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|. IDENTIFICATION OF WITNESS

PLEASE STATE YOUR NAME, BUSINESS ADDRESS, AND CURRENT
POSITION.

My nameisKaren L. Taylor. My officeislocated a 1314 Douglas on the Mdll,
16™ Floor, Omaha, Nebraska. | am aManager of IT Systems for Qwest

Information Technologes.

PLEASE DESCRIBE YOUR EDUCATION, WORK EXPERIENCE AND
PRESENT RESPONSIBILITIES.

| have a high school diplomaaswdll as over 2 years of college coursework in
Specid Education and Business. | have been employed by Qwest and its
predecessor, U SWEST, for gpproximately 20 years. Prior to divestiturein 1984, |
worked for Northwestern Bell. | have held avariety of positions during my tenure
including order typist, order writer, order typist supervisor, manager working on
SONAR system implementation and administration team, team lead for SONAR
team, and project manager of SONAR system administration. | currently act asa
gaff anayst on the SONAR Application for SONAR SYAD (System

Adminigtration) and SONAR Devel opment teams.

HAVE YOU PREVIOUSLY TESTIFIED BEFORE THE WASHINGTON
UTILITIESAND TRANSPORTATION COMMISSION?

No.
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. PURPOSE

WHAT ISTHE PURPOSE OF YOUR TESTIMONY?

The purpose of my testimony is to respond to the various dlegations made by Mr.
Jeff Swickard and Ms. Sheryl Hild in their testimonies dated April 15, 2002 in this
docket. Specificdly, | will address the issues raised by Mr. Swickard and Ms. Hild

regarding Qwest’s SONAR system agpplications, functionality and capabilities.

1. SONAR FUNCTIONALITY

INHISTESTIMONY (PAGE 4,LINES20TO 24), MR. SWICKARD
INDICATESTHAT SONAR ISSELF-NAVIGATIONAL. ISTHISTRUE?

It's hard to say what “sef navigationa” means. Assuming that “ sdf-navigationd”
means that SONAR will guide the user, Mr. Swickard is partialy correct in that
SONAR does have predetermined screen flows depending upon the type of order or
action selected by the user (the retail customer service representative or “retail CR”)
from the initia negotiation menu. However, those screen flows are not dl-indusive
and retail CRs often have to navigate to other systems or other screens within
SONAR depending on the needs and circumstances of the order. Also, itis
important to understand that the preset screen flows were configured based on the
norm at the time they were designed. What Mr. Swickard does not describe is that
our business changes so rapidly that these Stuationd flows have not necessarily

been kept up to date or remain user friendly. What was once the norm may no

longer be, which causes the retail CR to have to keep track of numerous exceptions
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as he or she navigates through the flow. Two such exceptions are the Entity Billing
(SEBO1) and the FID Entry (SFEQL) screens. Both are considered dumping spots
for Field Identifiers (“FIDS’)* for which SONAR has not been asked to provide a
“sdf-navigationd” entry location. Both screens have multiple pages for entry.
Based on the need of the order, theretaill CR isresponsible for properly navigating
to and through these screens vs. SONAR doing the navigating and forcing or

generating the data necessary.

INMR. SWICKARD'STESTIMONY AND MS. HILD'STESTIMONY,
THEY ALLEGE THAT RETAIL CRsGET A CONFIRMED ORDER
IMMEDIATELY UPON ENTERING SONAR. ISTHISTRUE?

No, itisnot. First of al, it should be understood that the Firm Order Confirmation
(“FOC”) does not exist on the retail Ssde. What Mr. Swickard and Ms. Hild seem to
believeisthat aretail CR can provide the retail customer a guaranteed telephone
number and ingalation date immediately after entering the order in SONAR. That
isnot correct. Qwest does not commit to a specific due date until the SONAR-
issued order is accepted into the service order processor (“ SOP”) without a due date
exception error. When the customer is on the telephone, the retail CR informsthe
customer of the expected due date. However, that due date will change under

certain circumstances, and if 0, Qwest contacts the customer to advise him or her

of the new due date. Also, the telephone number (“TN”) is not guaranteed until the

FID - Field Identifier Code. An abbreviation or label used to describe the data necessary for

provisioning and billing. FIDs serve as |abels for information on customer service orders.
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order has been completed. Nor isit true that SONAR or RSOLAR (the SOP for
Qwes’ swestern region) notifiesthe retail CR in red time if the order was
successfully entered into RSOLAR. The SOP or SONAR’ s Exception Queues must

be accessed manually to determine whether the order was successful.

