no
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i mpact to Qwest downstream processing and conpl etion
of the order?"

In fact that is not an eval uati on we nake
here. These orders did not go through to conpletion

MS. OLIVER: Becky Oiver, WrldCom The
report includes the statements that the ni ssing
val ue, in KPMG s opinion, would not inpede the CLEC
busi ness operations, but it seenms to inply that you
were |ooking at it a step beyond. That is why the
guestion was asked, well, does that inpact the
pl aceability.

MR. DELLA TORRE: The reason the coment
was thrown in is because it's a required field, in
ternms of evaluating the volunme test. It's an
assessment of the firmorder confirmation in the
various fields, fields, forns and values that are
popul ated and whet her they are popul ated
appropriately.

So that is sort of the boundaries of the
vol ume test eval uation.

VWil e we made the comment that since it
was a required field it would originally be provided
by the CLEC. If it were not returned, the CLEC would
al ready have that eval uation.

If you go beyond that into the downstream
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that was not part of the eval uation.

Question 25: "What is the threshold I MA
utilizes to deternmine LSRs are not being processed in
a timely fashion?"

We did not identify and do not know what
that threshold is.

Question 26: "Wen flagged for nanua
attention, what audit and control procedures are
enpl oyed by Qmest to ensure these orders are revi ewed
inatinely fashion?"

That also is not in the scope of the
vol ume test.

O her followup questions to the Worl dCom
section?

Move on to AT&T.

Question 1: "Confirmthat the 'Loca
Service Ordering Guidelines (LSOG 5 Business Rules,’
that were the basis for pre-order and order
transactions, are those business rules published by
Qnest and not ATI S?"

That is correct.

We will defer questions 2 and 3 to HPC.

MR MAY: AT&T question number 2:
"Identify the source of the Interactive Agent used to

conduct Test 15."
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The interactive agent used by HPC in Test
15 was devel oped internally by HPC and was based on

the tel ecommuni cations industry formlInteractive

Agent Standard, which is TCI F-98-006,issue 2.

Prior to March 11, 2002 the HPC
Interactive Agent was TCIF, issue 2. On March 11
2002 the HPC | A was upgraded and was based on TCIF
i ssue 2, revision 1.

MR, FI NNEGAN:. Fol Il ow-up. The tests
appear to be done in the Novenber time frame?

MR MAY: January.

MR. FI NNEGAN:  January.

MR MAY: Yes.

MR. FI NNEGAN: Some of those references
were additional information you are saying after
March 11th, 2002?

MR, MAY:  Yes.

MR. FI NNEGAN:  Ckay.

MR, MAY: AT&T 3: "Confirmthe

interactive agent used to conduct Test 15 is the sane

as the systemused for conducting the functionality
testing. |If different Interactive Agents were used,
pl ease descri be both and provide an expl anation for
the reasons for using different Interactive Agents."

HPC s internally devel oped Interactive
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Agent was used throughout the Test 15 POP vol une
testing process. Wth regard to Test 12, HPC used
the Tenplar Interactive Agent from April 12th, 2001,
to August 22nd, 2001.

HPC then migrated from Tenplar to the HPC
Interactive Agent as a part of HPC s internal
sof tware devel opnent process.

MR. DELLA TORRE: Question 4: "Wat is
the percentage of intentional error conditions
inserted into the test volume test ordering vol ume?"

This is a restate.

Question 5: "How were the intentional
error conditions spread throughout the 13-state base
of order activity?"

There were 12 states used for these
errors. The state that was not was O egon.

MR. CONNOLLY: That was the induced
errors.

MR. DELLA TORRE: That's correct.

MR, CONNOLLY: What's the percentage of
i nduced non-flow t hrough conditions?

MR, VEEKS: We don't know. We will have
to get back to you.

MR. CONNOLLY: Thanks.

MR, DELLA TORRE: Question 6: "What was



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

108
the incidence of non-flow through orders that were
not intentionally subnmtted errors?"

The nunber is zero. Non-flow through -- |
amsorry. That were not intentionally subnmitted
believe is how that is supposed to read.

MR, WEEKS: What was neant by the
question?

MR. DELLA TORRE: What was the incidence
of non-flow through orders that were not
intentionally submitted, correct? So you are
asking --

MR, WEEKS: Let him ask his question.

(Pause.)

MR, CONNOLLY: What we are looking for is
the nunber of orders that should have flowed through
but have not.

MR. VEEKS: You are |ooking for the
percentage or number of flowthrough orders that did
not in fact flow through for one reason or another
and that was a surprise to us?

MR. CONNCLLY: Right.

MR. FI NNEGAN: WAs that --

MR, CONNOLLY: We hire you for order
writing skills?

MR, WEEKS: |If | could explain a little
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about how we do this, we create seed orders ahead of
time that we have run through the | oop and know t hey
are good orders, the LSRs are good and so on
Speaki ng about pl anned non-good ones.

So it would only be unusual circunstance
on the Quwest side of the fence that would cause
pl anned good ones to fall out as opposed to a pl anned
error.

MR. FI NNEGAN: Later in the report you get
into sone of the math where | think you were
expecting 95 percent of orders, valid orders to
receive a valid FOC

MR. VEEKS: That is an evaluation
criteria.

MR, FINNEGAN: But is that the equival ent
of orders you expected to flow through that didn't,
if it didn't flow through, it wouldn't have received
a FOC.

MR. WEEKS: No, | think that is how wel
Quwest perforned.

MR. FINNEGAN: That | understand, but it
was 95.23 percent, if | remenber. Sonething |ess
than a hundred. There was sone percentage of orders
where you expected a FOC, but didn't get a FOC back

Was t hat because you had expected it to flow through
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but it did not or does it include sone of the ones
you didn't expect to flow through and expected to
error out.

MR. DELLA TORRE: | think the information
we presented a noment ago was incorrect. W thought
we were tal king about error conditions, but in fact
if you are talking the entire popul ati on of the
volune test, and we started out with expectations of
what woul d fl ow and what would not flow, those
expectations were not a hundred percent net, unti
after the fact when we then | ooked at the orders
agai n and recogni zed there was this error on this
case and this error on that case. And, therefore,
the order behaved as it should have behaved. CQur
ori gi nal expectations were incorrect.

That is an inportant subtlety and
di stinction that when we started, | will go through
this with an exanple to make it extrenely clear, when
we started we had ten orders, we expected 1 through 7
to flow through and 8 through 10 to drop. They
behaved as they behaved.

When they didn't behave as we expected, we
exam ned them further and, in fact, found sone
condi tions where when they didn't behave as we

expected, they did behave as they shoul d have,
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because there were errors on the orders we m ssed.

O there were conditions on the orders that caused

themto behave differently fromwhat we originally

expect ed.

So the behavi or was appropriate. Qur

expectation originally was incorrect.

your statistics?

MR, FI NNEGAN:

Did you account for that in

I f you thought sonething was

supposed to flow through and nade a m stake, there

was an error on it and it --

VMR. DELLA TORRE: Yes,

MR, WEEKS: |f it got

non-fl ow t hrough error

from--

MR.  FI NNEGAN:

we did.

counted as a

it was our fault.

Yes. Did you exclude that

VMR. DELLA TORRE: No,

eval uated the behavi or,

expectation.

reasonabl e

woul d exclude it from your

FOC.

MR, FI NNEGAN:

thing to do.

MR. WEEKS: That

that fell out would not

definition.

MR, FI NNEGAN:

we did not. W

not our ability to determ ne

Vi ch |

thi nk would be the

But consistent with that, |

expectation of serving a

is true, because anything

have received a FOC, by

Ri ght .

If you are
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measuring Quest's performance in processing orders
that should flow through --

MR. DELLA TORRE: Right.

MR. FINNEGAN: -- it's not a
hundred percent. |If they are falling out because you
did sonething wong --

MR. WEEKS: There is a difference between
achi eved fl owthrough and design flowthrough, the
poi nt you are trying to make. W, like other CLECs,
made m stakes. So our achieved fl owthrough was |ess
than a hundred percent because we bl ew the order. W
didn't count that agai nst Qmest.

MR. DELLA TORRE: The expected fl ow
t hrough nunber dropped by that nunber of orders that
we made mi stakes on.

MR, FINNEGAN: Ckay. So it's really nore
a neasure of the achieved flow through and that
achi eved flow through accounted for errors
unintentionally introduced by KPM3?

MR. DELLA TORRE: Correct.

MR. FI NNEGAN:. O HP.

MR, DELLA TORRE: Correct.

MR, VEEKS: In other words, we put things
into piles that said did the system behave the way it

was supposed to behave, it goes over there. Did it
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behave in a way it was not supposed to, we put them
over here.

The only thing then that coul d have
behaved, then, the way it was supposed to that was
flow through for the flow through percentages | think
you are tal king about would be that subset of design
flow throughs that actually did flow through

MR, DELLA TORRE: That's right.

MR. FINNEGAN: Is there nunbers in here
for design flow through?

MR, DELLA TORRE: OQur expected fl ow
t hrough nunbers, the ones that formed the basis for
the eval uati on.

MR, FI NNEGAN: | understand that was your
expectation, but it |ooked |like that expectati on was
bounced agai nst the actual flow through, not the
design flow t hrough

MR. DELLA TORRE: It's what we expected to
fl ow through versus what actually flowed through

MR, WEEKS: Could we get to a specific, so
we can stop being general ?

MR, FI NNEGAN:  Sure.

(Pause.)

MR, FI NNEGAN: Ckay, 15.2-2, this is on

page 15-12 on the April 11 version.
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MR, WEEKS: 15.2-2. On April 11 it's
15-12.

MR. DELLA TORRE: Okay.

MR. FINNEGAN: It says the eval uation
criteria was Qunest systenms provide valid confirm
order confirmations to valid LSR transactions
submitted via | MA EDI.

The response was, skipping in the coments
of 5467 LSRs submitted for which a FOC was expected,
95.52 percent received a FOC

MR. DELLA TORRE: As | said, we revised
t hat number down by the nunmber we nmade ni stakes on
We shoul dn't have expected a FOC in those conditions
if you read the criteria strictly, the way that that
is accounted for is valid LSR transacti ons.

So we reduced the number of LSRs we
expected to flow through by that nunmber we nmade
m st akes on, which --

MS. ANDERSON: 5467 represents the actua
nunber of orders that did flow through.

MR. FI NNEGAN: You are kind of mxing and
mat chi ng. The nunerator has the actual

MR. VEEKS: [It, of the 5464 orders that
actually did flow through regardl ess of how many we

tried to make flow through, the 5467 orders that
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actually did flow through and received -- that should
have received a FOC report, we got |less than a
hundred percent on. W got FOCs for only
92.52 percent. Which neans there was at |east one
order we thought originally would flow through and it
did not FOC. So it did not, it dropped out. So it's
not the nunerator and, because we blewit, it's not
t he denomni nator.

MR. FI NNEGAN: You sai d the denom nator
was what actually flowed through. 1Is it nore correct
to say what you expected to flow through?

MR, WEEKS: No. Qur expectations were
hi gher than what we achieved. 5467 is what we
achi eved, not what we intended.

MR. DELLA TORRE: No. 5467 is what we
expected to flow through. And --

MS. ANDERSON: Wit out the ones --

MR. DELLA TORRE: Correct.

MR. WEEKS: That includes the error?

MR. DELLA TORRE: No. About 200 didn't
come back. The nunber with the errors would be
hi gher than this nunber.

A VO CE: How may orders didn't cone
t hrough?

(Si mul t aneous speaki ng).
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MR, DELLA TORRE: 95 percent of them
actually flowed through
MS. ANDERSON: So if it was -- it was 594,
is that what you are sayi ng?
MR. FI NNEGAN: The nunerator is the actua
flow through rate.

MR. DELLA TORRE: Let's tinme out for a

second.

(Pause.)

MR, DELLA TORRE: We had an origi nal
nunber, let's say a higher nunber. | wll make them

up to make themclear. 6,000 was our original numrber
we expected to flow through. Later we realized that
a bunch of those we shouldn't have expected themto
fl ow through because they were mal forned. So we
reduced the 6,000 nunmber to 5467 that we expected to
fl ow through because there were, they were properly
formed orders.

