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BELLSOUTH TELECOMMUNICATIONS, INC.
DIRECT TESTIMONY OF KEN L. AINSWORTH
BEFORE THE TENNESSEE REGULATORY AUTHORITY
DOCKET NO. 01-00362
JUNE 21, 2001

STATE YOUR NAME, YOUR BUSINESS ADDRESS, AND YOUR POSITION WITH

BELLSOUTH TELECOMMUNICATIONS, INC. (“BELLSOUTH”").

My nameisKen L. Ainsworth. My business addressis 675 West Peachtree Street,
Atlanta, Georgia 30375. My title is Director — Interconnection Operations for BellSouth.

| have served in my present position sSince December 1997.

PLEASE SUMMARIZE YOUR BACKGROUND AND EXPERIENCE.

| have over thirty-five years experience in the tdecommunications industry. My
experience covers awide range of network centers as well as outside plant construction.
Specificdly, | have managed and/or supported the following network centers: Switching
Control Center, Speciad Service Center, central office operations, Access Control
Advocate Center, Facility Management Administrative Center, Circuit Order Control
Center, Network Operations Center, Major Account Center, 911 Center, and the
Customer Wholesale Interconnection Network Service Center (CWINS). Additiondly, |

deployed the Work Force Administration system, which is used by these centers to status
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and track specid servicework. | am currently a staff Director for Interconnection

Services supporting maintenance and provisoning for the wholesale market.

HAVE YOU TESTIFIED PREVIOUSLY BEFORE ANY STATE PUBLIC SERVICE
COMMISSION?

No. However, | have participated in and provided technical assistance to numerous
Competitive Loca Exchange Carrier (CLEC) workshopsin Louisianaand Georgiaon
issues dedling with pre-ordering, ordering and provisioning of resold services and

network dements.

HOW ISYOUR TESTIMONY ARRANGED?

My testimony is divided into the following sections:

Part A: Executive Summary: Pages4to 19

The Executive Summary contains an overview of the various BdllSouth Centers that
support CLEC pre-ordering, ordering, provisioning and maintenance requirements.
Additiondly, 1 will discuss the specific functions of each center, the training provided for
center personnd, the forecasting tools utilized to anticipate CLEC demand, the regiond
processes used to provide CLEC support, training and assistance provided to CLECs
supporting entry into the local market and the internal Bell South groups that support each

of the centers.
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Part B: Comprehensive Discussion of the Processes Utilized in Providing Servicesto

CLECs Pagel19-75

Directly following the Executive Summary, my testimony has been organized into the

following categories.

Description of BellSouth Processes for the Pre-Ordering, Ordering, Provisioning,

and Maintenance of Basic Resale Services, pages 20 — 33

. Description of BellSouth Processes for the Pre-Ordering, Ordering, Provisoning,
and Maintenance of Complex Resae Services (Designed), pages 33 — 41

. Description of BellSouth Processes for the Pre-Ordering, Ordering, Provisioning,

and Maintenance of Complex Resale Services (NonDesigned), pages 41 — 44

V. Description of BellSouth Processes for the Pre-Ordering, Ordering, Provisioning,

and Maintenance of Unbundled Network Elements (Designed), pages 44 — 56

V. Description of BellSouth Processes for the Pre-Ordering, Ordering, Provisioning,
and Maintenance of Unbundled Network Elements (Non-designed), pages 56 — 63

VI.  Destription of BellSouth Processes for the Provisoning of Interim Local Number

Portability (INP) and Loca Number Portability (LNP), pages 63 — 66
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VII.  Description of BellSouth Processes for the Pre-Ordering, Ordering, Provisoning,

and Maintenance of Interconnection Trunks, pages 66 — 69

VIII. Notifications To Former Local Service Provider (LSP), pages 70— 72

IX. Description of Bell South Processes for CLEC Account Establishment and Billing

Disputes, pages 72— 75

PART A: EXECUTIVE SUMMARY

Q. WHAT ISTHE PURPOSE OF YOUR TESTIMONY TODAY ?

A. The purpose of my testimony is to describe the various Bell South centers that support

CLEC pre-ordering, ordering, provisoning and maintenance activity. In my testimony |
will demonstrate that our centers, the databases they access and the processes used to
support CLECs areregiond. Additiondly, | will discuss the specific functions of each
center; the training provided for center personnel, the forecasting tools utilized to
anticipate CLEC demand and the regional processes used to provide CLEC support and

the interna BellSouth groups that support each of the centers.

Q. WOULD YOU PLEASE PROVIDE A GENERAL DESCRIPTION OF THE CENTERS

YOU WILL DISCUSSIN YOUR TESTIMONY ?
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Yes. BdlSouth has sx main CLEC Centers, each of which has adidtinct reationship

with the others. The CLEC support centers are globally referred to as Network & Carrier
Services— Customer Services. The Loca Carrier Service Centers (LCSCs) handle the
pre-ordering and ordering portion of aloca service request which was submitted

manualy or via mechanized fdlout, and pass thisinformation dong to ether the

BdlSouth Customer Wholesale Interconnection Network Service Center (CWINS) or the
Data Customer Support Center (DCSC). The CWINS or DCSC handles the provisioning
or maintenance portion of aloca service request. Some centers, such as the Complex
Resde Support Group (CRSG), the Intdligent Network Services Service Center
(INSSC), the Loca Interconnection Service Center (LISC) and the DCSC, interface with
avaiety of centersto provide aparticular type of service. Each of these centers utilizes
the same methods and procedures, access the same databases and receive the same

training in support of CLECs across dl nine states.

PLEASE DISCUSS THE METHOD BELLSOUTH UTILIZES TO ENSURE THE
CENTERS PREVIOUSLY DESCRIBED ARE ADEQUATELY STAFFED TO MEET

CURRENT AND FUTURE CLEC VOLUME.