It isdso untrue that al errors are caught by SONAR prior to submission of the
order and that there are never subsequent errors prior to or at the time the order is
received by the SOP. There are many reasons why SONAR might not catch a
Stuation that leads to an error while the retail CR is till in the order entry process.
SONAR's editing functiondity is not dl inclusve of dl potentid edits for purposes
of issuing aservice order. Different types of orders error in different locations and
different stages of the ordering or provisoning process. Some errors may actualy
lead to atota rejection and deletion of the SONAR order, which may requireaCR
to re-enter the order in SONAR or through ROMS. ROMS is amore manual
process whereby aretail CR types arequest that is transmitted to a order typist who
enters the order directly into the SOP. Depending on the complexity of the error
and the availability of resources, it could take anywhere from 5 minutes to days for
the Regiona Support Center to resolve an error in a particular SONAR order.
Despite what Ms. Hild says (at page 12, lines 17-18), it is not true that, in al cases,
a“CR can a least be sure that what they put into SONAR goesinto RSOLAR
properly or promptly.” Likedl stuationsinvolving acomplex set of systems, there

are many, many variables and circumstances that can lead to different levels of flow
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through or success. It isdifficult to boil them down into smple black-and-white

satements that apply equaly in dl cases.

INHISTESTIMONY (PAGE 8, LINES4-10), MR. SWICKARD STATES
THAT SONAR ISWRITTEN IN PLAIN ENGLISH. CAN YOU ADDRESS
THISSTATEMENT?

Yes, | can. Theexample he givesistheligt of Order Situations from which the CR
selects the order type desired. Those Order Situations and some of SONAR's
screen fidlds are formatted in the form of “plain English” questions. | think

however that the implication that Mr. Swickard gives that SONAR is asmple
sysgemto useisincorrect. And, it isjust one of many sysemsaretail CR must
access. Retall CRs must have agreet ded of background knowledge and training in
order to effectively use SONAR. They need to know Screen names and mnemonics
(five character code representing the screen used as a command), Commands such
as \del and \cancel, USOCs or their very abbreviated description, the FIDs required
for the order, the use of function keys? the location of where data needs to be
input, etc. Incorrect order entry leads to errors that delay the processing and
completion of that order. Qwest retail experiences thousands of errors each month
with retail orders. SONAR is not as smple and user-friendly as Tl West portrays.

Also, SONAR isfrequently modified, with new releases being issued saverd times

2

Unlike IMA GUI, SONAR isnot apoint and click application. Itisamuch older keyboard entry

and datafield technology that does not offer drop down menus.
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ayear. Since 1997, there have been 38 SONAR releases incorporating
approximately 310 changesto SONAR. Many releases required additiond training,
ether in the form of face-to-face training or in the form of MCCs (Multi Channdl
Communicator) disiributed to the usersfor sdlf-training.  In addition, the SONAR
Tables® are updated once aweek and, before 1998, were updated twice weekly.
Each such change dters in some way the manner in which SONAR functions and

how theretail CR interacts with it.

Q. INHISTESTIMONY (PAGE 9, LINES8-14), MR. SWICKARD DISCUSSES
THE NUMBER OF STEPSNECESSARY TO COMPLETE AN ORDER IN
SONAR. ARE HISNUMBERS CORRECT?

A. Notinmy opinion. It depends on the definitions of “steps.” | reviewed two
documents in this regard — Qwest’ s response to data request Tel West 03-040
(attached as Exhibit JS-3 to Mr. Swickard' s testimony) and Tel West' s response to
data request Qwest-088, a copy of which | have attached as Confidentid Exhibit
KLT-C2. Based on my review of these documents, the “17-35 steps’ referred to in
Mr. Swickard' s testimony seem to use different definitions for the SONAR “steps”
and neither definition isat the leve Td West used to define the IMA GUI “ steps”
in Confidentid Exhibit KLT-C2. Asprevioudy stated, SONAR isnot a GUI.