O that 5467, 95.52 percent received a FOC
fl ow t hrough

MR. FINNEGAN: Okay. So this is, | wll
characterize it as a pure neasure of Qwest's ability
to --

MR. WEEKS: Return FCCs.

MR. FINNEGAN: -- flow through orders,
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properly formatted flow through eligible orders.

MR. WEEKS: That's correct.

MR. FI NNEGAN: There were no errors either
expected or unexpected by KPMG

MR, DELLA TORRE: The other thing that it
checks, though, is orders that are not expected to
flow through don't, that they drop

MR, CONNOLLY: It seens to me that you had
three categories of expectations going in. The first
being LSRs that would result in a FOC

MR, WEEKS: Should flow through and,
therefore, would get a FOC

MR. CONNOLLY: LSRs that should error out,
you rejected.

MR. DELLA TORRE: Correct.

MR. WVEEKS: Yes.

MR. CONNOLLY: And LSRs that should not be
rejected but will not FOC

MR. DELLA TORRE: Correct.

MR, WEEKS: Right then we got surprised on
sone of the first --

MR. CONNOLLY: When you executed you found
di screpanci es between what your expectations were and
what the realities were.

MR. VWEEKS: That's correct.
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MR, CONNOLLY: Then the analysis work you
did adjusted your three sets of initial expectations.

MR, VWEEKS: Yes. So the numbers we report
here for rates like -- such as 2-2 represent of the
5467 that actually did flow through, how many of
those we got FOCs back on regardl ess of how many
others we sent expecting themto flow through and
they didn't.

MR. DELLA TORRE: If | would have |istened
to my teamearlier we could have cut to the chase
with table 15-13 which identifies the total nunber of
LSRs submitted, the total nunber of LSRs that were
flow through eligible, and the total number of FOCs
received. So it's all there.

MR. VEEKS: In the new revised.

MR, DELLA TORRE: So |let us disgracefully
nove away fromthis question

M5. ANDERSON: Thank goodness we got that
cl eared up.

MR. WEEKS: Wthdraw fromthe field
bl oody.

MR. DELLA TORRE: To nunber 7 and 8. Both
HP.

MS. ANDERSON: Maybe we need to | et AT&T

go first next tinme. They get nean. Sorry, GCeoff.
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MR, MAY: That's okay.

AT&T question 7: "Describe HPC s nethod
of recording date and tinestanps on the outgoing and
i ncom ng | MA EDI subm ssions. Specifically address
the points in the transaction |ife-cycle when HPC
established the date/time sent and date/tinme received
from Qunest."

For EDI outbound transactions it wll
obtain transaction data from an internal tape,
initiate a secure socket |ayer, SSL session, encrypt
the file, transmt the data file along with the IA
configuration file and cl ose the SSL session.

The HPC | A send process obtains the system
date and tinme fromthe HPC server after sending the
file to Qnest via socket.

The outbound data is inserted in an
internal table with a systemdate and tine. I|A
proceeds to wite this time to an internal table
within the HPC test harness database.

For EDI inbound transactions, the HPC | A
receive retrieves a byte stream from Quest, the
i nbound process receives the i nbound responses by

openi ng an SSL session, decodi ng the inbound

response, deternmining the nessage type, ED nessage

or receive, then | ogging the inbound transaction with
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the system date when the |l ast byte of data is
received. The byte streamis converted or decrypted
to an ASCII file and saved to a directory on the
server.

The i nbound process obtains the create
time for this file and wites it to a table within
the HPC test harness database.

The i nbound and out bound date and time
stamp i s popul ated based on the system date and tine
fromthe HPC Test 15 end class server. In order to
keep the systemdate and tinme accurate this server is
synchroni zed with the Naval Atom c Clock in Boul der
Col orado. Cbviously.

It is HPC s understanding that Qmest
synchroni zes their servers to the Naval Atonm c C ock
i n Boul der, Col orado.

Any foll ow ups?

MS. ANDERSON: Don't even ask

MR. FINNEGAN: What atomis bei ng exam ned
i n Boul der, cesiunf

(Laughter.)

MR, CONNOLLY: Do | understand correctly,
Ceof f, that we couldn't |ook at the EDI nessages and
deternm ne what you have used for the date-tine-sent

according to that set of calcul ations.
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MR. MAY: That's correct.

We are on 8: "Describe HPC s method of
recordi ng date and tinestanps on the outgoing and
incomng | MA GUI subm ssions. Specifically address
the points in the transaction |ife-cycle when HPC
established the date/time sent and date/tinme received
from Qunest."

For I MA GUI outbound transactions HPC s
I MA QU tool obtains the |ocal PC machine tine
i medi ately before establishing an SSL session
connection. The SSL source code converts into
transaction data -- converts -- converts the
transaction data to a data streamand transnits the
information to the ILEC. For IMA GUI inbound
transactions the SSL session is established and SSL
source code converts the response data streaminto
transaction data on receipt of the response. The
tool obtains the local PC machine tinme i mediately
after conpleting Quest's socket connection

I nbound and out bound date/tinme tinmestanp

i s popul ated based on the PC machi ne date and tine.

In order to keep the PC machi ne date and
time accurate, all PCs are synchronized with the HPC
Test 15 server date and tine.

The HPC Test 15 server date and tinme is
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synchroni zed with the Naval Atom c Clock in Boul der
Col or ado.

MS. ANDERSON: A common theme has
devel oped here.

MR MAY: | would like also at this point
to read Worl dComl s question nunber 14: "Please
verify, HPC was able to electronically capture
associ at ed ongoi ng subm ssions and i ncom ng responses
via I|MA EDI and GUI ."

Do you feel that question has been
answer ed?

MS. OLIVER:  Yes.

MR. DELLA TORRE: Moving on, question 9.

MS. ANDERSON:. Let ne interrupt. Qur
lunch has been delivered | think, or only partially
del i vered.

Partially? Okay. Please continue. Wen
it cones | will interrupt again.

MR, DELLA TORRE: Question 9: "Confirm
that the HPC date/tine stanps are those used to
produce results in section 3.0."

That is correct.

Questions 10 through 18.

MR. CONNOLLY: Excuse nme. Does that nean

HP cal culated 3.0 results or did KPMG
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MR, WEEKS: They provided timestanps, we
did the cal cul ation.

MR, CONNOLLY: Thank you.

MR. FINNEGAN: Could | ask a quick
question before we get into the matriXx.

In Section 2.35, page 15.6 of the Apri
11th version, it said in the evaluation of the test
performance, KPMG Consulting applied the standards
docunented in Qwmest's service performance indicator
definitions Version 3.0 issued May 31, 2001

The capacity tests or volune tests were
done Novenber and January. Novenber of 2001, January
of 2002.

MR. DELLA TORRE: Right.

MR, FINNEGAN: By that tinme Version 4.0
was in effect. Was there a reason 3 was used instead
of 4.

MR. VEEKS: We had the di scussion about
what PID shoul d be used for purposes of the test and
it was agreed we would use 3.0 regardl ess of whatever
changes or other norphs took place after that.

MR. DELLA TORRE: Wth the Exception being
the use of PID 4.0 for the retest associated with, |
bel i eve, Exception 34, 35, 36, somewhere in that

group where we did a substantial retest of 4 where we
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used 4.0. Oherwise it was always 4.0.

MR. FI NNEGAN: Thank you.

MR. CONNOLLY: One nore before we get int

t hese.

In the volune tests and stress tests the

conpany code that was used on the transaction, RSID

that was uni que to volune test.

MR, DELLA TORRE: Correct.

MR, CONNOLLY: And different from

functionality test.

MR, WEEKS: That's right.

MR. DELLA TORRE: Correct.

MR VEEKS: HP may want to comment. |t

went through a different certification process with

di fferent conpany code than the certification code

they went through for each function testing.

MR. CONNOLLY: Right. Was the sane

conpany code for

the transactions used for all the

vol une stress testing, you didn't use a --

MR, MAY: Yes.

MR. WEEKS: That's correct.

MR. CONNOLLY: Thank you.

MR, DELLA TORRE: Questions 10 through 18

are all of a simlar nature and they are asking for

possi bl e reason,

reasons between differences in

4

o

a

a
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performance between GUI and EDI for the sane
transacti on types.

Qur answer is that we did not perform any
anal ysis or investigate as to why those differences
may exi st.

Question 19: "Explain the difference
between ' Ti ne-out' and ' Non-response.'"

Ti me-out responses for pre-orders, are
pre-order responses where the response tine is
greater than 200 seconds. Non-response, of course,
is one where there is never a response received.

MR. WEEKS: It's the difference between
| ate and never.

MR, DELLA TORRE: This particular question
is pre-orders, | believe.

Question 20: "Did KPMG Consulting
eval uate the conpl eteness of the Tinme-out
transactions it observed? What deficiencies, if any,
were found?"

The answer is yes, we did assess the tined
out transactions. |In fact, we found no discernible
di fferences in the content and structure of those
responses other than, of course, the response tine.

MR. CONNOLLY: A late transaction becones

a no response when you stop | ooking for the response.
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MR, WEEKS: O if you never receive it.
Remenber, these were solicited responses in the sense
we sent a request and were expecting a response. One
eventual ly arrives regardless of how late the child
lives, it's still there and could be neasured,
eval uated and so on. That is distinct fromit never
ever shows up. That is the distinction we are
maki ng.

MR. CONNOLLY: Never shows up because you
only have so nuch tine to await the response, then
you declare it |ost.

MR, WEEKS: Yes, beauty is what it is in
the eye of the beholder. One organization m ght wait
peri od one, sonmeone else mght wait 3 X

MR. CONNOLLY: So for the ones that are
| ate, because you ultimately did receive --

MR. DELLA TORRE: Right. The Tinme-out
responses.

MR, CONNOLLY: They were well fornmed in
your terns, transaction responses, all the data were
in themthat you needed.

DELLA TORRE: Correct.
WEEKS: Yes, they were just tardy.

DELLA TORRE: 21.

2 % 3 %

FINNEGAN: Can | go back to test
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cross-reference 15-2-4, on page 15-13 of the April 11
version, the latest version?

This is sonewhat related to what you
di scovered during the stress test. And that's if
there are too many well fornmed, flowthrough
eligible, should-flowthrough LSRs in the queue, they
will drop out for manual processing.

Do you know what triggers themto drop
out? Provide some context. It appears that if the
gueue is getting such that the 20-m nute benchnmark is
i n danger of being missed, it would take perfectly
good, well fornmed shoul d-fl owthrough orders and dunp
them into manual processing. For no other reason
than they are going to nmiss the benchmark. Was that
your finding?

MR, DELLA TORRE: It was a representation
made, there was a representati on made by Qaest in one
of its responses, and | don't know the nunbers, we
did not deternine --

(Pause.)

MR. DELLA TORRE: We |earned of the sane
condition you did, probably in the sane manner t hat
you did, which is that when a particul ar queue was
too long and there was an assessnent nade that the

order woul d not be processed tinely, it was dropped
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because there was a potential indication for a
systens problem therefore the order was dropped for
manual handl i ng.

It was al so represented to us that if
t hose queue | engths were going to change, so that in
subsequent testing we would not encounter that
problem we did not do root cause analysis to
determne if in fact that was true. W ran
subsequent testing and did not see that behavior
indicate itself again.

MR, FINNEGAN: Was that, in your
accounting of that, between 95 and a hundred percent
di scussi on we had before, where your expectati on was
it should have flowed through? There was nothing
wrong with the order, but it didn't flow through
Did any of your accounting attribute the non-fl ow
through to too many in the queue at the tinme and it
dunped it out?

MR. VWEEKS: W didn't do root cause as far
as | know.

(Pause.)

MR. DELLA TORRE: The total nunber was
accounted for, our teamdid |look at it and that was a
potential cause, this queue limtation, if you will.