In order to ensure adequate staffing of the Centers supporting CLECs, BellSouth utilizes
aforce model to anticipate saffing needs based on higtorical trends, time and motion
dudies, internd forecasts and targeted benchmarks. The modd s utilize aforward-
looking view of activity by product type that alows for sufficient timeto hireand train
personnd in anticipation of any increase in activity. Centers which handle like activity,

i.e., the LCSC for processing CLEC local service requests, are able to handle spikesin
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the load by shifting work between centers or utilizing overtime. BdlSouth is able to shift
work among like centers to handle spikesin the load because these centers receive the
same training, utilize the same processes and procedures, and access the same databases

to support CLECs across dl nine states.

PLEASE DESCRIBE IN DETAIL EACH CLEC SUPPORT CENTER.

Certainly, I'll start by describing the LCSC. BelSouth’s LCSC is housed in three
facilities located in Atlanta, Georgia, Birmingham, Alabama, and Jacksonville, Florida.
The LCSC is responsible for the pre-ordering and ordering of basic CLEC resde services
and unbundled network eements (UNES). The Atlanta and Birmingham Centers are
assigned to handle the pre-ordering and ordering functions for CLECs across dl nine
states. CLECs are assgned to ether the Atlanta or Birmingham LCSC in order to evenly
distribute the total CLEC workload between these two centers.  In other words,

Tennessee CLECs are assigned to both the Atlanta and Birmingham LCSC.

The Jacksonville Center was added in the first quarter of 2001 in order to more efficiently
meet CLEC order volume. The new Jacksonville Center will operate asacal center
supporting al CLECs across nine states for cals dealing with pre-ordering and ordering
issues. Working gtrictly asacdl center will alow the Jacksonville LCSC to handle cdls
quicker and more effectively. Thiswill enable the Atlanta and Birmingham centersto
concentrate solely on processing orders thereby reducing order-processing time and
improving accurecy. Moreover, the Jacksonville Center will also operate as an overflow
center handling spikesin the load for pre-ordering and ordering functions which may

occur in the other two LCSCs.
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For pre-ordering and ordering of complex resde services and UNES, the LCSCs are
avalableto CLECs from 8 am. to 6 p.m. (local time of the center), Monday through
Friday. For dl other services, the Atlanta and Birmingham LCSCs are available to CLEC
customersfrom 7 am. to 7 p.m. and Jacksonvilleis available 7 am. to 8 p.m. (locd time
of the center), Monday through Saturday. The hours of operation for the LCSCs are the
same or longer than the hours of operation of the various BellSouth Retail Centers which

rve its cusomers.

Today, the LCSC has 1,033 employees. For the year 2000, the LCSC processed an
average of 99,122 manua and dectronic (falout) Loca Service Requests (LSRS) per
month. The LCSCs work force and productivity are continuoudy increasing to meet the
increasing complexity of the orders handled and the evolving tighter performance
gtandards, aswdl as handling forecasted demand. As CLECs move from ordering resde
products to ordering UNE products and Local Number Portability (LNP), the complexity
of the orders handled by the LCSC hasincreased significantly. Asan example, the
volume of LSRs that required LCSC handling (manudly submitted and el ectronic falout)
has remained relatively flat year-over-year: 1,200,000 for 1998, 1,514,321 for 1999, and
1,189,464 for the year 2000. At the same time the LCSC operationa reports show that
from December 1998 through February 2001, the LCSC increased its trained service
representative headcount by 130%. These head count increases, including overtime
factors, alowed the LCSCsto process the more complex Loca Service Requestswhich
cannot be submitted for eectronic flow through. Once LSR volume begins to gpproach
the LCSCs' capacity, BdllSouth is prepared to meet that demand by extending service

representative hours and/or utilizing other work groups pre-trained in processing LSRs.



10

1

13

14

15

16

17

18

19

21

24

25

Additionaly, BdllSouth has the ability to move the workload between the three LCSCs as

an immediate response to high volumes.

All three locations of BellSouth’s LCSC operate on anine-state basis. Moreover, dl
three LCSCs utilize the same methods and procedures for conducting CLEC pre-ordering
and ordering functions. The term “same”’ means the same physicd facilities and the same
personnd following the same procedures. The LCSC that provides manual processing

for a CLEC seeking to provide service to customersin Tennessee isthe very same LCSC
that provides manua processing for a CLEC seeking to provide service to customersin
any of the nine sates within the BellSouth region. Manua processing of CLEC ordersis
divided between the Atlanta and Birmingham Centers by CLEC, and both centers process
ordersfor al nine states. Oncein the LCSC, L SRs are handled according to product
type, but are not divided according to state. Both mechanized falout and manualy

submitted L SRs are handled on afirg-inffirg-out non-discriminatory basis.

Mechanized L SRs that require manud handling are received by the LCSC viathe sngle
Loca Exchange Ordering (LEO) system regardless whether the CLEC' s service
representative isin Tennessee or any of the nine states within the BellSouth region.

These orders are prioritized on afirg-inffirgd-out basis. Once processed by LEO, the

L SRs are then distributed to service representatives at the location assigned to that
particular CLEC and, specificaly to the work group for that CLEC that handles LSRs for
aparticular product type. Manud LSRs are received by the LCSC assigned to handle the
particular CLEC. Manud LSRs are logged and assigned to representatives by product
types. A load manager by product type then monitors LSR activity viaload reportsto

ensure L SRs are processed on the firgt-inffirg-out basis and in accordance with evolving
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performance standards. The service representative would then enter the request into
BdlSouh’'s legacy (embedded) systems. | will discussin detail the various processes

used by product type, later in my testimony. The“sameness’ of the LCSC'sregiond
operations ensures that CLECs providing loca exchange service in Tennessee will

receive the same nondiscriminatory access to Operation Support Systems (OSS) provided
by the LCSC to CLECs operating in any of the states within the nine- state Bell South
region. Pleaserefer to Exhibit LCSC-28, for an LCSC Organization Chart depicting the

“sameness’ of the organizationd dructure.

PLEASE DESCRIBE THE CWINS CENTER.