There are no point and click or pull down list capabilities. If thereisto be parity

between the “ steps’ defined for IMA GUI and SONAR there would need to be

3 A “table” isacollection of datain which each item is arranged in relation to the other items. Itis

adatabase.
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many more “steps’ defined for the SONAR flowsin both documents. The IMA
GUI “gteps’ are detailed to the point of each field filled, each “click on” and
“sdlection”, etc. The SONAR “seps’ are a ahigh level such as* Select desired
products’ and “Enter the Customer’s choice of InterLATA long distance carrier.”
“Sdecting” the desired products includes multiple “ steps’ that include navigating to
each of those products by paging, moving the cursor to each item, entering the
quantity for each product desired, and entering the screen. That has to happen on
multiple pages of multiple product screens. “Entering” the choice of InterLATA
carrier includes paging through multiple pages of the Carrier ligt to determineif the
Carrier dedred is available, what the CIC (Carrier Identifier Code) isfor the order,
and entering that code in the CARRIER: fidd. In dl Stuations, each screen visited
has to be “entered” or “paged” to flow to the next screen or page of the screen.
Some required screens were omitted by Tel West in the new connect example set
out in Confidentiad Exhibit KLT-C2. Each SONAR screen visited typicaly has
multiple fields that need data entered, changed, removed or verified but the “ step”
generically referred to “ Enter Customer’s Address’ or “Enter Customer Name and
Address” SONAR interfaces with PREMIS vs. Facility Check leaving the Facility

Check system access and field input as more “steps.”

Page 7

IN MR. SWICKARD'STESTIMONY (PAGE 5, LINES 3-5 AND PAGE 10,
LINES7-20) AND MS. HILD'STESTIMONY (PAGE 4, LINES5-6), THEY
ALLEGE THAT RETAIL ORDERSFLOW THROUGH AT 7.8 TIMESTHE

RATE ASIMA GUI ORDERS. ISTHISACCURATE?

| do not believe SONAR orders and IMA GUI LSRs can be meaningfully compared



Docket No. UT-013097, Part B

Response Testimony of Karen L. Taylor
Exhibit KLT-T1

June 11, 2002

Page 8

10
11
12
13
14
15
16
17
18
19

20
21

22

23

24

in the way that Mr. Swickard and Ms. Hild attempt to do. From reviewing the
figuresthey rely upon, it appears that the retail data they are relying upon does not
include ordersthat are “non-SONARable,” i.e., those orders that SONAR cannot
handle a al. Two examples of that might be if aUSOC or FID is not recognized or
the customer record is labeled a complex account. In the event an order is norn+
SONARablg, it is manudly input viaROMS. To my knowledge, no “flow through”
data exigs that includes these manudly input orders. By definition, they do not
“flow through” since they are manualy entered directly into the SOP. Thus, the
actud retall flow through rate is not as high as Mr. Swickard and Ms. Hild clam.
The examples used from Qwest documentation are only the portion of flow through
that Qwest can track. In addition, please remember that SONAR is only oneretall
order entry system and is used for the less complex (POTS — Plain Old Telephone
Sarvice) types of orders. Thus, you would expect the flow through of those orders
to be somewhat higher than complex orders. More complex orders are manually
entered into the SOPs, via other retall systems including Consulting Plus, or those

used by other market units.

INHISTESTIMONY (PAGE 10, LINE 23 - PAGE 11, LINE 2), MR.
SWICKARD NOTESTHAT RETAIL CRSRECEIVE REAL TIME
REJECTIONSIN SONAR WHEN THERE ISAN ERROR. PLEASE
DISCUSSTHIS.

His statement is partidly correct. SONAR does have edits that take place at the
time a screen is entered (screen field and cross screen fidd edits). These edits could

be defined asreceived in “red time.” The balance of SONAR's edits take place at
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the end of a SONAR screen flow, just prior to the appearance of the summary
screen. The summary screen is used by the CR to recap the changes just made and
IS the screen from which the order must beissued. If the retaill CR has made a
Cross-screen, server or compdtibility error of the type for which SONAR has an

edit, the summary screen will not immediately appear. Instead, an error screen will
appear ingructing the retall CR to fix aparticular entry. The summary screen will
then appear once the retail CR has fixed each of the errors identified by SONAR.
Whether thisis“red time’ is unclear Snce the errors are not identified until the

retail CR has reached the end of the order taking process instead of immediately
upon being entered. Also, it isvery important to note that not dl errors will be
caught before the order is submitted from SONAR. As discussed above, errors can
occur in the SOP or in SONAR itsdlf after the order is*issued.” These include SOP
1 errors (which are orders totally rejected by the SOP forcing re-entry), SOP 2
errors (which the SOP accepts with errors, but kicks out for Back Office personnel
to correct), and TRANGEN errors (internal SONAR regects which do not get caught
by SONAR prior to submission of the order). A common example of a SOP 1 error
isaduplicate order number error. A common example of a SOP 2 error is that
billing address 1 ismissing, but billing address 2 is completed. A common example

of aTRANGEN error isthat the class of serviceis missng.