We did account for all of them But we do
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not have that in here in any of the tables
represented in the back

(Pause.)

MR. DELLA TORRE: And we don't have the
speci fic nunber that could be attributed to that
condi ti on.

MS. ANDERSON: Qwest had their hand up

back there.

MS. NOTARI ANNI:  Lynn Notarianni. | want
to be real clear about sonmething, so the wong back
and forth inpression isn't left here. Qwmest has not
built or set anything in their systemto trigger off,
and never did, to trigger off if something was not
an -- an FOC was not returned in 20 mnutes it would
drop to a manual queue. | don't think we ever
represented that in a response to a TI.

There can be conditions based on | oad
com ng into the system where a nunber of things can
queue up. If it is having trouble functioning as it
shoul d, and there is parameters you can -- as you
tune all systens, to handle certain things and when
certain error conditions start happening to treat the
situation a certain way, and | think that is what
KPMG i s responding to and what they encountered in

the test, that during the one test when we
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encountered sonme of that, when we went back to | ook
at how we could, in the future, not have those
situations occur.

We tuned our systems as well as we
nmoni tored for degradation in our system and when that
happens we have ways of recycling our systens very
quickly so it clears it out and you don't have to
drop things to manual queue.

So | didn't want the inpression left that
Qnwest had, per a particular parameter set up their
systemto treat it one way or another, so a PID would
cone out with a certain cal culation.

MR. DELLA TORRE: That is consistent with
t he Exception, response to the Exception 3091 where
the representation is that it is |oad based, not tine
based.

MR. FI NNEGAN: But what's the difference?
If there are flowthrough eligible, has gone to the
determination it's flow through eligible and ends up
in a queue, why would that ever drop out for manua
processi ng? What would trigger it? You knowit's a
good flow through order, it's in the queue. |
understand you say it's load. But what does that
mean in ternms of the order?

MS. NOTARI ANNI :  Okay, specifically what
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can happen in terns of the systemis, and again, we
now have processes in place, we nonitor them KPMG
retested them we didn't see the same situations
occur.

But when you have got an operationa
support system and when your -- when you are
processing transactions within the systemand the --
you can get your systemto a point where it ties up
and you are in a sense not processing transactions
anynor e.

At those points in tine, you can tune your
systenms and set themup to have certain things
happeni ng versus others.

So we would rather continue to process the
orders. |If that means sone things have to drop out
to manual handling, naybe then it does.

But systens can and different scenarios
can trigger it, cause different situations where
those transactions are tied up and just not
processing and they are com ng at a dead state. So
you need to nove it along while then you recycle your
systems and - -

So again, there is no specific that says
this is always going to happen this one tinme or

another, but as with all systens, |oad conditionals
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can cause certain things to happen.

MR. DELLA TORRE: If | understand the
treatment or evaluation of this sort of condition,
these orders would still be treated in terns of
ti meli ness and performance under say PID reporting
ki nd of conditions.

M5. NOTARI ANNI:  Correct.

MR. DELLA TORRE: As flowthrough orders
even if they were not responsive to the --

MR. FINNEGAN: | don't think so. That is
my concern

MR. DELLA TORRE: We have conditions where
we have fl owthrough eligible orders that should have
fl owed through that did not, acknow edges and says
those are going to count agai nst us.

MR, FINNEGAN: We will see in the, perhaps
the data reconciliations.

But the way the PID is designed for POp,
it's electronically submtted and processed. If it's
flowthrough eligible and it gets dunped because the
gqueue is too long, that is going to go into the
el ectronically subm tted manually processed bucket
and instead of a 20-m nute benchmark. [It's going to
be measured agai nst a 24-hour benchmarKk.

Am | incorrect in my assunption?
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MS. VIVERCS: No, John, you are correct.
That is the definition within PO5.

And you are right, in a condition where a
flowthrough eligible LSR came in and through the
| oad got backed up in the queue and was dropped for
manual handli ng Qwest wouldn't take a hit in PG5 A

However, it is a flowthrough eligible
LSR, therefore it would still be counted in the PO2

results. It still would be marked agai nst Qwest as

an order that should have fl owed through but did not.
That's really what we are attenpting to neasure.
VWhat was the | evel of flowthrough.

This was a Qnest caused condition, so we
woul d count that order in the denom nator of PQ2,
both A and B, and take a hit for it in the nunerator
because it wouldn't be there.

MR. FINNEGAN: It just seens to make the
KI O5A, electronically submtted, electronically
processed tineliness neasure for FOCs sonewhat
meani ngl ess.

MR. WEEKS: That has evolved to a
di scussion --

MR, DELLA TORRE: And | would like you to
i ndul ge me in one additional question, nunber 21

"Does KPMG Consul ting have an opinion on the vol une
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| evel s that cause the Qmest processing of flow
through LSRs to deteriorate?

Answer is no.

"Pl ease provide volune thresholds for
pre-order and order volunmes that appear to be the
cross-over point between continuous operation and
gueue back up."

And it's unknown.

Ot her questions.

MR. SPINKS: Tom Spi nks from Washi ngt on.

Goi ng back to the questions 10 through 18.

MR. DELLA TORRE: Yes.

MR. SPINKS: | don't understand the
results because it seens counterintuitive that the
peak volune tinmes would be | ess than nornmal vol une
times for the order tines across the board.

MR. DELLA TORRE: | believe these
guestions are actually referring to GU versus EDI

You may be raising a different question.

MR. SPINKS: Then if you | ook at table
15-8 and 15-9 the | AM EDI, pre-order response tines,
the times in table 15-9 for peak day are | ower than
the average response tinmes during normal --

MR, DELLA TORRE: Actually, 15-8 and 9

again are a conparison between EDI and GUI, both for
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peak days.

MR, WEEKS: You are looking at a figure,
he is |l ooking at a table.

MS. THI ELEMANN: But | think we may have
sonme nunbering probl ens, too.

MR, DELLA TORRE: Pl ease continue. M
apol ogi es.

MR. VWEEKS: He is saying the normal day as
you | ook at the average, the mn and max and so on,
that peak day for exanple for our LDQ mnimal for
normal was 2, mninmumfor peak was 8. Maximum for
normal was 71 and the maxi mum for peak was 55. Those
are just mns and maxes.

MR, SPINKS: | amlooking at the average
response tines. 14.79, well --

MR, WEEKS: | nean they are different.

MR. SPINKS: | |ooking at ADQ

MR, WEEKS: An average is an average.

MR, SPINKS: \Where the response tine of
the peak was | ess than response tinme during the
nor mal

MR VEEKS: But ook at the max nunber on
the normal day, 61 and max on peak was only 23. So
averages can be distorted by extrenes.

MR, DELLA TORRE: Quite honestly, | am
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sure we can go through a variety of scenarios that

woul d be fairly | ogical and based on sone experience

and exposure, but it would be specul ation

MR. SPINKS: \What | was wondering was do
the plus systens during a week tine that are coning
into a particular order center get to a certain point
where during this peak |load it says okay now start
sendi ng these orders over to this other place, so
that what you wind up with, during peak tines is
actually faster processing than during nornmal tines
when --

MR, VEEKS: We were doing black box
testing, | would have no way of knowi ng the answer to
that question. Wat was going on behind the scenes |
really wouldn't be able to tell you.

MR, DELLA TORRE: W are not aware of any
overfl ow systenms of the type you are tal king about,
but in fact, if that inproved the perfornmance, well
that is a good thing that would cone out in this
test.

The greater the perfornmance, the nore
hor sepower they bring on line to address it, that
woul d actually be a very good thing.

Ot her questions on the volune test?

Okay. Thank you. Most fol ks have food.
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to get drinks, eat.
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suppose?
Yes. Let's take 10 m nutes
Then we will reengage.

(LUNCHEON RECESS - -

*

*

*

*

12:17 P. M)

*
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( AFTERNOON SESSION -- 12:23 P.M)
TEST 18 - M&R End-to-End Troubl e Report Processing
MR. WVEEKS: Test 18 is the trouble
reporting process test. For those of you | ooking at
reports, this is hot off the press, latest and
greatest is April 14. W have made revisions there.
The current state of things are that there are ten
SATs, two not SATs, one unable is kind of the current

state of events. We will junmp in there wi thout a | ot

of further intro.

MR, DELLA TORRE: Test 18, question 1:
AT&T. Asks about your reference to Section V, and
that section is our PID reporting PID eval uation
section that will come out with the draft fina
report.

Questi on nunber 2.

(Pause.)

MR DELLA TORRE: 2, 3, 4, 5, 6, 7 and 8
were all questions for the -- requests for the
supporting data KPMG used to cal cul ate the various
nunbers in the specific references. W have passed
out the tables with the data on it.

| believe an e-nmail was sent earlier this
norning to a wider audience to include folks on the

bridge. So any questions that may come up fromthis
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we can take in the next VTC

(Pause.)

MR. DELLA TORRE: All of the related
product times and underlying nunbers are provided in
t he suppl emental hand-out that we provided. W did
not in fact, however, review all of those. | believe
the report section states that subset we did
eval uate.

So there is a lot of information to digest
there. W certainly will be willing to take
guestions on that data at sone future point.

Let's move to question number 9.

Excuse ne.

(Pause.)

MR, DELLA TORRE: Just a point of
clarification, in the report, there is a table that
exi sts that shows what products (inaudible).

You can use that as a cross-reference --

MR, DELLA TORRE: Question 9: "Please
i ndi cate whether Qwmest's incorrect application of
cl ose out codes resulted in any trouble reports being
i nappropriately excluded from Quest's nmai ntenance and
repair PID cal culations or "no access' tinme being
i mproperly excluded from applicabl e mai nt enance and

repair results.
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If Qwest was m scodi ng orders such that
orders or time were inappropriately excluded from
Qnest' s mai ntenance and repair PID results, please
i ndi cate the inmpact of the inappropriate exclusions."
KPMG Consulting did not audit Qwest's
cal cul ations or exclusions of the (inaudible) --
reference to the Liberty Consulting report.
MR. FI NNEGAN: Apart fromthat, the
eval uation criteria, last line tal ks about dispatch
of the technician are consistent with the troubles
pl aced on the line.

So in the context of this evaluation

criteria --
MR. DELLA TORRE: \VWhich criteria set?
MR. FI NNEGAN: 18.6.1, accuracy of coding.
MR. DELLA TORRE: Which is it not

sati sfied.

MR. FINNEGAN: Yes. | understand it's not
satisfied, but in the context of this evaluation was
Qwest m scoded or applying close out codes that
poi nted toward sone sort of custonmer caused del ay or
cust oner probl enf?

MR, VEEKS: If | renenber right the first
two digits, correct ne if I amwong, the first two

digits of the close out codes we agreed with. It was
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the last two digits of the close out codes that we
didn't always agree with.

MR, GUZDAR: In general the second two
codes were incorrect, were the ones that were causing
the incorrect coding.

MR. DELLA TORRE: The first two were
categori zation of the type, whereas the second two
were a specific identification of what the trouble
was.

MR, GUZDAR: Correct.

MR. WEEKS: So the attribution to CLEC
versus whatever | believe gets covered off the first
two; is that accurate or not? It's not always that
specific.

MR, FINNEGAN: |Is that sonmething you find
out? | understand generally but if you had a Quest
code and started off with a C as sone sort of
cust oner disposition code --

MR, WEEKS: |s the question you are asking
is to validate whether or not coding could be m ssed?
The coding errors we saw woul d have caused the coding
error to be attributed to the wong conpany? Do you
know that for a fact?

We did not see a situation in the testing

we did where the errors in coding we observed woul d
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have caused it to be allocated to the wrong conpany.

MR. FI NNEGAN: Ckay.

MR, DELLA TORRE: Question 10: "G ven
that 'Qmest instituted neasures to increase frequency
of internal audits and expand the scope of the FCC
SAVER audits to inprove close out code accuracy

| evel s' and those neasures only inproved accuracy of

Qnest's close out coding by 0.5 percent, what is KPMG
Consul ting's opinion on the effectiveness of this
Qnest quality inprovenent effort?”