BdlSouth’'s CWINS Center is housed in three facilities located in Atlanta, Georgia;
Jacksonville, Horida; and Birmingham, Alabama. The CWINS Center is responsible for
the provisoning and maintenance of UNEs and dl resale designed and non-designed
sarvices. The Jacksonville Center was added in the first quarter of 2001 in order to more
efficiently meet CLEC order volumes. These three centers are assigned to handle the
provisoning and maintenance functions for CLECs across dl nine states. CLECsare
assigned to each CWINS Center in order to evenly distribute the total CLEC workload
between the three centers. CLEC orders are divided between the centers by CLEC
account, not by state. These centers al utilize the same methods and procedures for
processing CLEC provisioning and maintenance functions and thus the functions are
performed the same across BdlSouth’ s nine-ate region. Thus, if a CLEC submitting
LSRsfor the provison of UNEs to end users located in Tennessee dso submits LSRs for

end userslocated in dl of the nine states within the BellSouth region, the same Bl South
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personnel, at the same center location, would provide the provisioning assistance needed

for those orders.

The CWIN Centers norma hours of operation for provisioning of physica wirework is
Monday — Friday 8:00 am.- 5 p.m. (location time for where the work is being performed)
for dl coordinated services and Monday — Saturday 8:00 am. — 5:00 p.m. for non-
coordinated services. Maintenance coverage for both designed and non-designed
sarvices is twenty-four hours per day, seven days per week. These hours areidentical to
the hours for BellSouth retail products. These centers are staffed with 1,003 employees,
including ectronic technicians (ETs), which are some of the highest-rated technica norn-
management postionsin BellSouth. Aswith the LCSC, BdlSouth utilizes aforce modd
to anticipate staffing needs based on higtorical trends, time and motion sudies, interna
forecasts and targeted benchmarks. The CWINS Center handles spikes in the workload
by utilizing overtime and/or shifting work between the three centers. Please refer to
Exhibit LCSC-29 for a CWINS Organization Chart depicting the “sameness’ of the

organizationa sructure.

PLEASE DESCRIBE THE DCSC.

The DCSC provides CLECs with an ordering, tracking, provisioning and maintenance
contact for broadband servicesthat include: NMLI (Native Mode LAN Interconnection),
FDDI (Fiber Digtributed Data Interface), and Video. One DCSC provides pre-ordering,
ordering, provisoning, and maintenance support. This center serves CLECsin dl nine

dates, utilizing the same methods, procedures, and process and thus a CLEC submitting
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inquiries for an end user in Tennessee will receive identical services for an inquiry

submitted for an end user in dl of the nine sates within the Bell South region.

PLEASE DESCRIBE THE LISC.

The LISC isthe pre-ordering, ordering, provisoning and maintenance contact for local
interconnection trunking. The L1SC processes trunking and facility requests, aswell as
cdl trangport and termination services for facility-based providers across dl nine States.
The LISC is gaffed with 113 employees. The LISC provides pre-ordering, ordering,
provisoning and maintenance support to al CLECs across the nine-state region utilizing
the same processes and proceduresto serve dl CLECs. This center islocated in
Birmingham, Alabama and operates Monday through Friday from 8:00 am. —4:30 p.m.
(central time). One center serves CLECs in dl nine states, and thus CLECs submitting
inquiries for an end user in Tennessee will receive identica services for an inquiry

submitted for an end user in dl of the nine sates within the BellSouth region.

PLEASE DESCRIBE THE INSSC.

The INSSC serves both resdle and facility-based CLECs and is responsible for issuing
service orders for Advanced Intelligent Network (AIN) services. Examples of avallable
AIN sarvices are CNAM (Caler-1D), and GETS (Government Emergency
Telecommunications Service). The INSSC ded s directly with the Account Teamsand is
dtaffed with four service representatives and a Supervisor. The Center, dso located in

Birmingham, Alabama, operates Monday through Friday from 8:00 am. — 4:30 p.m.



10

1

13

14

15

16

17

18

19

21

24

25

(centrd time). Thissingle center serves dl CLECs across the nine-dtate area and utilizes

the same methods, procedures and processes in providing this support.

PLEASE DESCRIBE THE CRSG.

The CRSG is respongble for processng manud service order inquiries for Complex
Resde and Complex UNEs, including ADSL (Asymmetrical Digital Subscriber Line)

and HDSL (High Bit Rate Digital Subscriber Line) and unbundled loops. The CRSGis
gaffed with 49 employees. This single center serves dl CLECs across the nine-state area

utilizing the same methods, procedures and processes in providing this support.

PLEASE DESCRIBE THE BILLING AND COLLECTIONS GROUP

The Billing and Collections group in Interconnection Customer Services establishes
CLEC magter billing accounts and provides asingle point of contact for CLECson
billing and collections issues and dispute resolution. This single group is Saffed with

117 employees supporting CLECs in dl nine states. The Billing and Collections group
utilizes data from the same forecasting modd used to project LSR activity to base future
gaffing requirements. This single group utilizes the same methods, procedures, and
processes, accesses the same databases and receives the same training to support al

CLECs across the nine state area.

ARE THERE GROUPS WITHIN THE LCSC WHO COORDINATE LARGE AND/OR

COMPLEX SERVICE REQUESTS FOR CLECs?
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Yes. The LCSC Project Management organization coordinates large and/or complex
provisioning and project implementation for CLECs to include UNESs and complex
sarvices. Project managers are located in Atlanta and Birmingham and are aligned to
sarve the same CLECs that are assigned to the Atlanta and Birmingham LCSC,
respectively. Consequently, like the LCSC as awhole, Project Managers serve dll
assigned CLECsin the entire nine-state area and use the same processes and methods and
procedures to support CLEC project management requirements. In other words, the same
Project Manager will handle a CLEC’ s LSR for an end user in Tennessee and the same
CLEC' sLSR for an end user in dl of the nine sates within the Bell South region.  Project
Management may occur with basic resde services and loca number portability,

depending on the quantity ordered or through specid negotiation. The Project Manager
(PM) works with CLECs, Account Teams, and other BellSouth departments/centers to
ensure successful overall project implementation. The Project Manager has overdl
responsbility for al project implementations that meet project management criteria.