INHISTESTIMONY (PAGE 12, LINES 7-20), MR. SWICKARD STATES
THAT UP-FRONT EDITSARE NOT REQUIRED FOR SONAR BUT ARE
REQUIRED FOR IMA GUI. COULD YOU PLEASE ADDRESSTHIS

| SSUE?
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| can addressit from the SONAR perspective. Mr. Swickard isincorrect. There are
many, many edits utilized in SONAR. An edit may refer to a particular format or
pattern required for an order entry. By way of example, an edit in asocid security
number field may require that the number be entered NNN NN NNNN and may
force the user to fix the entry if he or she entersit in any other format, for instance
NAN NN NNNN or NNN NN NNN_. SONAR utilizes many types of edits,
including screen fidd data entry edits, cross-fidd edits (involves editing linked

fields on the same screen), cross-screen edits (involves editing linked fieds on
different screens or internal to SONAR), product compatibility edits and hard coded
edits. (Seethe discussion in the previous question about where these edits take
place) The SSN edit above is an example of a Screen Field data entry edit. A
typica cross-fidd edit is the requirement that a bill mailing address line 2 requires a
bill mailing addressline 1. The requirement for CBE* (which can be found at page
7 of Exhibit JS-1) isahard coded edit. In addition, RSOLAR (the SOP for the
Western region) utilizes many edits via RSOE (Regiond Service Order Editor) to
check any issued order. Edits are designed to minimize the number of externd
errors. In my opinion, both on the wholesale and retail Sde, they are very

beneficid and improve flow through rates.

INHISTESTIMONY (PAGE 12, LINE 23 AND PAGE 13, LINE 3), MR.
SWICKARD STATESTHAT VIRTUALLY ALL SCREENSIN SONAR
AUTO-POPULATE. ISTHISTRUE?

4

CBE refers to the Can Be Reached E-mail field.
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No. Whileit istrue that SONAR auto populates some data, it is not true that it does
S0 in every possible location within SONAR. In fact, there is no cross-system auto
population when the other system does not have a direct interface to SONAR. Only
five of the gpproximately 18 retail service order systemsthat aretail CR may

typicaly access for anew connect order directly interface with SONAR.

Not dl information from the customer’s customer service record (“CSR”) will auto
populate in each possible location in SONAR. SONAR's population functiondity
istable-driven. The decison to auto- populate a particular field or not is directed by
SONAR' s process and quality andysts and might be made for anumber of reasons,
for example the data may not be necessary in the separate field or the data

requirements may be too variable,

Also, if aretaill CR hasto launch a separate retail system (other than SONAR) to
retrieve information, nothing aready typed in SONAR will be auto- populated into
that other system and nothing retrieved from that other system will be auto-
populated back into SONAR. For example, it is not uncommon for aretail CR
(even on asmple order) to have to open up BOSS/CARS (which houses aretall
customer’s CSR, account history and hill) or Fecility Check (to determineif a
technician vist isneeded). The Calling Party, TN, user initids and office code are
needed by BOSS/CARS and the addressis needed by Facility Check. All that

information has been keyed into SONAR but cannot be cross populated when the
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system used has no direct interface with SONAR, or when a system that has a direct

interface has been accessed manualy outside of the SONAR negotiation.

INHISTESTIMONY (PAGE 13, LINE 23 - PAGE 14, LINE 7), MR.
SWICKARD STATESTHAT SONAR DOESNOT FORCE THECR TO

VALIDATE THE ADDRESS BEFORE PERFORMING A CHANGE ORDER

AND THE ADDRESSVALIDATION ISONLY REQUIRED FOR NEW
CONNECTIONS. COULD YOU DISCUSSTHISISSUE?