KPMG Consul ting renders no opinion on this
per f or mance.

| believe that takes us to Worl dCom
guestions, any other questions on the AT&T section?

Wor I dCom nunmber 1: "At what point
following the SOC of a CLEC order can a CLEC
el ectronically submt a trouble ticket for that
order ?"

And we did confirmthat they can be
submtted i mediately after delivery of the SOC

Question 2: "How are trouble tickets
handl ed el ectronically vs. manual | y?"

Answer is they are, in fact, processed in
t he sane nmanner.

MR. VEEKS: W assune that neans submtted
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el ectronically versus submtted manual ly.

MR. DELLA TORRE: Then how those are
subsequent |y processed.

MR. WEEKS: We interpreted the question in
the foll owing way. Regardless of the way the CLEC
submts the trouble ticket, electronically or
manual |y, once in the systemthe way it's processed,
there is no difference with respect to how it was
ent er ed.

M5. OLIVER: That is kind of what | think
our next question is asking.

MR. DELLA TORRE: And our answer to that
guestion was yes, in fact, they are processed the
same way. |I.

MS. OLIVER: Thank you.

(Pause.)

MR. DELLA TORRE: For scope and nature of
this test versus sone of the other sections, a |ot of
the process based questions were not the scope of
these tests. These were, as we call, black box or
transacti on based tests.

MS. OLIVER What are the process aspects
addressed in another test.

MR. VEEKS: Yes.

MR. DELLA TORRE: 18-7 and 18-8.
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MS. OLIVER: | did have a followup to
qgquestion nunber 1. You said you did find the ticket

could be submitted i mediately follow ng i ssuance of

t he SCC.

(Pause.)

MS. OLIVER: That's probably better
Sorry, | thought the m crophone was on.

I can repeat the foll owup question | had

on nunber 1, which was to confirmthat what KPMG
reported that a ticket could be submtted i mediately
foll owi ng i ssuance of a SOC, that that ticket could
be electronically subntted via both electronic
met hods, that it would process the sane.

MR, GUZDAR: W only tested this through
the GUI, we did not do that through the EBTA.

That al so, as an FYl, that was done as a
different test, not 18, that was done in test 16
which will be coming up |ater on.

MR, DELLA TORRE: We may be able to
readdress this in the third conference.

MS. OLIVER: So the response to question 1
shoul d be nmade with that caveat, electronically
subm tted through the GUI, correct?

MR. GUZDAR: That is correct.

MS. OLI VER: Ckay, thanks.
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MR. DELLA TORRE: So | think we are on
nunber 4: "Are the trouble tickets nunbers assigned
automatically by WWA/C or LMOS? |f so, what triggers
this automatic assignment?”

The answer is yes, it is assigned
automatically and the trigger is the initial creation
of new trouble --

Question 5: "What procedures are enpl oyed
by Qmest to ensure adequate and tinely status updates
are provided to CLECs?"

Bot h MEDI ACC and CEMR send change of
status notice to the CLEC. Additionally the CLEC can
call and request status at will throughout the life
of the report.

Finally the process requires the CLEC to
be notified when the trouble is cleared or closed.

Question 6: "What factors are used by
LMOS to generate the conmtment date and tinme?"

The commitnent intervals are controlled by
the LRAC and are based on technician availability,
exi sting work vol une, by geographic area.

Question 7: "ls there a standard
resolution tinmeframe for non-designed service trouble
processed via LMOS

Qnwest does have work center objectives,
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however the intervals may fluctuate based on business

needs.

MS. OLIVER: Is that Qwmest's objective
publ i shed?

(Pause.)

MR, DELLA TORRE: Those are not published
publicly.

Al right.

MR. CRAIN. What was the question? Andy
Cr ai n.

MS. LUBAMERSKY: Nancy Lubanersky.

The question you asked, it is not publicly
avai |l abl e.

MR, VEEKS: Nunber 7: "Is there a
standard resolution timefrane for non-designed
service trouble processed via LMOS?"

MR. DELLA TORRE: W referenced specific
wor k centers had specific objectives, but that that
is internal information and not published.

Question 8: "Please clarify, first-in,
first-out basis means ol dest ticket will receive the
first dispatched service avail abl e regardl ess of type
or capacity."

And we believe that that is a

m sunder st andi ng of what we were attenpting to
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illustrate in that the work is prioritized by type or
capacity of service

MR. WEEKS: And then FIFOis applied. |If
you will it's queues, different types of work, then
FIFO within the queue, so there may be sonme work
going on within one queue actually submitted | ater
than other work in other queues that may not know
what the nature of those other queues |ooks |ike.

MR, DELLA TORRE: Question 9: "lIs the
CLEC required to authorize additional testing and
fault isolation activities?"

The answer is no.

Question 10: "Why is this process
specific to manually entered trouble tickets?"

Let me provide context. "If trouble
tickets are entered nanually, Qwest screeners and
Design Service Center (DSC) testers offer assistance
wi th Resal e and Unbundl ed Network El enent-Platform
(UNE-P) service fault identification by testing the
Qnest network to isolate or determ ne the |ocation of
faults. "

The question is why is this process
specific to manually entered trouble tickets.

The response is if the report is entered

via CEMR, the CLEC goes through the RC di agnostic
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review as part of the trouble create process.

MS. ANDERSON: Fol ks on the bridge, could
we please inplore you to put your nute buttons on.

MR. DELLA TORRE: Question 11: "Please
verify the, for UNE-P CLECs are not responsible for
i solating the nature and | ocation of faults prior to
submtting a trouble ticket."

That is correct.

Question 12: "Uilizing Quest interfaces
(MEDI ACC or CEMR), what testing nmechanisns are
avail able to CLECs? Please clarify what 'associated
Qnest circuit identification' is required to be
provi ded when a CLEC submits a trouble ticket for an
UNE -- excluding UNE-P."

For resale and UNE-P the mechanismis
mechani zed | oop test or M.T, that is not intended for
UNE testing.

The second question regarding the circuit
identification, that is actually the CLEC provided
t el ephone nunber associated with the circuit
i dentification.

Okay.

MS. OLIVER: Becky diver, WrldCom
Clarification on -- you said the Qwest, associated

Qnest circuit identification is actually the TN?
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MR. WEEKS: It's the TN that the CLEC uses
or associates with Quest's circuit ID.

MS. ANDERSON: Qwest wants to say
somet hi ng?

MR VIVERCS: |, maybe | am
m sinterpreting the question. Since this is
excluding UNE-P, the circuit identifier we would be
expecting for a trouble report like in the case of an
unbundel ed | oop would be in fact the circuit |ID that
we assigned to that UNE-P

MR, WEEKS: So you just want the raw
circuit ID, you don't care about anything el se.

MR. VIVERCS: | don't. | have no
cross-reference to the end-user's tel ephone nunber.
We don't have that information.

MR, WEEKS: | realize you don't have it
You couldn't use that in any way to hel p you di agnose
or fix the problenf

MR, VI VERCS: No.

MR, DELLA TORRE: CQur understanding is
that there is a request nmade for the associated
t el ephone nunber, that the reports are based on the
circuit ID, as Chris indicated, but there is a
request for the associated tel ephone nunber and how

that may be used is not --
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MR. WEEKS: Not clear to us now. W
thought it was clear. But maybe it isn't. |It's
based on the interface requirenents of what CLECs are
required to put in when they turn in the trouble
ticket. [It's our understanding CLECs are asked to
provide that TN as part of the trouble reporting
process.

MR. DELLA TORRE: Even if you are using
the circuit 1D as your main key to the account.

MR, VIVERCS: Two points. | am |l ooking at
the literal that is in this question, and it's
tal ki ng about the associated Qmest circuit
identifications. That would be the circuit ID that
Qnest has assigned to that UNE, either the circuit ID
for the loop, the circuit ID for the EO.

MS. ANDERSON:. W agree

MR. VIVERCS: There may be sonme |limted
ci rcunstances after a recent conversion to |oop and
nunber portability where the tel ephone nunber woul d
certainly be useful information.

MR, DELLA TORRE: You are right there.

MR. VIVERCS: We would be | ooking for
t hat .

MR. DELLA TORRE: There was a di sconnect

on the understanding. You are absolutely right. W
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m sread that question. Excuse ne.

M5. OLIVER: | did have an additiona
foll owup. KPMG stated MLT is the testing nechani sm
used for UDP and resale.

I thought | had understood that the
response to question 10 stated that if there was an
RC di agnostic testing nmechani smavailable in CEMR for
EDP, is that the same as M.T.

MR. DINSMORE: No it is not. The RCDis a
di agnostic process you go through to actually | ook
for trouble that asks intelligent questions and takes
down what to enter in order MLT visibly tests the
circuits.

MR, DELLA TORRE: For point of reference
t hat was Nol an Di nsnore.

MS. OLIVER: Thank you.

MR. DELLA TORRE: Question 13: "Is fault
i solation for POTS (non-designed) service conducted
after the ticket is accepted either electronically or
manual |y, and created in LMOS?"

The answer is, not as a rule. However it
can be done if necessary.

Question 14: "Once the fault location is
determ ned, the trouble is routed "IN to the centra

of fice (CO through the Wirk Force
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Adm nistration/Dispatch In (WA/DI) system or 'QOUT
to an outside technician through the Wirk Force
Admi ni stration/Di spatch Qut (WA/ DO) system for
repair conpletion. Please verify, Quaest personne
will make the determ nation for WFA/DI vs. WFA/ DO "

And that is correct.

Question 15: "What audit and contro
procedures are enployed by Qwmest to ensure CLECs are
notified and the trouble tickets are closed?”

This is better discovered in 18-7 or 8.
However for purposes of responding to the question,
for design services a technician is required to enter
a remark to confirm CLEC notification and once the
tester restores the trouble it goes to a scrubber for
revi ew of codes, times, and narratives, to ensure
conpl i ance.

For non-design service Qnest process
requi res CLEC notification and commtnment in an area
and Qnest sanples closed troubles for quality and
conpl i ance.

My apol ogi es. Qwest process requires CLEC
notification and comment. It's not a comm tnent.

Question 16: "Wuld the technician cl ose
a trouble ticket without verifying trouble resolution

with the CLEC first?"
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The process does require that CLEC
verification and notification happen before the
cl ose-out, but that doesn't necessarily mean the CLEC
will respond, and, therefore, there is a process for
| eaving three nmessages over a 24-hour period if a
live person is not reached.

Question 17 --

MS. TRIBBY: Mary Tribby, AT&T. After
t hree nessages in 24 hours and there is no response

it gets closed; is that correct? What you are

sayi ng?

MR. DELLA TORRE: Yes.

MR. VWEEKS: If it was electronically
submtted it will get an electronic notification in

addition to the calls.
MR, DELLA TORRE: Right. This series of

guestions are covered in the process tests, 18-7,

18-8 and the clue to that is the beginning of this
next question: "What audit and control procedures
are enpl oyed by Qmest to ensure CORAC or LRAC
personnel adequately and efficiently close the
trouble tickets on behalf of the technician?

And we are unaware of any specific or
uni que audit neasures for this particular process.

Al right.
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MS. ANDERSON: Excuse nme. You nentioned
that there are several questions in here that are
18-7 and 8. Do we still have several of those left?
Wuld it be appropriate to just skip thenf

MS. ANDERSON: We are.

(Pause.)

MS. ANDERSON: We are a little behind.

MR. VEEKS: We don't mind if these are
bei ng posed as foll owup questions. W wll be happy
to answer them

MR, DELLA TORRE: We will go through
question 17, 18 and 19 while the teamidentifies
t hose covered by 18-7 and 8, then nove past those.

MS. ANDERSON:. Thank you, | appreciate
t hat .

MR. DELLA TORRE: Question 18: "How does
t he RCHC and/ or CRSAB know when the technician,
CORAC, or LRAC has closed a ticket.

The answer is they will check the system
where they would know i f the report had been cl osed.

Question 19: "Did KPMG nake any
assessnment as to the accuracy of the provided, quote,
'objective date and tine for repair of the service' ?"