There are currently 17 Project Managers that support CLEC customers.

ARE THEIR GROUPSWITHIN BELLSOUTH THAT ASSIST CLECsIN

RESOLVING PROBLEMS WHICH MIGHT CROSS CENTER RESPONSIBILITIES?

Yes. Each CLEC isassigned an Interconnection Services Account Team, which actsasa
single point of contact for al of that CLEC's marketing activitiesin dl nine dates. The
Account Team provides day-to-day CLEC support and serves as the interface for the pre-
ordering and ordering activities associated with complex services, asrequired. The
Account Teams also assst CLECs with their interaction with the service centers

mentioned earlier. The Account Teams are assigned by CLEC and not by state; thus one
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account team will handle inquiries regarding end users for aparticular CLEC indl nine

states.

WHAT DOESBELLSOUTH DO TO ASSIST CLECsWITH IMPROVING FLOW

THROUGH BY REDUCING ERRORS WHICH RESULT IN PROCESSING DELAY S

AND DELAYED END USER SERVICE?

The Customer Support Management organization is responsible for reducing BdllSouth's
and CLECs costs through improved CLEC service order flow-through and
mechanization. Customer Support Managers (CSM) are located in Atlantaand
Birmingham and are digned with the Atlanta and Birmingham LCSC in support of
assigned CLEC requirements. The CSMs support assigned CLECs in the entire nine-
state area and utilize the same methods and procedures and processes to provide CLECs
with the following support: perform root- cause analysis of problems to improve the
overdl LCSC sarvice order process and to resolve chronic, CLEC-specific processing
problems; proactively identify opportunities to improve CLEC service order flows and
develop plansto facilitate such improvemerts; make on-gte vidts with the Account
Teams to address CLEC- specific operationa issues; and provide assistance to resde
CLECsthat are utilizing Electronic Data Interchange (EDI), RoboTAG™ or
Teecommunications Access Gateway (TAG) to process orders from the System
Readiness Testing Phase (SRT) through successful production. CSMs are assigned on a
CLEC-specific basis, not a sate-specific bass. Thus, a CSM can provide a CLEC the
same assistance for a L SR for an end user in Tennessee as for an end user in dl of the

nine gates within the BdlSouth region Facility-based CLECs are assigned a CSM when



10

1

13

14

15

16

17

18

19

21

24

25

requested by the Account Team. There are 18 Customer Support Managersin the

Network & Carrier Services—-Customer Services organization.

PLEASE DESCRIBE THE METHODS BELLSOUTH UTILIZESTO SELECT
PERSONNEL TO STAFF THE CENTERS YOU HAVE MENTIONED TODAY.

The sdlection of personne serving CLECs in the above organizations is cons stent with
that of retall operations unitsin BdlSouth. With one exception, the Bell South Human
Resource group uses the same job selection process for service representatives, eectronic
technicians and maintenance administrators for the CLEC centers as are required to staff
the Network & Carrier Services — Customer Services loca operation centers. The
exception isthat the position of LCSC service representative requires data entry skill,
which is not a BellSouth retail unit position requirement. The personnel for the

Network & Carrier Services— Customer Services local operations centers were selected
from exigting jobholders within Bell South work forces (employees transfer from existing
positions), internd upgrade requests (existing employee bid for higher-rated position) or
externd sources. Assurance of quality personnel and skill level begins with the
BdlSouth Human Resources personne selection process, requiring internd job
gpplicants to quaify for job postionsin theloca Network & Carrier Services—
Customer Services operations groups. These qudlifications include existing job skill
requirements or the demondtration of ability to perform the position functions,

satisfactory attendance and satisfactory previous job performance. Asan example, dl
internd gpplicants for an dectronic technician (ET) position, without a present ET title,
must successfully complete five qudification modules (Generd Qudifications Leve 2,

Basic Electricity, Basic Electronics, Digita Electronics, and Computer Fundamentals) to



10

1

13

14

15

16

17

18

19

21

24

25

16

qualify for an ET pogtion. Externa applicants must successfully complete the BellSouth
interview process that evaluates problem-solving skills, decisonmaking skills, job
history and previous experience. The BellSouth sdection process is a uniformly applied
st of sandards to ensure that only the most qudified personnd are placed in Network &
Carrier Services—Customer Services job positions.

DESCRIBE THE TRAINING FOR THE PERSONNEL STAFFING THE CENTERS
YOU HAVE DISCUSSED.

The Employee Effectiveness Organization within Network & Carrier Services- Customer
Sarvicesis respongble for course development and training delivery for employees
supporting CLEC services on aregion-wide basis. This group was formed as part of
BdlSouth’ s continuing effort to improve the timeliness and effectiveness of course
development and training delivery. This group’s work has resulted in the devel opment of
modular courses that promote the flexibility needed to customize curriculum paths. The

L CSC training curriculum was derived from the exigting curriculum created for the retall
Customer Operating Units (COUSs) and, therefore, is comparable in content and approach
to theretall curriculum. The Employee Effectiveness Organization coordinates
employment of outside management consultants to assst and coach newly trained
employeesin the CLEC ordering and repair centers. See Exhibit LCSC—1 for LCSC and

CWINS Center training curriculum.

HOW DO YOU ENSURE THAT THE QUALITY OF WORK PERFORMED IN THE
CENTERS YOU HAVE DISCUSSED ISMAINTAINTED TO A HIGH STANDARD
AND IS CONSISTENT AND THE SAME FOR HANDLING ALL CLEC ACTIVITY?
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The foundation of the quality policy within the Network & Carrier Services-Customer
Services organization is certification by the International Organization for

Standardization (1ISO). 1SO isagloba federation working to define and develop industry
standards for quality. 1SO 9000 is a series of international quaity system standards and
guiddines establishing globa requirements for quality management. 1S0 9002 focuses

on quaity systemsfor production, ingtalation and servicing. 1SO focuses on processes

and systems, not products. 1SO 9002 certification was granted to the Interexchange
Carrier Service Center (ICSC), Access Customer Advocacy Center (ACAC) and Wireless
Centersin February 1996 and the Atlanta and Birmingham LCSC in June 1998. The
Atlanta and Birmingham CWINS Center received | SO 9002 certification in August 1999.