Yes, | can. Mr. Swickard isincorrect. Addressvaidation isactualy required by
SONAR for dl ordersin which anew telephone number is needed. That includes
many change (C) orders. The requirement for address vaidation include ordersto
add an additiond line, to change the tel ephone number, address correction, for new
connects, and for transfer from/to (Transfer Service) orders. For change order
Stuations, the customer’ s account address as shown on his or her recordsis used to
vaidate the address. If the dataisincorrect, address vaidation will fall causng the
order to take longer to complete on the telephone with the customer. Data may be
incorrect for many reasons. One example isthat the Address database, PREMIS,
was changed but the CSR was not. Another example isthat a previous order for the

same customer posted incorrectly.

Going back to the previous question, SONAR also has edits that force the user to
accept the street address, city, state and ZIP asit exists in PREMIS. If the address
given by the cusomer is different than the address on which a*“hit” is received, the

retall CR must verify with the cusomer and possibly the PREMIS Maintenance
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Center before the order can beissued. This adds time to the ordering process as

wadl.

Also, SONAR has a process that forces the retail CR to go through extra steps when
entering alocation (e.g., an gpartment, suite, building) that is not currently loaded in
PREMIS. If the location requested is not available, the CR mugt vaidate the

location in the same manner as he or she would vaidate the street address by

getting a“hit” on avdid location at that address. The differenceisthat the CR may
override the PREMIS “hit” and enter alocation that is not available. The location

will be loaded into PREMIS &fter the new order has been processed.

INHISTESTIMONY (PAGE 14, LINE 26 - PAGE 15, LINE 14), MR.
SWICKARD STATESTHAT QWEST PROCESSING TIMES ARE QUICK
(NEW CONNECTIONS 12.6 MINUTES, CHANGE ORDERS 7 MINUTES,
DISCONNECTIONS 4.3 MINUTES, AND TRANSFERS85MINUTES). IS
THISTRUE?

It sdifficult for meto say. | would note that every order is different and the length

of time will vary depending on the complexity and the unique circumstances. |

agree that the kill of the CR will dso impact the length of the negotiation, but that
isonly onefactor. Asto the data Mr. Swickard relies upon, | would note that (as
Qwest explained at the time it provided the data to Tel West) the average times

were derived from afarly smal set of orders.

INHER TESTIMONY (PAGE 5, LINES 20-21), MS. HILD STATESTHAT A
DISCONNECTION ORDER TAKES 15 SECONDS ON SONAR AND THAT
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| have no idea how long it takes Tel West to enter an average disconnect order,
athough again it's my opinion that every order is different due to the unique
circumstances of each customer interaction. |If two to four minutes is accurate for
Td Wed, | would note thet it is the same or better than the time Mr. Swickard relies
upon in histestimony (see page 15, line 5) for the average time it takes Qwest retall

to process such an order (4.3 minutes).

Asto Ms. Hild's statement that it does or should take 15 seconds to process a
disconnect (“D”) order, that isvery unredigtic. Again, as| keep saying, thetime
will vary with each D order, like al other orders. But 15 secondsis far too short.
For aD order, the retall CR must pull up the cussomer’s CSR. The CSR isretrieved
from CARS. The interface (to CARS) response time can be anywhere from three
seconds to aminute, or can time out altogether when there are system problems.
The balance of the time necessary to enter a D order depends on user knowledge
and the complexity of the order entries necessary. For example, the fina bill may
be different from the current billing address, or the customer may need a specid
transfer of cdls. If the customer requests atrandfer of cdls, theretail CR must go
to another screen to enter additiond data. Thisis merdly asummary of some of the
steps necessary. A more complete and detailed list of the steps necessary to enter

and process a D order was appended to Mr. Swickard’ s testimony as exhibit JS-3,

beginning at page 14.



Docket No. UT-013097, Part B

Response Testimony of Karen L. Taylor
Exhibit KLT-T1

June 11, 2002

Page 15

o

a1 A OWN

10
11
12
13
14
15

16
17

18

19

20

21

22

23

INHISTESTIMONY (PAGE 16, LINES6-13), MR. SWICKARD STATES
THAT SONAR SHOWSTHE STATUSOF SERVICE AFTER ADDRESS
VALIDATION. PLEASE DISCUSSTHISISSUE.