The answer is no.

It appears as though we can go to question
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24. Each of the others are identified in 18-7 or
18- 8.

Question 24, and | will provide context.
"Qnest provisioned a test bed of circuits based on
requi renments specifications provided by KPMG
Consul ting that included test design input received
fromthe Regional Oversight Commttee (ROC) Technica
Advi sory Group (TAG. Specifically what actions are
performed by Qmest to establish a test bed of
circuits?"

And this is not unlike the discussion we
had earlier on nanagenent test bed where we provided
a list of specifications to Qvest in advance of the
test that Qwmest reported.

And we then upon receiving that
i nformati on back verified the original state, if you
will, of each of the circuits received.

Those verifications by the way were
conducted physically. So we are just going through
the rest at this point.

MS. ANDERSON:  COkay.

MR. DELLA TORRE: Question 25: "How were
the test bed circuits distinguishable from
non-test-bed production circuits?"

There was nothing to distinguish them
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Question 26: "How were the test bed
circuit faults distinguishable fromfaults of
non-test-bed production circuits?"

The faults placed were standard physica
conditions routinely found on custoner accounts. The
faults were placed on lines requiring Quest
technicians to troubl eshoot as they would any other
customer trouble.

The faults were reported by the pseudo
CLEC rat her than KPMG Consulting to adhere to
bl i ndness and the Qnest enpl oyee would |ikely have no
way to know that the pseudo CLEC was associated with
the troubles that we have inserted

Question 27: "Which faults were
physically inserted, and which were virtually
i nserted?"

The followon. "How was a fault virtually
inserted for a circuit?"

The answer, physically inserted were
wiring troubles, both in the central office and at
field | ocations.

The virtually inserted were central office
vertical feature type problens.

KPMG was responsi ble and directed in the

process of the fault insertions.
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Question 28: "Please verify, KPMG and/ or
PCLEC personnel witnessed Qwest inserting faults on
all the circuits. Wat verification steps were taken
by KPMG and/or PCLEC personnel to insure faults were
i nduced correctly?"

As | said, we did direct and wi tnessed
insertion of faults. Then we also checked each of
those faults afterward to make sure that they were
functioning as we expected themto be.

Then al so after the faults were put in,
the circuits were again tested to ensure that the
fault was placed correctly.

M5. OLIVER: \What nethods did KPMG use to
do this actual verification of the faults or
exi stence of the faults?

MR. DI NSMORE: Nol and Di nsnore, KPMG

Depends on the type of fault. If it was a
feature control, we used the tel ephone. W had one
person nonitor the |ine and another person call up to
see if the call forwarding worked. If it was a
physi cal trouble we used the handhel d tel ephone test
sets Qwest provided. W actually went across the
circuit to see if it was dial tone or absence of dia
t one.

So we physically verified it as a tester
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woul d troubl eshoot.

MS. OLIVER: Thank you.

MR. DELLA TORRE: Question 29: "Wat
source(s) did KPMG use to verify Qmest appropriately
docunented the repairs made and that the trouble had
been resol ved?"

Qur steps were that after the repair the
detailed trouble history was exanined to nmake sure
that the work was properly docunented

Then the tester returned and actually
exam ned the circuit to ensure the fault place was
corrected and the circuit returned to the origina
wor ki ng state

Question 30: "Please verify, KPM5c did
determ ne the accuracy of the closeout codes for
those tickets initiated by the PCLEC on behal f of
this test.

That is correct.

31: "What audit and controls did KPMG
enploy to verify testers namintained a record of al
key data el enments associated with each trouble
processed?"

Clarification. 1In your reference to
testers, are you referring to KPMG Consulting

per sonnel ?
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MS. OLIVER: | will need to follow up with
t hat question.

MR, DELLA TORRE: Thank you.

MR. WEEKS: Provided that you are asking
about what our test results were, the answer is there
was a nmaster spreadsheet that we had all of our
testers fill out, then we consolidated all that
i nformati on about each trouble, took the aggregate of
all the troubles we observed.

If by that you nmeant the repair people
fromQuwest, then we didn't actually work in the
field with the actual repair folks. As has been
stated, we went in and set up the problem went away,
let the field people from Qwest do what they normally

woul d do.

Then we cane back and | ooked to see
whet her the repair we had inserted had actuality been
fixed. So we weren't actually there at the time the
tech was fixing the problem

MS. OLIVER:  Ckay.

MR, DELLA TORRE: Question 32: "Please
verify, given KPMG could not determine if Qnest's
performance was in parity with its retai
performance, the results of this report should

reflect, quote, 'unable to determ ne,' while noting
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the results of the ROC TAG review.

And this is just a matter of agreenment, in
terms of the test, when no decision was reached in
the dual test system that it was brought to the TAG
the TAG votes and that was then the close up and for
the conclusion. And | think that our comments
articulated that position fairly clearly.

Question 33 is the same concept.

Ot her questions? Test 18? Geat. Thank
you.

MS. ANDERSON: W are now noving to 24. 8.
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Test 24.8 - Interconnect Service
Center (1SC) Support Review
MR, WEEKS: | SC support review. The
underline there is on support. So at this tinme the
date of the report that is the latest and greatest is
April 12th and it has all SATs init.
Are you ready? Okay.
MR. DELLA TORRE: WorldCom nunber 1: "Is
the division of responsibility between the I1SC
| ocations transparent to CLECs?
No.
Fol | ow-on question: "If not, how are the
responsibilities of the various ISC | ocations
conmuni cated to the CLECs?"

The CLECs are notified through their

servi ce managers and/or via the whol esale web sites
of the proper nunbers to call dependi ng upon the
i ssue in question.

I will goalittle bit nore quickly, so
pl ease be aggressive about stopping ne when you have
foll ow-up questi ons.

2: "Please clarify what is neant by
" Program Manager at out-sourced facilities.'"

Program manager is the equival ent of the

team | eader within a Qwest service
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Question 3: "What are the specific roles
and responsibilities of the Coaches and Service
Del i very Coordi nat ors?"

Coaches responsibilities include but are
not limted to overseeing a team of SECs, conducti ng
performance anal ysis, providing assi stance needed,
respondi ng to issues, and providing reporting data
and tools to the center manager.

Question 4: "What evidence did KPMG
obtain to determ ne these centers are, quote,
"staffed with representatives who are specifically
trai ned to handl e questions regardi ng order status,
rejection notices, delayed orders and other order
process questions.'"

KPMG conducted interviews and on site
observations of staff, of Tier 0 graphs and --

My apol ogies. During the interviews and
observations we determned and | earned that the Tier
O reps did receive specific training to handle the
speci fic order processing questions. And we had
specific training materials such as the CSIE training
mat eri al s, (inaudible) systemtraining, and
product - specific training.

Question 5: "Which nenu options should be

sel ected by CLECs for UNE-P (or Loop with Port)?"
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The answer is nunber 5.

MS. OLIVER: Back to question 4. Did
KPMG s observations include an assessment on the
adequacy of that training to handl e the questions.

(Pause.)

MR, DELLA TORRE: Could you ask the
guestion agai n?

M5. OLIVER: Sure. Followup to question
4. Did KPMG s observations include an assessnent of
t he adequacy of the training as far as enabling the
reps to address the CLEC questions.

MR, WEEKS: | think question 5.

(Pause.)

MR, PETRY: It's question 4 on ny sheet.
They split that into two parts and answered it as
guestion 1 and question 2.

MR, DELLA TORRE: So we will downgrade
them by one as we go al ong.

Where were we?

MR, WEEKS: Adequacy of training for reps.

MR. DELLA TORRE: The answer is no, we did
not .

Question 6: "Is a ticket created if the
Tier O SDC is able to fully address the CLEC s

inquiry at the tine of the original call?"
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Yes.

Question 7: "Did KPMG wi t ness a custoner
bei ng placed into a queue or was this information
derived from documented procedures?”

KPMG Consul ting did observe reps answeri ng
cal | s.

Question 8: "Is there an established tine
l[imt for howlong a CLEC caller could be on hold, in
gueue, before being routed to a SDC?"

No, there is not atinme linmit. There are
center objectives. There is not alimt.

Question 9: "Is the SDC able to access
caller's order information? |s the SDC able to
access caller's order information using just the PON?

The answer is yes to both.

10: "Did KPMG wi tness these procedures
bei ng enpl oyed by the Tier 0 representative?"

Yes, we did.

Nunber 11: "Please clarify. \Wat happens
to the caller attenpting to escalate to Tier 1 SDC?"

The caller is wong transferred, if

desired.

Qnvest policy states a Tier O
representative will make three attenpts to wong
transfer an issue to Tier 1. |If unsuccessful, the
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Tier O representative will advise the custoner of
such and conmit that a Tier 1 representative wll
return the call in 30 mnutes.

Question 12: "If the" --

MS. OLIVER: Excuse ne. Did KPMG observe
that process?

MR. DELLA TORRE: Yes, we did.

MS. OLI VER: Thank you.

MR. DELLA TORRE: We did not see the three
attenpts fail. So we did not see the failure

condition where three tries are nade by Tier 0 to

Tier 1.

MR VEEKS: All the transfers were.

MR GRIFFING On the first try?

MR, WEEKS: Not necessarily, but before
the third.

MR. DELLA TORRE: Pl ease clarify -- "if
the caller plus ticket is placed in queue, is there a
threshold as to the amount of tine a call ticket wll
remain in queue?"

In this context it is not placed in queue,
the tickets are.

12: "lIs there any one party responsible
for seeing the tickets fromopen to closed status?"

The answer is no.
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This is simlar to a question we discussed
before where responsibility is transferred with the
cal l.

MR. PETRY: | think that was actuality
12. | think you split your 11 into two questions.
So now we are two off for future reference.

MR, WEEKS: So any one party is actually
127

MR. PETRY: Yes.

MR, WEEKS: Thank you.

MR. DELLA TORRE: 13: "Each ticket is
assigned a resolution interval, according to the
severity of the issue. \Who is responsible for
assigning a resolution interval ?"

Tier 0 call center rep.

14: "Are there docunented intervals for
when a SDC is required to notify the CLEC of any
status changes? |If so, are they adhered to?"

According to Qunest policy SDCs are
required to notify CLECs any tine there is a change
in status and KPMG Consul ting observed Quest
representatives providing CLECs with status updates.

15: "What nmethod is used by Qmest to sync
up Exact orders with delayed orders in the Lotus

Not es dat abase?"
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The nethod enpl oyed i s manual .

16: "What date-related information is
downl oaded into HEET and what is the source of these
dat es?"

Answer, the HEET tool includes details on
due date, reason for escal ation and external notes.
This information is downl oaded from a Lotus Notes
dat abase. This is for ASR orders only. The relevant
section in the report is 2.1.2.2.

Foll owon: "Is the date-rel ated
i nformati on downl oaded i nto HEET nmamnually or via an

aut omat ed process?”

MR. PETRY: That is still part of 16.
M5. ANDERSON: We are three off.
MR. DELLA TORRE: Question 17 --
MS. OLIVER: | amsorry | mssed the

response.
MR, WEEKS: Aut omat ed.
MR, DELLA TORRE: Sorry. 16, the answer
i s aut omat ed.
For 17: "lIs the CLEC required to request
i ssues get escalated to a senior member of the center
staff, or the CLEC assigned service manager ?"
The answer is either the CLEC or the Quest

SDC can request an escal ati on.
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Order related i ssues would be handl ed by
the center staff, whereas non-order related issues
woul d be handl ed by the service manager.

Question 18: "Did KPMG witness the team
identifying process inprovenents, making necessary
system or process adjustnents, revising process
docunent ati on and/or issuing notification of the
change to Qnest staff?"

KPMG Consul ting witnessed quality anal ysis
of tickets and trend anal yses bei ng perforned.

We have exanpl es of end-to-end process
i mprovenent neasurenents for I MA ticket handling
whi ch includes quality analysis of the tickets, trend
anal yses, process adjustnments, comrunication of
process adjustnents and feedback fromthe process
adj ust nent s.