Pans are currently under way to certify the newly implemented Jacksonville CWINS and
LCSC Centersthisyear. Although the new Jacksonville Centers are not 1SO certified,
they do however utilize the 1ISO modd in providing CLEC support. 1SO 9002
certification was also granted to the INSSC and LISC in September 2000. The Billing &
Collections Group aso received | SO 9002 Certifications for particular functions a the
sametime astheir supported centers. This SO certification demonstrates compliance
with high sandards of quality recognized throughout the world. 1t requires employeesin
these Centers to meet training standards, thus quaifying them to perform functions
necessary for accurate processing of orders. Processes are monitored to ensure continued
compliance with these dandards. Monitoring includes: internd 1S0 reviews each Six
months by BellSouth quality teams, externd reviews each Sx months by certified 1SO
auditors and complete re-certification every three years to ensure the 1 SO standards for

qudity are being maintained. The 1SO 9002 Certification thus indicates the commitment
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by BellSouth Network and Carrier Services—Customer Services to provide the highest

level of serviceto CLEC customers.

Additiondly, BellSouth has internd groups dedicated to conducting qudity reviewsto
ensure processes are condstently followed in support of CLEC activity acrossdl nine
dates. These groups aso identify common human errors and develop training to correct
and/or to reduce errors so that Bell South can consistently achieve prescribed service

quality measures.

ISBELLSOUTH’S TRAINING FOR CLEC CENTERS PERSONNEL CONSISTENT
ACROSSALL NINE STATES?

Yes. All LCSC service representatives receive exactly the sameinitid training. The
service representatives are trained on a product- specific basis (i.e., resale, combinations
or UNESs), not on a state-specific bass. In addition, al LCSC service representatives are

subject to the same qudity controls and the same incentive plans for performance.

HOW DOES BELLSOUTH ASSIST CLECSIN ENTERING THE LOCAL MARKET?

BdlSouth has crested a four-phase turn-up process for providing facilities and services to
CLECs. Theturn-up process ensures that new CLECs are properly informed about
BdlSouth’'s full range of wholesde products, including the rules and interfaces for

obtaining those products. These four phases are discussed in the following testimony.
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Thefirg phaseisthe Initid Contact and Negotiations. The first step of the initid contact
is CLEC review of the BellSouth Guide, “Thinking of Becoming a CLEC? Before You
Do Anything, Read This” This phase includes interconnection contract negotiation and

gpproval.

The second phaseis Planning. This phase includes contract review, use of Account Team

Job Aid, and CLEC Activation Requirements Documen.

Thethird phaseis Technica Implementation. This phase indudes CLEC initid and
specidized training, billing and invoicing, and dectronic interface connectivity. Inthe
State of South Carolina, CLECs are digible for one free seet a year in web-based training
on Loca Exchange Navigation System (LENS) and Trouble Analysis Facilitation
Interface (TAFI). They receive one free seat per year in TAG (an indtructor lead course).
As aone-time occurrence, they receive one free seat in web-based CLEC Basic Training.

They may aso attend six workshops per year a no charge.

The fourth phase is End-to-End Tedting. This phase includes connectivity and testing

with CLECs using Electronic Data Interchange (EDI) or other eectronic OSS interfaces.

These processes are documented in detail in Exhibit LCSC-2, “BelSouth Start-Up
Guide” Thismanud includes both the Bell South processes and samples of the

documentation for information furnished to the CLEC during the process.

PART B: DISCUSSION OF THE PROCESSESUTILIZED IN PROVIDING
SERVICESTO CLECs
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DESCRIPTION OF BELLSOUTH PROCESSES FOR THE PRE-ORDERING,
ORDERING, PROVISIONING, AND MAINTENANCE OF BASIC RESALE
SERVICES

WOULD YOU PLEASE DESCRIBE THE PROCESSES BELLSOUTH UTILIZESIN

PROVIDING SERVICES TO CLECsIN TENNESSEE

Certainly, the processes BellSouth utilizes to provide servicesto Tennessee CLECs are

the same processes using the same methods and procedures used to serve CLECs across

al nine gates.

PLEASE ELABORATE ON THE SPECIFIC PROCESSES MENTIONED ABOVE.

| will begin by describing the processes for pre-ordering, ordering, provisoning and

maintenance of basic resold services.

WHAT ISBASIC RESOLD SERVICE?

Basic resde resdential and business services are those that do not require engineering

design.

PLEASE DESCRIBE THE PRE-ORDERING PROCESS FOR BASIC RESOLD
SERVICE.
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The pre-ordering activities associated with these types of sarvicesinvolve the CLEC's
request for customer information, the transmittal of end user account informetion to the
CLEC, and vaidation of data transmitted to the LCSC on the LSR. Ordering information
for resde sarvicesis contained in the BdllSouth Business Rules for Locd Ordering

(BBR) (LSOGVA/TCIF 9), the BellSouth Loca Exchange Ordering (LEO)
Implementation Guide (IG)—Volume 1 (TCIF 7), and the Bell South Pre-Ordering and
Ordering Overview Guide (LSOGVA/TCIF 9), dl of which are provided by BellSouth to
CLECs. The*“BdlSouth Busness Rulesfor Loca Ordering” is provided as Exhibit

L CSC-3, the“Locd Exchange Ordering Implementation Guide (LEO-1G)-Val. 1
(TCIF7)” is provided as Exhibit LCSC—4 and the “ BellSouth Pre-Ordering and Ordering
Overview Guide’ is provided as Exhibit LCSC-5. Volumes 1 and 4 of the LEO Guide
are available for CLECsthat have chosen not to upgrade their machine-to-machine
electronic interfacesto TCIF 9. The equivaent rulesfor TCIF 9 are contained in the
BBR, as described above, and the EDI Specifications. The above referenced guides can

be accessed on the web at: http://Mmww.interconnecti on.bd I south.com/quides/index.html.