That would be trueif heisreferring to the STAT (Status) display in the PREMIS
response. The PREMIS “hit” hasa STAT field where the status of the current
sarvice for the addressis displayed. SONAR displays this data on the bottom of the
second of two address vadidation screens. The status of serviceistypicaly

displayed under one of the following categories: Non-Work; Pend-Out;®> Suspend;
or Working. Thisisnot “red time’ dataand thus may be incorrect when new
sarvice for the addressis provided by the customer. Datain that field is not updated
in PREMIS during aworking day, but & night during a baich file run from the

SOPs.

INHISTESTIMONY (PAGE 16, LINES 15-20), MR. SWICKARD STATES
THAT SONAR PERMITSA CR TO REQUEST AN EASY NUMBER. IS
THISTRUE?

No. SONAR does not have Easy Number functiondity as defined for CNUM, the
telephone number data base. An Easy Number is one that meets a defined set of
customer requirements for which the customer iswilling to pay. Exampleswould

be aline number that equals 1234 (366-1234), or a TN that spdlls part of aname. If
the retail CR needs an Easy Number, he or she must access TAG, whichisa

different user GUI (graphica user interface) for telephone number assgnment. The

A Pend-Out status means that there is a disconnect order pending that has not been completed.
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user must then return to SONAR to overtype any telephone number previoudy

assigned to SONAR by CNUM with the Easy Number.

If the customer wants to select a number “easier” to remember than the one returned
to SONAR is perceived to be (but not defined as an Easy Number), the CR must
use TAGtoinitiatea TN request. For asingleline account TN request, TAG will

return three TNs from which the customer and CR may sdlect.

INHISTESTIMONY (PAGE 16, LINE 22 - PAGE 17, LINE 6), MR.
SWICKARD STATESTHAT SONAR HAS A SOFT DIAL TONE OPTION.
ISTHISTRUE?

No. Asof September 2001, soft dia tone was deleted in al Sates. At page 6, line

17, Ms. Hild even notes that soft did tone may not be an option.

INHISTESTIMONY (PAGE 17, LINES 9-16), MR. SWICKARD STATES
THAT SONAR SHOWSAIR QUARTER MILES. ISTHISTRUE?

No. Mr. Swickard is again apparently forgetting that there are many retail systems
to aid with manud entry or issue ordersinto the SOP. SONAR isone of severd
systems that issue the order directly to the SOP and it does not handle every
product. It ismy understanding that air quarter miles are used for products (such as
Centrex) SONAR does not handle. Centrex orders areissued with the aid of a

Separate system cdled Centrex Assig.
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IN MR. SWICKARD'STESTIMONY (PAGE 17, LINES 17-26) AND MS.
HILD'STESTIMONY (PAGE 3, LINES 12-14 AND PAGE 5, LINES 3-4),
THEY ALLEGE THAT SONAR ALLOWS CRsTO CHANGE CUSTOMER
ACCOUNT INFORMATION BY CHECKING BOXES. ISTHISTRUE?

No. While SONAR does dlow retaill CRsto “check” or “X” boxesto bring up
particular screens, checks or Xs are not used to salect particular festures. Insteed,
the CR must enter adesired quantity next to the appropriate Universal Service
Order Code (“USOC”). Whileit isthe case that many USOCs are provided on the
screen, the CR needs to recognize the USOCs, which appear in code form (eg., the
product CustomNet gppears only as SEA, its associated USOC). There are many
USOCsand only abrief (17 character) description is provided. Given the number
of USOCs shown, significant knowledge and recognition is needed. Many USOCs
aso require gppropriate FIDs to be manualy entered in conjunction with the
selection of the USOC. The FIDs are not pre-populated and the retaill CR must

know and enter the FID independently on a separate FID screen.

INHISTESTIMONY (PAGE 18, LINES 3-6), MR. SWICKARD STATES
THAT SONAR DOESNOT REQUIRE RETAIL CRsTOCYCLE
THROUGH MANY DIFFERENT FIELDSOR FORMSTO COMPLETE
ORDERS. DO YOU AGREE WITH HISCHARACTERIZATION?