19: "Did KPMG witness the LRM adhering to
t he above responsibilities?"

The answer is yes, KPMG Consulting
Wi tnessed the twice-daily force |loading call and
anal ysis of data for that call

Question 20: Context. "During periods of
hi gh order/call volunme, Qwest has procedures in place
to use overtinme (voluntary and nandatory) or

cross-trai ned SDCs and/or shifts work between |SC
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| ocations, in order to accommpdate variances in
demand. Are these procedures docunented?"”

The answer to this is docunented in Qnest
docunent ISC Primary And Backup Locations By
Functi on.

21: "Are the IT long-term system capacity
managenent procedures docunmented and adhered to?"

Capacity managenent for the interfaces is
actual ly covered under 24.6, interface devel opnent,
and is not within the scope of this section of the
test.

22: "What Qwest systens are included in
the I'T Teaml s capacity assessnent of quarterly
whol esal e demands?"

And that would be the sane test 24.6.

Question 23: "For what tine period(s)
were direct observations of |SC operations
conduct ed?"

Periodically between May of 2001 to March
testify 2002.

Onto AT&T, question nunber 1. This first
question refers to the inclusion of provision
billing. 1In fact the MPP was changed i n February,
2002, to transfer billing support to 24.10.

Provi si oni ng support at 1SCs is stil
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covered in this particular test. So we didn't
discharge it, it was noved to the appropriate area.

2: "Please clarify whether the HEET
dat abase can be queried to obtain the status of any
ASR (order), or clarify that it only contains orders
that have been nmarked as del ayed by Qwest."

The answer is HEET can only be used to

check the status for del ayed orders.

Question 3: "Gven that HP is not
schedul ed to publish the section of the Discrete Test
Report until April 13, 2002, how was it that 'KPMG
al so collected and anal yzed findi ngs from HPC?"

We noni tored HPC s observations and
exceptions throughout the course of the test and we
regularly consulted and interviewed with HPC
personnel and incorporated their findings into this
report up to and including the very recent -- we have
just had a spilled drink.

(Laughter.)

MS. ANDERSON: We draw the line at
physi cal abuse.

MR. DELLA TORRE: Question 4. Sane
answer .

5: "Please describe what, if any,

i nformati on was contained from CLEC i ntervi ews on the
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CLEC s experience as to whether or not Qwmest was
followi ng Interconnect Service Center processes"....

W will have the simlar conceptua
under st andi ng about whet her or not a CLEC or HPC
woul d be able to determne if Qwmest were adhering to
its processes.

However, the CLECs who responded to KPMG
Consulting's request for info were generally
satisfied with their experience and they noted no
maj or issues with | SC

This data was used as one data source of
many for KPMG in determning the testing and
subsequent retesting activities that we needed to
conduct .

MS. OLIVER: Followup question simlar to
what | had before.

How many CLECs provi ded feedback?

MR. DELLA TORRE: It's the sane.

MR. WEEKS: Sanme ones.

MS. OLIVER: Thank you.

MR. DELLA TORRE: Question nunber 6 from
AT&T asks: Did KPMG Consulting -- "Please explain
why KPMG Consulting considered this particular
Eval uation Criteria 'Satisfied and why the issues

described in the open HPC exceptions do not prevent
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KPMG from assigning a Satisfied result to this
eval uation criterion."

We did make note of and were nonitoring
HPC s findings throughout the course of the test.

And these were that group of exceptions known as the
di sorderly orders.

We subsequently raised our own rel ated
observations and exceptions and retested those
appropriately.

There is a second point though that |
would Iike to make. That is that HPC in its role as
PCLEC wi Il typically raise observations and
exceptions on an individual transaction |evel basis
where they do one of something and, if it works,
great, and if it doesn't work, they will issue an
observation or Exception.

However, KPMG Consulting in its role wll
| ook at aggregated performance over a course of tinme.
And in many of these cases there were not, there was
not sufficient evidence for us to continue to pursue
any individual finding that HPC had uncovered.

Finally, the reports that we have rel eased
to date have not been the final reports, and,
therefore, things are subject to change, should

conditions warrant that we do additional work or
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change what we have presented to date.

Nunber 7: This is the same, sanme response
that | have just given to nunber 6 in that taken in
total, this issue did not nerit further attention by
KPMG,

Question 8: "Please describe what, if
any, information was obtained from CLEC i ntervi ews on
the CLEC s experience as to whether or not Qwmest was
foll owi ng I nterconnect Service Center processes
i ncludi ng policy, procedures, roles and objectives."

We believe that this is a duplicate
question from nunmber 5, in that we had several CLECs
respond that they seened to be satisfied with the
process.

So on to nunber 9: "KPMG Consulting
states, quote, 'If a SDC handling an LSR is unable to
assist the CLEC with an issue, the caller is
"warmtransferred’ to the appropriate 1SC. The
ownership of the issue is also transferred and
custoner-specific information is verified by the new
SDC handling the issue. Does verification of
"custoner specific information' by 'the new SDC
handl ing the issue' nmean the CLEC nust provide to the
second SDC the sane information it already provided

to the first SDC?"
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The answer is no. The SDC confirns the
identity and issue in question only.

This has been clarified in the new version
or |latest version.

The second foll owup question to that is
no | onger applicable.

The third, "Is information entered into
the Call Center Tracking Database by the Tier 0 SDC
i mredi ately available to the Tier 1 SDC if the cal
is "warmtransferred? "

The answer is yes.

Question 10: "Provide KPMG Consulting's
under st andi ng of the | SC managenment objectives for
performance neasurenents related to | SC operations.
To what extent is the nanagenent tier provided with
incentives to neet or exceed specific perfornmance
nmeasur enment results?”

We are not aware nor did we eval uate any
incentive plans in place by the conpany, particularly
in the I SC

Simlarly we read the question to nean the
| SC managenent objectives of perfornmance neasures
rather than performance nmeasures. And the
performance objectives that were indicated to us

during Qwvest managenent interviews was quality of
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service for the CLEC custoner base.

Question 11 --

MR, CONNOLLY: Excuse ne, you said you
didn't | ook beyond the fact that there are specific
sets of objectives as to what are the behaviors that
go to attenpting to achi eve those objectives.

MR, WEEKS: | think we interpreted the
guestion to be asking about the objective of the
performance nmeasures and we were answering we think
the objective of the performance neasures, taken as a
whol e, is custoner service. W interpreted the
guestion that way rather than interpreting the

guestion to asking us for a list of the individua

per f or mance neasures.

Because that is -- sone of that is
docunented in the report. And then we didn't |ook at
any conp plans or anything like that. It would have
been tied to whether the center or individuals in the
center acconplished targets or goals or objectives.

MR. CONNOLLY: There are standards for the
performance nmeasures in the ISCs. The internal ones
that drive --

MR, WEEKS: | know there are quality
targets. Yes, there are internal targets for the

di fferent performance neasures --
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MR, CONNOLLY: Means the sanme thing to ne.

MR, WEEKS: Okay.

MR, CONNOLLY: The nmnager strives to
achi eve those targets or standards.

MR. VEEEKS: One woul d thi nk.

MR. CONNOLLY: What is the incentive to do
t hat .

MR, VEEKS: We don't know whet her they get
pai d bonuses or not, whether they are fired or
penalized if they don't achieve -- we didn't |ook
into the conp plans so we don't know what kind of
conpensation inpact there is, if any, for failure or
success in meeting goals or objectives.

MR, CONNOLLY: No one was flogged at the
stake or anything like that.

MR. WEEKS: W didn't see that, not in our
pr esence.

MS. ANDERSON: Would Qwest |ike to conment
on that?

(Laughter.)

MR, WEEKS: Flogging will continue until
nor al e i nmproves.

MR. FINNEGAN: There are going to be a | ot
of floggings, then.

MR, DELLA TORRE: Question 11: "Are
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Service Performance Results Reports those that are
publ i shed nmonthly to reflect Qwest's performance
agai nst the PIDs?"

We renmoved this reference in our report.
The answer is yes.

12: "Provide KPMG Consulting's
under st andi ng of any differences in work rules
established by the | SCs versus retail order
processing centers where those result fromcollective
bar gai ni ng agreenents.”

We did not do any assessnent of the terns
and conditions in collective bargaining agreenents or
parity with whol esal e, between retail and whol esal e.

Ot her questions on 24.8?

MS. ANDERSON: Ckay. |In keeping with the
ROC s incentive plan for perfornmance, we are now five
m nutes ahead, so we can take a five-ninute break

(Recess.)

MS. ANDERSON: W are going to get
started. That includes you, Dick. You can't be
chitchatting those press people.

MR. VWEEKS: He has to be listening to get
the criticism

MR, DELLA TORRE: W can get started on

24.10.
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Test 24.10 - 1SC/Billing and Col |l ection
Center Support Revi ew

MR, WEEKS: 24.10. The last one that you
have available to you is dated April 9. W have 11
SATs and one unabl e.

W are going to start with, going back and
forth, so it's AT&T's turn first.

MR, DELLA TORRE: | will try to nove
rather quickly. Junmp right in. Don't be afraid to
cut me off.

Question nunber 1: "Did the pseudo CLEC
make any calls to the ISC Billing and Col |l ection
Center? If so how were the Pseudo- CLEC s experiences
captured and incorporated into the findings and
concl usions for Test 24.107?"

In point of fact, KPMG Consulting acted as

t he Pseudo-CLEC in this test. |In case there was any
nm sunder st andi ng that we used the sanme nanme, which
probably wasn't the best thing.

But it was the concept of the Pseudo- CLEC
It was just that it was KPMG Consulting personne
that did place calls.

So the answer is yes, that we did place
cal | s.

But it was actually in relation to test 20
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fromthe billing test.

MR, WEEKS: When we had questions or
probl ems or issues that arose as a result of things
we saw during bill validation, that generated calls.

MR. DELLA TORRE: | think there are a
series of questions around this, so we can describe
it alittle bit nore.

The distinction we commonly refer to
between the transaction testing and process testing,
bl ack box, white box, what-not, here, as is the case
with audit managenent, we do have a white box
anal ysis of the support center review. Those are the
processes that were eval uated.

So the calls are not placed as part of
that white box process evaluation. |In fact, calling,
not unlike order subm ssion or the bills thensel ves

or trouble tickets, those are all transaction-type

activities. Any subsequent calls that may be
required for clarification on your bills, your
trouble tickets or your orders and pre-orders are
then therefore part of the transaction, which is why
HPC, in the order managenent world, get the Hel p Desk
calls which is why our Help Desk calls here are
related nmore to Test 20 and truly Test 24.10,

al though there was clearly a relationship between
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t hem

I think that that may address in whole or
in part the first three questions. But let ne ask if
there are foll owups before we just nove beyond
t hose?

MR. FI NNEGAN: Just so | understand, the
issue is you really need to | ook at both? The Test
20 and Test 24.107

MR. DELLA TORRE: The -- yes, that is a
correct statenent. So the strict answer to your
guestion is yes. You need to | ook at both.

But I do want to be fair in disclosing
Test 20 now, these were a limted nunber of calls
based on our need to call based on the bills we
recei ved and questions that we had on those bills.

MR. WEEKS: It wasn't a bunch of
artificial scripted make up pretend calls. They were
real calls about real problens on real bills.

MR. DELLA TORRE: As was the case in order
managenment. The volune of calls required to be nade
in order managenent were much hi gher because the
guestions that we had around the order processing
wer e much hi gher

Ot her questions on that sort of concept in

general? Okay. We will nove on to question nunber
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4: "The test report refers to a 'tracking
spreadsheet that lists the status of all custoner
requests.' Are these spreadsheets readily accessible
to all SDCs or are they separately nmintained by
i ndi vi dual SDCs?

Answer: They are separately nmintained by
i ndi vi dual s.

MR. FI NNEGAN: Are there CLEC specific
SDCs ?

MR. DELLA TORRE: Yes, there are.

MR, FINNEGAN: |Is that a team approach, or
is there an individual with perhaps a backup?