End user account information is available to the CLEC from the Customer Service
Record (CSR). CSR information can be obtained through two methods: manually
through afaxed or mailed request or ectronicaly through the LENS or TAG interfaces.

Mailed requests are accepted, but discouraged due to additiona processing time.

BelSouth provides CSR information to the requesting CLEC if the CLEC has a blanket
Letter of Authorization (LOA) on file with BellSouth and the account belongsto the
requesting CLEC or BdlSouth. CLECs are not alowed to view or receive the CSR of an

end user subscribing to another CLEC. The LOA alows the CLEC access to the end
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user’ s account information and/or authorizes the CLEC to order services on behdf of the
end user. The LCSC will provide the following CSR information: telephone numbers (or
other means of identification); listed name and address; directory listing information;
directory delivery information; billing name and address; service address; and product
and service information. For manualy requested CSRs, the CLEC must provide the
following information to the LCSC in order to receive a CSR: the end user’ s name; main
account number; CLEC company; CLEC Representative name (initiator); CLEC fax
number; and CLEC address. The LCSC accesses the Business Office Customer Record
Inquiry System (BOCRIS) to obtain the CSR. Manualy requested CSRswill be returned
to the CLEC viafax within 8 business hoursif the CSR is 50 pages or less. If greater
than 50 pages, CSRs will be sent within 8 business hours by US mail or a the CLEC's
expense, overnight ddivery. Asl stated above, CLECs dso have the option of reviewing
their CSRs dectronicaly through LENS or TAG. The following chart lists the
information provided on a CLEC CSR.

Information on the CLEC CSR Comments
Telephone Number or other Account
Identification

Listed Name

Listed Address

Directory Liging Information
Directory Delivery Information
Billing Name

Billing Address

Service Address

Product and Service Information USOCs (Universa Service Order
Codes) and English-language

PIC
LPIC
BdlSouth’sretall rates Only for end usersin Georgiaand
Horida, by order of the Georgiaand
Florida PSCs, before the end user
has been converted to the CLEC.
After conversion, ratesfor al states
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arevidble. Retal raesaredso
availableto CLECsvia BdlSouth's
tariffs.

Credit Higtory Only for end usersin Alabamaand
Florida, by order of the Alabama
and Florida PSCs (Public Service
Commissions).

Locd Service Itemization (LS]) A summary of information found in
the CSR.

If the CLEC chooses to perform pre-ordering eectronicaly through TAG or LENS,
additiond inquiry or pre-ordering options are available. These include validating
addresses, reserving telephone numbers, viewing features and services for specific
NXXs, viewing an indalation calendar in order to estimate due date interval, and
caculating an estimated due date. For amore detailed discussion, please seethe

Tegtimony of Ronald M. Pate on OSS and dectronic interfaces.

Exhibit LCSC-6 summarizes the manud pre-ordering process for basic resde services.

PLEASE DESCRIBE THE ORDERING PROCESSES FOR BASIC RESOLD
SERVICES.

L SRs may be submitted manually to the LCSC or eectronicdly viaEDI, LENS or TAG.
The eectronic interfaces are addressed in the testimony of Ronald M. Pate, regarding

OSS; therefore, | will address only the manua process in this document.

If transmitted manudly, LSRs may be sent to the LCSC viafacamile. Imagesin the
form of faxes are transmitted by customers to one of our 800 or toll free telephone lines

into amodem attached to afax server. The fax servers handle an average of 60,000
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manua LSRs per month for CLEC activity across dl nine states. The toll free number
groups as wdl| as the fax servers are sized to handle known and forecasted CLEC manua
LSR receipt. Thefax server receivesthe fax and records some statistics about the fax
including, time of receipt, telephone number, number of pages and fax server. The fax
image and data is tranamitted to a database server where the image is stored for long-term
archiva. The database assigns a number to the fax and printsit to a dedicated print

sarver. The LCSC, upon receipt of the LSR from the print server, types pertinent
information into an application referred to as Order Tracker. Order Tracker isan
gpplication and a database that is used to keep track of basic information about, aswell as
the status of, manualy submitted LSRs in the LCSC Center.

Information input into the Order Tracker includes, but is not limited to, Purchase Order
Number (PON), Company Code (CC), date and time of L SR receipt, sales code of the
Service Representative to which the LSR is assigned and the current status of LSR (such
as claification or Firm Order Confirmation (FOC)). The system is aso used to tranamit
various notices back to the customer and to gather statistics such as volume, duration and
service representative productivity. The Order Tracker is also updated with the order

number, due date, date and time of FOC tranamittal, and any applicable remarks.

The LSR isthen given to an LCSC service representative who entersthe LSR into the
service order generation systems. Direct Order Entry (DOE) for ordersin Florida,
Georgia, North Carolina, and South Carolina; or Service Order Negotiation System
(SONGYS) for ordersin Alabama, Kentucky, Louisana, Missssppi, and Tennessee. The
SONGS application used to process CLEC orders in Tennesee is the same SONGS

gpplication used in Alabama, Kentucky, Louisiana, and Mississippi. SONGS s used to
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process 4,000 to 5,000 orders per month in Tennessee and approximately 20,000 orders

per month in these five Sates.

DOE and SONGS are input software programs that are used to provide the BellSouth
Service Order Control System (SOCS) with datain order to generate service order
requests. There are no materid differencesin functiondity between the two systems.