Not at al. SONAR hasat least 80 service order processing screens and many fields
on each screen. And remember that it isnot at al uncommon for aretail CR to

need to employ additiona systemsin addition to SONAR to process asingle retall

order. The precise number of screens and fields needed to process aretail order

will vary with the type of order (e.g., C, N, T, D) and, within each type, the
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complexity and unique circumstances of the order itsdlf. | would note that the
screen prints for the change order appended to Mr. Swickard' s testimony at Exhibit
JS-1 represent avery Smple change order. There are many common circumstances
which could complicate the change order and require entry on additiona screens.
Examples would include FID changes needed on the FID Entry (SFEO1) screen,
changes needed on multiple lines of an account would require the screens for al the
lines being changed, and customer aso wants to change the bill mailing and / or
listed name (SBMO1 & SPLO1). Other types of orderswill invariably require more
screens. For example, asimple new connect order will involve at least 20 screens.
The flow is defined as containing up to 45 screens with more possible when dl
defined screens are needed for the order and the order has more than one line so
more than one set of Service Offering (product selection) screens are needed. |
have attached as Confidentid Exhibit KLT-C3 acopy of Qwest’ sfifth
supplemental response to data request Tel West 01-006, which includes screen
prints for smple N (new connect), D (disconnect) and T (transfer of service) orders

in SONAR.

INHISTESTIMONY (PAGE 18, LINES 14-15), MR. SWICKARD STATES
THAT SONAR PERMITSQWEST TO DISCONNECT AN EXISTING,
WORKING LINE AND TO INITIATE NEW SERVICE. ISTHIS
ACCURATE?

Retail CRs are not supposed to issue a new connect or transfer service order for an
address that has working service. Such orders, if entered, should result in an error

from a downstream system. The center handling those errors will then attempt to
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clear the error by contacting the customer(s) and issuing arevised or new order.

INHISTESTIMONY (PAGE 19, LINES 1-6), MR. SWICKARD STATES

THAT SONAR PERMITSSPLIT NUMBER REFERRALS. ISTHISTRUE?

Heis correct that split number referrals are permitted, but | am unsure if heis
properly defining what a split number referrd is. The Qwest materids he

references (Exhibit JS-3 at page 19) do not define a split number referrd as
“dlowing a customer to direct incoming calls to different numbers throughout the
month according to a predetermined schedule” That is Mr. Swickard' s definition
(at page 19, lines 2-3 of histestimony). Qwest defines a split number referra as
“the ahility to alow the callsfor a disconnected or changed TN to be referred to
different customers and numbers for the time period specified. Thetime period
specified must be the same for both customers and may not exceed three months for

Consumer and 12 months for NBA [National Business Accounts].”

INHISTESTIMONY (PAGE 20, LINES9-12), MR. SWICKARD STATES
THAT SONAR PROVIDESCRSESSENTIALLY EVERYTHING IN REAL
TIME. ISTHISTRUE?

What Mr. Swickard means by “red time’ isunclear tomeand so |l can't say itisa
true stlatement. If he were to provide amore precise definition and specific
examples of what he believes SONAR providesin red time, | could better respond.
His focus seems to be that SONAR provides due date and TN confirmation
immediately upon submitting the SONAR order. As| discussed earlier, thet is not

true.
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INHISTESTIMONY (PAGE 21, LINES 11-14), MR. SWICKARD STATES
THAT SONAR PROVIDESREAL TIME CONFIRMATION THAT
FACILITIESEXIST AT AN ADDRESSENTERED WHICH INDICATESIF
AN ORDER CAN BE COMPLETED IN THE STANDARD INTERVAL. IS
THISTRUE?

No, SONAR does not have this functiondity. A retail CR hasto go to another
system, Facility Check, to determineif facilities exist a the specified addressed. As

| discussed above, neither SONAR nor Facility Check can guarantee that an order

will be completed in the standard interva.

IN MR. SWICKARD’'STESTIMONY (PAGE 23, LINES 10-20) AND MS.
HILD'STESTIMONY (PAGE 6, LINES3-10 AND LINES 14-21), THEY
ALLEGE THAT QWEST'SCRsDON'T FOLLOW THE POLICY OF
ADHERING TO THE STANDARD INTERVALSAND THAT QWEST CRs
CAN EASILY OBTAIN NONSTANDARD INTERVALSFOR DISPATCHED
AND NON-DISPATCHED ORDERSWHILE THE CUSTOMER IS
ORDERING SERVICE. ISTHISTRUE?