MR. DELLA TORRE: COkay. The individua
SDCs are aligned by product. There are groups,
t hough, overseen by a coach who can al so acted as the
backup across both CLECs and products with a group of
SDCs.

MR. FI NNEGAN: | guess what | am getting
at with this is --

MR. VEEKS: Sure. You want to know if
spreadsheets can get shared.

MR, FI NNEGAN:  Yes.

MR, WEEKS: G ven they are owned by
i ndi vi dual s.

MR. FINNEGAN. And would Joe Della Torre
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know that M ke Weeks had files on AT&T's billing
i ssues?

MR. DELLA TORRE: The answer, our best
understanding is that the alignnents are across
products at the Coach level. And, therefore, not
di stingui shed by the CLEC as nuch. So the Coach who
woul d aggregate that information would see
commonal ities or | ook at the reports across CLECs by

product rather than the individual SDC who is a CLEC

MR, WEEKS: | think the question was going
in the opposite direction. | amthe SDC that handl es
AT&T. | am sick today. There is spreadsheets and

all this sort of stuff. Who has access to those?
How do they find then? How do they know where they
are? That sort of thing.

MR, DELLA TORRE: The SDC is backed by the
Coach.

MR. FI NNEGAN: So the quote was talking

about custoner requests. So if | have an unbundel ed

| oop request, | am AT&T, there is going to be an SDC
that is aligned by service that will deal with ny
unbundel ed | oop, they will maintain a spreadsheet, if

another day | had an issue on UNE-P, there m ght be a
di fferent SDC that deals with UNE-P issues --

MR. DELLA TORRE: That's correct.
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Question 5 is very simlar, discussing the
folders that are maintained by SDCs that contain the
requests. This is also separately nmintained by the
i ndi vi dual SDCs and backed by the Coaches.
So question 6: "KPMG Consulting

identified that Qwest process is to 'acknow edge

requests within 10 days of receipt.' Please indicate
usi ng KPMG Consulting's professional judgnment and
experience in other tests whether a 10 -day interva
to acknowl edge a request is long, short, or typical."

We do not offer any opinion on this
10-day, being long, short or typical

MR. FINNEGAN: To acknow edge, it's, hey,
we got your question?

MR, WEEKS: As opposed to committing to
havi ng an answer back within ten days.

MR. FINNEGAN: |Is there --

MR. DELLA TORRE: That is also to
enconpass request clains. Yes. |Is that right?

Okay. Requests and cl ai ns.

MR. FINNEGAN: That seens |like a long tine
just to say we've got it.

MR, WEEKS: |f that is your advocacy case,
| think you should nmake it.

MR. DELLA TORRE: Question 7, simlar
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guestion, but discussing the resolution of a claim
It's a 30-day period.

Again, we don't offer a position on
whether this is a long, short or typical period of
time.

Finally, "What is KPMG Consulting's
prof essi onal opinion on whether or not a standard for
resol ving non-conplex claims within 30 days woul d be
considered tinmely?"

We offer no position.

MR, FINNEGAN: |Is there any reason why?

MR, WEEKS: It just wasn't part of the
eval uation of the test. In general what we try not
to do is go through offering, spreading gratuitously,
opi ni ons about things like this.

What we try to do is test what is there,
report on what is there. Just historically have not
often junped into -- for exanple, PIDs.

There are a lot of PIDs sitting out there.
I f you asked our professional opinion, we would tel
you we think they are silly. [It's not our place to
do that. |It's been through due process. It is what
it is, we audit to it, we describe, we report. W
are not here to second-guess all of that.

MR. FINNEGAN: The PID exanple i s sonewhat
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different.

MR, WEEKS: Agreed.

MR. FI NNEGAN: Here there is sone el enent
of the adequacy of the process rather than just is it
docunented and are they following it. And | think
it's relevant if KPMG has experience it obtained
through other tests to offer an opinion.

MR. WEEKS: Right. But it wasn't an
activity of the test to do that. What | am saying,
if you want to ask ne that question on a w tness
stand in a hearing, | would be happy to answer that
questi on.

But in terms of a report of fact, it
doesn't really belong, because it would be just a
pr of essi onal opinion, not a finding, not an
observation or Exception or anything el se.

MS. ANDERSON: This is Denise Anderson

Wuld it be appropriate to have a
foll owup question that was nore along the |ines that
you could research an answer later that would say in
other testing jurisdictions what were the sinmlar
time frames to this?

MR. VEEKS: We could do that. You could
do that as well. These fol ks do business all across

the United States. | am sure they have ready access
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to that information the same way we do.

MS. ANDERSON: Good point. Yes.

MR. DELLA TORRE: Question 9: "ls this
docunent an internal Qwmest docunment or is it
avail able to the CLECs?"

The answer is it is another interna
docunent .

Fol | ow-on question: "If it is an internal
Qnest docunent, please identify how Quest
communi cates its 30-day resolution to CLECs."

The answer is, it is a witten
acknow edgment .

10: This was actually, we believe this
was a mistake. We have corrected the web site
reference. This is in the revised April 9 version of
this report.

Question 11: "Please identify and
descri be the performance objectives that Qmest uses
for resol ving custonmer disputes and answering of
cust oner questions."

And the dispute, objective that we just
di scussed was the 30 days, and we are not aware of a
performance objective for answering customer
guesti ons.

Ot her questions on AT&T's section?
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Moving to Worl dCom

Question 1: "Please verify, KPMG nakes no
determination of the adequacy of the responses
provi ded by Qwest."

That is a correct statenent.

Question nunmber 2: "ls there a
di stinction between the two call centers that is
rel evant to CLECs?"

The answer is no.

Question 3: "Are the billing SDCs the
same resources used to work pre-order and order
inquiries for CLECs?"

The answer is also no.

Question 4. "What are the docunented
procedures Qmest enploys to handl e the different
contact met hods descri bed above?", which are
toll-free nunber, e-mail, U S Ml and fax.

There is really distinction to be nade
here. W are not aware of any MWPs for the actua
retrieval process of going and getting the fax or
opening the e-mail or answering the phone.

However, if the question was intended to
mean the actual handling of the disputes, then they
do not in fact differ, based on the submi ssion

manner.
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Question 5: "Did KPMG conduct on-site
i nspections at both Billing Support Center

| ocati ons?"

The answer is yes.

6: "Did KPMG consult, conduct interviews
with Quest POCs in both Billing Support Center
| ocati ons?"

Answer is yes.

7: "Did KPMG witness" --

MS. OLIVER: Excuse ne. Becky diver,
Wor | dCom

Fol |l ow-up question. | guess it applies to
both questions 5 and 6.

Di d KPMG observe any differences between
the Billing Support Center |ocations?

MR. DELLA TORRE: No, we did not.

MS. OLIVER:  Thank you.

MR. DELLA TORRE: Question 7: "Did KPMG
wi t ness adherence to scope of responsibilities?"

We did witness adherence to the credits
and adjustnments responsibilities, the escal ation
procedures, billing dispute managenent
responsi bilities and general inquiries
responsi bilities.

Additionally, resends of past period bills
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requested from Qvest via the 1SC were received in the
course of Test 20.

So | guess another way to put that in
summary is that we did exam ne artifacts of these
processes havi ng been adhered to.

Question 8: The 10-day reference,

"cal endar or business days?"

And the answer is those are business days.
And | believe 10 days is the maximum and it's
actually a wi ndow of anywhere fromthree to ten days.

Question 9: Context, "A dispute
mai nt enance conversation (DI SM database, used to
track disputes. The question is, "Please clarify if
"di sputes' is the sane as CLEC clains."”

And the answer is yes.

Question 10: "Qwest processes exist for
resolving inquiries and clainms in a tinely manner
VWhat evidence did KPMG utilize to make such a
concl usi on statenent?"

The process was exam ned usi ng docunent
di sput e and whol esal e procedures docunentation
avail able to the SDCs.

The processes for resolving custoner
inquiries are included as part of the billing SDC s

training materials detailing customer contact
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gui del ines and various tools available to billing
SDCs to investigate inquiries.

KPMG al so reviewed artifacts of these
rat her supporting docunmentation for IFs and
historical clainms, that is reviewed with Billing
Support Center personnel

Finally, KPMG Consulting placed a limted
nunber of inquiries to the Collection Center and,

Bill and Collection Center and the responses to these
inquiries were both tinely and accurate.

Question 11: Also a cal endar or business
days on the 30-day claimresolution. And we believe
that these are cal endar days, but we would ask if
Qvest is able to provide confirmation of if, in fact,
they are cal endar or business days.

MS. LUBAMERSKY: We will do that. Nancy
Lubamer sky from Quest.

MR, DELLA TORRE: 12: "Wen is the CLEC
notified that a claimcannot be resolved within 30
days, and when is a new conmitnent date for its
di sposition is provided?"

For IF disputes, if a dispute requires
nore than 39 business days to investigate the CLEC
will be notified, but no fixed date is given for when

a new or no fixed date, rather, is given for when a
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new comm tment date will be provided to a CLEC

CRI' S di sputes, dispute whol esal e
procedures indicate the CLEC is notified prior to the
initial 30-day investigation if more than 30 days is
required. Again, no fixed date is given.

MS. OLIVER: Becky diver, WorldCom

| didn't follow the second half of the
response. You said for CRIS disputes the CLEC is
notified in advance of the investigation, that it's
getting under way if it's going to take |onger than
30 days~?

MR. DELLA TORRE: The CLEC will be
notified if nmore than 30 days is required.

MS. OLIVER: This is getting to the
i nvestigation is under way and at sone point in that
process Quwest realizes this is going to take |onger
than we originally thought.

MR. DELLA TORRE: W are not aware of a
specific date within the 30-day period the CLEC is
gi ven notification.

M5. OLIVER Did | understand that the
process also doesn't allow for when a delay is
identified, that a new target resolution date is
provi ded but doesn't happen?

MR. DELLA TORRE: That's correct.
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M5. OLIVER: Was there a reason for that ?

MS. LUBAMERSKY: M understanding is that
the nmethods do not require a new conm tnent be given
because in npst cases when it goes beyond 30 days
it's treated on an | CD basis.

If it is a point of delay, it is known how
much longer it will take, that commtnment is given
and regul ar followup occurs fromthat SDC back to
the CLEC until resolution.

MR, DELLA TORRE: O her foll ow up, Becky?

MS. OLIVER: No, thank you.

MR, DELLA TORRE: 13: "Who is responsible
for nmonitoring accuracy of pending clains in the
Whol esal e Di vision Status Report?

The answer is team | eaders and Coaches.

Question 14: "Upon closure, reviews of
each case are obtained by a Coach, Team Leader or the
Director. Did KPMG Consulting witness any such
revi ews?"

The answer is no.

15: "Did KPMG Consulting make any
assessnment as to the tinmeliness of sending resolution
letters to CLECs?"

The answer is no.

16: "The inquiring customer is called or
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E-mailed to ensure that he or she is aware of the
claims final resolution. Please verify, KPMG
confirmed adherence to this procedure."

We did examine e-mails. W did not
observe calls being made.

17: "Did KPMG conduct on site visits at
both Billing Support Center |ocations?"

The answer is yes.

18: We reference historical data and the
guestion is, "How were the referenced historica
clains selected to be revi ewed?"

KPMG Consul ting subnitted a data request
speci fying the historical claiminformation to review
with Qunest personnel as per the established data
request process in the ROC TAG at the begi nning of
t he task.

M5. OLIVER: Becky Qiver, WrldCom

Was there any process for randomy
sel ecting these historical records or clains, or was
that up to Quwest to choose which ones based on the
data requests they received?

MR. DELLA TORRE: CQur data request was
made for a period of time, | believe.

(Pause.)

MR, DELLA TORRE: W specified the type of
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claim-- sorry. Historical clains. W specified the
type we were | ooking for, but we did not actually
oversee the selection of those tinmes by Qwest.

Question 19: "Please clarify, no clains
can be initiated by calling the toll-free nunber
shown on its bill?"

That is correct.