Both systems use similar processes for cregting a service order. Thisis because SOCS
requires the same L SR screening and validating procedure. Bell South has engaged an
independent third party, Price Waterhouse Coopers, to anayze the comparability between
the DOE and SONGS systems and devel op an appropriate testing gpproach to vaidate
BdlSouth's assartion that there is no materid difference in functiondity between DOE

and SONGS. Please refer to the affidavit of Ronad Pate filed with this docket. The
output from DOE/SONGS generates the same order in SOCS used to provide service to

CLECsacross dl nine states in the Bell South region.

The LCSC Service Representative usng DOE will request and receive due date
information directly from the SONGS gpplication. Alternatively, a service representetive
using DOE will request due date informeation from the Distributed Support Application
Program (DSAP). The DSAP contains the standard intervals and available ingalation
dates. SONGS contains a software due-date module that provides information smilar to
that of DSAP but is solely contained within the SONGS application. Therefore, unlike
DOE, which requires a query to DSAP to determine the due date, SONGS performs the
caculation within SONGS. The due date determination depends upon the standard
sarvice interva and ingdlation personne availability. For setting due dates where a

premisesvist is required, both DOE and SONGS alow the choice of an AM or PM
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gppointment. These are the same options available to BellSouth retail customers. The
Work Management Center (WMC) must gpprove any request for an earlier due date or
for atime increment other than whet is routingly provided. The WMC will honor an
earlier due date request, assuming work force availability when the request is received.
When received, “switch asis’ orders are assgned a due date by serviceintervd only, as
personnd availability isnot afactor. Thereisno difference between the intervals used

for resde and the intervas used for retail.

ARE DOE AND SONGS THE SAME SYSTEMS THAT ARE USED BY BELLSOUTH
RETAIL UNITS?

No, BdlSouth Consumer, Small Business and Large Business moved to the Regiona
Ordering System (ROS) and Regional Negotiation System (RNS) servers because the
DOE and SONGS server capacity was not sufficient to meet the requirements of their

growing business needs.

WHY HASTHE LCSC CONTINUED TO USE DOE AND SONGS?

The LCSCs have continued to use the proven DOE and SONGS systemsinstead of
switching to ROS and RNS, because the server platforms that support ROS and RNS
cannot support al of the resold products ordered through the LCSC. Since ROS and
RNS functiondity is limited, the LCSC service representative could use these sysems for
some products, yet gill be required to use DOE and SONGS for the other products that
ROS and RNS cannot support. UNE products, such as UNE Combinations and UNE

Loops are some examples of the products that are not supported by ROS and RNS. DOE
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and SONGS havelittle or no variance in the time it takes to submit orders, and dl of
these systems submit orders to Bell South’ s downstream order processing systemsin the

Same mamer.

HOW ARE DIRECTORY LISTINGS SUBMITTED FOR CLEC REQUESTS?

Directory listings for Resdle end users are handled by the LCSC using the following
methods. (1) When aresde CLEC chooses to switch the customer “asis’ that is, when
the customer switches carriers but does not change listings or features the customer’s
listing is untouched; (2) in those instances where abasic listing change is requested, the
CLEC usestwo forms: the Directory Listing (DL) and the Directory Service Caption
Reguest (DSCR) to provide the new ligting information. On these input forms, the listing
is entered, asthe customer desiresit to appear in the directory. The LCSC will usethe

ligting information provided on this form when inputting the service order.

WHAT HAPPENS IN THE PROCESS NEXT?

If the order passes all edit checks and data validation, DOE or SONGS will passthe
service order to the Service Order Communication System (SOCS). The Service

Representative ensures that the order processesto “Assign Order” (AO) Status, correcting
errors detected in the mechanized processing, if necessary. The LCSC returns a FOC to
the CLEC viafax through Order Tracker. Included in the FOC are the BellSouth service

order numbers, due dates, and other pertinent information.

HOW ARE CLEC ERRORSHANDLED BY THE LCSC?
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If the LCSC receives an L SR with erroneous or improperly formatted data, the LCSC
will return the L SR to the CLEC for clarification. Initiadly, when an error is detected, the
service representative will attempt to identify (clarify) any other errors associated with

the LSR. After this scan, the service representative will transmit the request for
clarification to the CLEC viafax through Order Tracker. Once the CLEC responds with
the corrected information on a supplementa L SR, the process for service order issuance
resumes. Multiple clarifications on the same LSR may result from errors on

supplemental LSRs submitted by the CLEC or from rejections generated by downstream
systems for errors not identifiable by the service representative. If the LSR remains
uncorrected by the CLEC for 10 business days, Order Tracker automaticaly cancelsit on
the 11" business day after sending two follow-up notices on the 5" and 10™" business day.
The error resolution processes described above are identical for ordering other services

described later in this testimony.

SINCE WE ARE DISCUSSING MANUALLY PROCESSED LSRs, PLEASE DISCUSS

HOW A CLEC ISABLE TO DETERMINE THE STATUS OF A REQUEST
SUBMITTED MANUALLY TO BELLSOUTH.

Certainly, BdlSouth utilizes a number of both on-line tools and centersto provide timely

datus information to CLECs.

PLEASE CONTINUE TO DESCRIBE THE TOOLS AND CENTERS YOU HAVE
MENTIONED.
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CLEC Service Order Tracking System (CSOTS) became availableto CLECsin
December 1999. This web-based eectronic interface alows CLECs to view the status
and SOCS image (excluding Remarks and Assignments) of their eectronicaly and
manualy submitted service ordersin SOCS. Thistracking system is designed to provide
the CLEC community with the following capabilities: viewing service orders,

determining order status, and tracking service orders.

The CLEC will be natified by the Ingtdlation and Maintenance (1& M) technician or the
WM C when amissed gppointment occurs on the due date. Missed appointments for
BdlSouth-caused reasons other than unavailable facilities are normaly rescheduled for
the next working day. Missed gppointments for CLEC or end-user reasons are identified
by the service representative through a SOCS Report and then referred to the CLEC via
fax for negotiation of anew due date. Please refer to the* CSOTS User Guide”, located
on the web at https://clecview.bellsouth.conV (attached as Exhibit LCSC-8) or the OSS

testimony of Ronad M. Pate for more information on jeopardy statuses.