No, it isnot true. Asdescribed in Qwest’s data request response to Tel West which
was attached asto Mr. Swickard' s testimony as Exhibit JS-15, SONAR has recently
been modified to increase safeguards againg aretall CR providing a nonstandard
interva except in appropriate circumstances. That edit went into effect in mid-

April 2002 and has aready decreased the number of nonstandard intervals provided
to retall customers. All Due Date Expedites are to be released only by a Coach

after the CR has explained the reason for the expedite and the Coach approves. As
an additiona safeguard, each gpproving Coach will receive areport of the orders

with exceptions with higher initids. That data should be reviewed to ensure he or
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she authorized each exception. Any order on the list that was not legitimately
authorized will be reviewed with the responsible CR and the instance used as a

coaching toal.

INHISTESTIMONY (PAGE 24, LINES4-5) MR. SWICKARD INDICATES
THAT QWEST DOESNOT REQUIRE DOCUMENTATION FROM A
RETAIL CUSTOMER TO SUPPORT A REQUEST FOR A
NONSTANDARD INTERVAL. ISTHISTRUE?

No, itisnot. Documentation isrequired for medicad emergencies. Mr. Swickard's
exhibit JS-13 (at page 2) indicates that “[i]n order for the customer to obtain a
medica emergency expedite they have to have supporting documentation. The
documentation hasto be on legd |etterhead and signed be [sic] apracticing
physician. The documentation has to be faxed or mailed to the Sales Consultant for
verification prior to the release of the order. The documentation should be filed

according to the loca office procedure.”

INHER TESTIMONY (PAGE 2, LINES 21-26), MS. HILD STATESTHAT A
RETAIL CR CAN ACCESSA CSR IN SONAR BY SIMPLY INPUTING
THE CUSTOMER’STELEPHONE NUMBER. ISTHISTRUE?

Not quite. Theretall CR isrequired to enter the TN, a cdling party name, and order
Stuation number in order to accessthe CSR in SONAR. If the account isa DUPL
within CARS (more than one account for the TN), they will also need to know the
name on the account or CUS (three digit customer) code. These are needed to

determine which of the accounts for the TN is the correct account.
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INHISTESTIMONY (PAGE 30, LINES 3-26), MR. SWICKARD STATES
THAT QWEST CRsARE BETTER COMPENSATED, BETTER TRAINED
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AND MORE EXPERIENCED THAN AEGISCRs. ISTHISTRUE?

No. Intermsof compensation, the average sdaries on the wholesdle and retail sSde
arefarly comparable. Attached as Highly Confidential Exhibit KLT-HCA4 is

Qwedt’ sfourth supplementa response to data request number Tel West 01-010.

In terms of experience and training, as discussed in the testimony of Terry
Simmons, the wholesale and retail “experience” datarelied upon by Mr. Swickard
does not provide a meaningful comparison Since it is comparing the average tenure
of dl retail Sdesand Care employees (at dl levels of responghbility) on the retail
sde with the average tenure of just the Aegis SDCs on the wholesdle sde. Ms.
Smmons' tesimony indicates that Aegis SDCs are amilar in function to the retall
cdl center employees. In addition, the Commission should understand thet the
retail customer service organization faces incredible levels of turnover, especidly in
the ranks of retail CRs. | have attached as Confidentid Exhibit KLT-C5 Qwest’s
fifth supplemental response to data request Td West 01-010. That exhibit includes
a gpreadsheet showing the tenure of Qwest salesretall call center employees as of
the end of January 2002. That document shows that over 66% of Qwest’ sretail
CRs have lessthan or equd to 2 yearsin their current jobs and nearly 50% have 1

year or less.

INHISTESTIMONY (PAGE 30, LINES 3-26), MR. SWICKARD STATES
THAT QWEST CRsPROCESS MORE ORDERSTHAN AEGISCRs. IS



10

11

12
13

Docket No. UT-013097, Part B

Response Testimony of Karen L. Taylor
Exhibit KLT-T1

June 11, 2002

Page 23

THISTRUE?

| do not believe s0, athough again Mr. Swickard is comparing apples and oranges.
My understanding of what Aegis does on the wholesde sde — and this
understanding is merely from reading the testimony of Qwest witness Terry
Smmons— isthat Aegisis not interfacing with the end user and generdly deds
with orders that have dropped out of flow through because of some problem with
the order. Given that retall CRs generdly perform smpler order entry and Aegis
CRs have to troubleshoot the problem orders they receive and do order entry, the

comparison Mr. Swickard is trying to make seems strained.

V. CONCLUSION

DOESTHISCONCLUDE YOUR TESTIMONY?

Yesit does.