20: "Does Qwest enploy nethods to sync up
i nformati on being tracked via the 'notes' section of
the CRIS or the | ABS user interface with that of the
claimtracki ng spreadsheet ?"

We are not aware of any explicit nethods.
These are both done by the SDCs.

Question 21: "What is/are the source(s)
utilized by Quest to capture information in the above
two reports? Specifically, the Product-specific
Carrier Billing and Col l ection Report and the
Vol esal e Service Delivery Results - Trending
Report ?"

These reports are collected by the Coaches
and Team Leaders from SDC cl ai ns and di sputes
processing i nformation.

Question 22: "What are the performance
obj ectives?"

| believe we answered this in AT&T



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

195
qguestion nunber 11, that it's 30 days for resolution
and no specific performance objective in answering
the customer question.

Question 23: "Wat nethods are in place
to ensure that when deficiencies in performnce are
identified, they are al so addressed?"

And our criteria for this particular area,
performance nmeasures are defined, neasured and
reviewed. We did observe all of those happening.

But | amnot sure if we went to the |eve
that you seemto be asking in this question. Could
you clarify your question?

MS. OLIVER: Becky Oiver, WorldCom

This question is just getting to an MW
that may be in place by Qunest to follow up and
actual ly inplenent inprovenents --

MR, WEEKS: Let nme ask the question

differently.

Are you asking us do the MWs contain
steps to sort of make sure that once a problem or
i ssue has been identified that there is sonething
downstreamin the process, sonme checklist or
check-of f or something that says this particular
i ssue has been addressed from a process perspective?

That none of the problenms have been raised
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and then let fall on the floor? |Is that --

MS. OLIVER: Essentially.

MR, WEEKS: -- essentially right?

MR. DELLA TORRE: We did observe the
behavi or that you are discussing. But we are not
aware of the specific citation in an MW

MS. OLIVER:  Ckay.

MR, DELLA TORRE: Question, 24: "Wat
source information is used by Qnmest's Learning
Council to identify and prioritize the devel opnent of
trai ni ng needs and rel evant courses?"

First just as a point of fact, the Quest
Learni ng Council has been supplanted by the Whol esal e
Mar ket Trai ni ng Goup, which has assuned
responsi bility for devel oping training plans.

And the identification you have training
needs and rel evant courses are determ ned using input
fromthe Coaches within the 1SC Billing and
Col I ection Center.

The Coaches apprai se the perfornmance of
SDCs and provide input on the training needs of the
SDCs that they manage within their teamto the
whol esal e market training group

And question number 25: "Wat events

woul d require that Qmest initiate these process
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actions?"

The process being referred to i s KPMG
Consulting was able to verify the existence of
Qnest's process.

However, since this process is perforned
only when events require such actions to be taken,
and KPMG Consul ting observed none of those such
events, KPMG Consulting was unable to observe and
determ ne whet her or not Qwest adheres to these
processes.

This is one of the conditions where we
have published "unable to determine," and refer to
these essentially as event driven activities where
that particular event did not occur for one reason or
another. In this specific case the events that would
be required are the training classes or neetings of
the training staff to discuss the training
devel opnent issues.

And one of those | believe occurred after
the concl usion of our testing activities in this test
secti on.

(Pause.)

MR, DELLA TORRE: So that this group we
referred to earlier, Wolesale Market Training G oup,

met at the end of January. W had al ready concl uded
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our work at that point.

MS. OLIVER: All right.

MR, DELLA TORRE: O her questions on Test
24.107

MR, SPINKS: Tom Spi nks, Washington. |Is
there a dispute escal ation process?

MR, DELLA TORRE: A dispute escal ation
process.

MR. SPINKS: In other words --

MR, WEEKS: We understand the question.

(Pause.)

MR, DELLA TORRE: Apparently, individua
i nt erconnecti on agreenents can have the dispute
escal ation built into it.

Ot her questions?

MR, FINNEGAN: Followup to that |ast
Wor |1 dCom questi on. Test has been going on for quite
sone time.

Was that answer limted to training
subsequent to the Qwmest Whol esal e Market Training
G oup?

MR. WEEKS: Are you aski ng whet her our
results predate the warping of one organi zation to
the other?

MR. FI NNEGAN: The question was generally
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a question of training of representatives.

MR, WEEKS: Maybe we nisunderstood the
question. W were focused not on the training of
people. W were focused on the process of, | think
the process being described there isn't the actua
day-in, day-out training, it's sonmething to do with
the training design or devel opnment process.

MS. ANDERSON: Characteristic |unp
devel opnent.

MR, WEEKS: Characteristic lunp
devel opnent and so on. \Wich doesn't happen
frequently.

In fact, we found out about this neeting
where they had a characteristic lunmp or planning
nmeeting that occurred after, this was anecdota
informati on that didn't have any bearing on the
results of the report.

MR. DELLA TORRE: O her questions? Thank
you.

MR, WEEKS: Are we going to try to --

MS. ANDERSON: Yes. One of ny concerns is
that we currently have transcription. If we go to a
conference call we will have to do recordings, all of
that. | would like to take whatever advantage of

this that we can.
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If we can have a list of the questions for
foll ow-up, then soneone can read that or give a copy,
both, if we could give one to Craig, that would be
great.

(Pause.)

MS. ANDERSON: Ckay, then just read them
What we will do is Joe will read the foll ow up
question from BTC nunber 1. And then give the
answer .

MR, DELLA TORRE: This may be a bit
di sj oi nted, because it's going to be very out of
context. Let's see if we can nake it through this.

These are foll ow up questions fromthe
first Vendor Technical Conference and the first test
we will talk about is Test 12.7. The question, "Do

retail reps have access to the raw | oop data tool ?"

Answer is no.

12.7-1 details the detail |oop raw process
whi ch shows FNS. However, Figure 12.7-2 shows FNS
and | SA and FNS EA. Describe the differences, if
any, that exist between the two process descriptions.

| believe we did go into this detail at
the VIC, so we can strike that from here.

Test 14.7 is our next reference. The

guestion was, "Wat are the conditions for no
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facilities? What are renmedial options? 1Is there a
di fference between retail and whol esale as to how a
no facilities order is processed?
The answer is through a docunentation

request, supplied information which describes the

condition under which request will reject the CLEC s
order or Qwaest order due to lack of facilities.

KPMG | earned there were no differences
bet ween the processing of retail and whol esal e
non-facilities orders.

And then the other question --

MR. FI NNEGAN:  Fol l ow-up. This concern we
got around to, CLEC orders would be canceled if it
turned out there were no facilities avail able.

Does that nmean Qwest will cancel retai
orders if they determne no facilities avail abl e?
That you exani ned process docunentation that showed
cancel lation of retail orders where there were no
facilities avail abl e?

MR. DELLA TORRE: We will have to follow
up on that. W don't have the personnel to assist us
in answering that.

MR, VEEKS: Unless Qwest wants to take a
stab at it.

A VOCE | amsorry.



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

202

MS. LUBAMERSKY: | don't know.

MR. VEEKS: We will have to find out. W
don't know.

MR. DELLA TORRE: And the |ast question in
test 14.7, "What is the prioritization nmechanismfor
K2?2"

Answer is the prioritization nmechani sns
for K2 are reflected in business rules enbedded in
the system These are contained in the K2 program
docunent .

MR. VWEEKS: So the answer is we don't

know.

MR. DELLA TORRE: W are aware they are,
we know what the rules are.

MS. ANDERSON: So you will be follow ng
up?

MR, VEEKS: Yes.

MR, DELLA TORRE: For test 14.8. "Did
KPMG val i date the trigger where LNP cuts had been
set ?"

The answer is no.

"Has KPMG checked to ensure the hard cut
was a good cut, the validating trigger was set?"

The answer is no.

Question. "What evidence did KPMG see to
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concl ude orders or work according to RAD date from
earliest to latest without regard to retail or
whol esal e initiation?

We observed representatives actually work
orders according to RAD date fromearliest to | atest
without regard to retail or wholesale initiation, so
observation of field personnel

MR. FINNEGAN: Could | go back to the
previous question. This was on the HOT-TOT (phon.)
and PID defines a conpleted order as one in which
associ ated porting activity has been conpl et ed?

MR, WEEKS: Right. The reason we didn't
observe it, because it's done in the RCMAC, not the
field tech in the field. 1It's not in the MWs we
were eval uating adherence to. A technical answer to
why we didn't do it.

MR. FINNEGAN: So it's done but it's not
sonmet hi ng observed or referenced in a Qwaest docunent?
MR, DELLA TORRE: RCMAC MWPs.

MR, WEEKS: We were eval uating adherence
to a set of MWs used by the tech field personnel
There is a set of RCMAC MWs | woul d suggest, the
guys aren't here so | can't confirmthis, RCMAC MVWPs
that describe how that is supposed to happen and so

on wasn't part of the evaluation we were doing for
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| forget the task number,

MR, FI NNEGAN:

processes generically?

MR, VEEKS:

Wasn'

t that task nunber

dealt with coordi nated

This is

| ook at what the definition of

The question is did

answer i s no.

questi on.

observe it.

exi sts,

have access to the docunentation.

it's sonething you could review since you

Shoul d we have done

MR, FI NNEGAN:

It's

204

14. 8. I woul d have to

14.8 is.

we observe it. The

it is a second

not when did you

If there is Qwest docunmentation that

At this point

may be too late to observe themin practice. At

| east from a docunentation perspective,

this coordi nated process MWSs in place --

MR. DELLA TORRE:

MR. WEEKS:

Yes.

The answer to that is yes.

Qur folks are referring to specific RCMAC MWPs.

MR, FI NNEGAN:

MR. VEEKS:

triggers and so on.

been set

MR, FI NNEGAN:

So there are MWPs t hat

Vel

ensure the trigger

t

was there in

Descri be how to do the set of

has
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MR, WEEKS: As part of one of the steps.

MR. FINNEGAN: You just didn't observe the

practice.
MR. WEEKS: We just didn't observe it.
MR. FI NNEGAN:  Ckay.
MR, DELLA TORRE: The question again in
test 14.8 references Page 8. "What audits and

controls are in place to ensure CLECs are notified of
del ayed orders within four hours?”

And the audit and controls that are in the
TURK systemtine stanp notes are nade in the GC note
screen by GC personnel and DR we received for the
process flow explains that the DOTGw |l pull this
fromRTT the first thing each norning and at | east
every four hours throughout the day to find new
orders and within four hours of the RTT ticket
i ssuance will call the SRN, all market units except
whol esal e, informthe SRN of the del ayed order so
contact can be nade to the custonmer and document this

contact with a GC note.

The whol esal e nonitoring group does not
require a call when the R2 ticket is issued, however
GC note nust still be updated.

So those are sone of the audit and contro

measures around CLEC notification in the TURK system
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That is the conpletion of the foll ow up
gquestions with two that still need to be foll owed up
a second tine.

M5. ANDERSON: Great. Thanks for doing
t hat .

Any ot her questions or issues before we
break?

| would like to, at this time, thank the
vendors, KPMG s team and all their support folks for
the preparation, as well as HP's team and their
support folks. W appreciate all the tinme and effort
that goes into having answers wel | -prepared and being
able to deliver them and take the followups. So
t hanks everybody for attendance.

The next and final VTIC will be VTC nunber
3, scheduled for May 14 to 16, and we will be putting
out a schedule for question submittal probably
tomorrow. We just want to get past the project
managers neeting and take sure where we are at on
everything, then we will get the schedul e out.

| do have one announcement | think. 1Is it
firmthat Test 16 will not be a discrete and will be
in the final report or are we still expecting-

MR. DELLA TORRE: Should have the final on

Fri day.
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MS. ANDERSON: Ckay. So those of you

waiting with extreme bated breath f

or Test 16, it

will be arriving with the draft final report on

Fri day.

Any ot her questions or comrents?

Thank you, Marie, for a
arrangenents. | think this was our
far.

(Appl ause.)

| of the

best acoustics so

MS. ANDERSON: And thanks to the bridge.

We are going to hang up now.

( PROCEEDI NGS CONCLUDED - -

2:30 P.M)