CLECs dso have another source available to them to check on orders placed in PF
(Pending Facilities) Status. The PF Report is compiled daily from a SOCS database
‘sngpshot’ taken at approximately 2 am. The information listed on this report includes
the PON, Order Number, Telephone Number, Listed Name, and the type of facility
needed on the order. The report will dso provide the Estimated Service Date (ESD),
Expected Completion Date (ECD), facility and current answer when available from
engineering. See Exhibit LCSC-9 for a PF Report example. PFswill aso be discussed

in the ordering sections later in my testimony.
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The PON Status Report is updated five times a day, roughly every three hours during
business hours Monday through Saturday. This Report is provided to CLECs and

displays manudly submitted PONs. The Report provides current information such as the

date that the PON was recelved and the PON status. Clarified or rejected PONs show the

date of clarification or rgection as well as the reason. For those with a FOC datus, the
report provides the order number, telephone number and any due date information
provided to the CLEC. See Exhibit LCSC-10 for aPON Status Report example. Both
the PF Report and the PON Report can be viewed at https.//clec.belsouth.conV. Thisisa

secure Ste, and a CLEC can only view their customer’ sinformation. Passwords can be
obtained from the CLEC’s Account Team. Exhibit LCSC-11 summarizesthe basic

resale service ordering process.

PLEASE DISCUSS THE PROVISIONING PROCESSES FOR BASIC RESOLD
SERVICES.

As previoudy discussed, basic resale services do not require engineering design work for
each order. Therefore, after LCSC order issuance, provisoning is handled by the
BdllSouth Network Operations organizetion. This processisidentical to that for smilar
sarvices provisoned in the retall business units. For a complete summary of basic resold
sarvices, please refer to the * BellSouth Products and Services Interva Guide’, Exhibit

LCSC—7. Exhibit LCSC—-12 summarizes the basic resale services provisioning process.

The sarvice order issuance initiates the work activity in the Centrd Office (CO), Recent
Change Memory Adminigtration Group (RCMAG), or the 1&M group, required to

complete the service order. This activity depends on the type of order activity requested.
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The outside digpatch work group completes service order activity requiring a customer
premises or facility digpatch on the due date. The dispatched service technician provides
natification of service order completion. The BdlSouth technician will attempt to

contact the CLEC. If the CLEC camnot be reached, the technician will complete the

sarvice order and note the contact attempt in the remarks section of the service order.

If the digpatched Bell South technician cannot gain access to the customer premises, the
CLEC isadvised and aNo Access Card (RF2999) in the name of the resdller isleft a the

customer premise. The CLEC is respongible for rescheduling access for the ingalation.

A non-dispatched service order is automatically processed on the due date. The
ingalation should be completed by 5:00 p.m. on the service order due date. If the CLEC
determines that service has not been provided by 5:00 p.m., the CLEC should place acal

to the BdlSouth Resale Maintenance Center, for assstance.

DOESBELLSOUTH PROVIDE CLECsWITH THE ABILITY TO ENTER TROUBLE
REPORTS FOR BASIC RESOLD SERVICES?

Y es, the CLEC may submit trouble reports for basic resde services either eectronicaly
or manudly. The dectronic interfacesfor CLECs, Trouble Andyss Facilitation

Interface (TAFI) and the Electronic Communications Trouble Adminigtration (ECTA)
Gateway are discussed in the Operations Support Systems testimony of Ronald M. Pete.
Therefore, | will address only the manud process. Exhibit LCSC-13 summarizesthe

basic resdle services maintenance and repair flow.
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PLEASE CONTINUE DESCRIBING THE MAINTENANCE PROCESS.

To begin the manua maintenance and repair process, the CLEC refersthe end user
trouble to the CWINS Center via telephone after having completed an initid andys's of
the end-user’ s trouble to ensure that the trouble is in BellSouth facilities. The
Maintenance Administrator (MA) in the CWINS Center receives the trouble report from
the CLEC and, with the CLEC on line, enters the reported telephone number into TAF.
TAFI is the same maintenance presentation interface utilized by the BdllSouth retall

units, and the CWINS Center MA has access to al the same functiondities of TAFI as
hisor her retall counterparts. TAF tests the telephone number software or equipment
and provides a"next-step" recommendation. TAFI may indicate that: the trouble has
been repaired; a dispatch by a BellSouth repair group is required; No Trouble was Found

(NTF); or thetroubleislikdly in the Customer Premise Equipment (CPE).

If TAFI reports “No Trouble Found” or if the trouble appears to be in the CPE, the CLEC
is asked to accept the disposition, and the report is closed. Should the CLEC demand a
dispatch, the MA advises the CLEC that a charge may be incurred if the trouble is not

found in the BellSouth facility or equipment.

WHAT IF THE TROUBLE CANNOT BE CLEARED BY THE CWINS CENTER?

When the suspected trouble cannot be repaired in the CWINS Center, the MA advisesthe
CLEC of the TAFI-generated repair commitment and tranamits the report via TAH,
through Loop Maintenance Operations System (LM QOS) to the responsible Bell South

work group for dispatch. When the trouble report is dispatched to the responsible
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BdlSouth work group, the technician in the work group that ultimately resolves the
troubleis responsible for contacting the designated CLEC representative and closing the
report. Aswith trouble reports from BellSouth retail customers, the dispatched

technician makes one attempt to close the report with the CLEC. If the technician is
unable to reach the CLEC, the report is closed in LMOS, and the CLEC must contact the

CWINS Center to determine the status of the report.

YOU HAVE DESCRIBED THE PROCESSES USED FOR BASIC RESOLD
SERVICES. ARE COMPLEX DESIGNED SERVICES HANDLED DIFFERENTLY?

Yes.

DESCRIPTION OF BELLSOUTH PROCESSES FOR THE PRE-ORDERING,
ORDERING, PROVISIONING, AND MAINTENANCE OF COMPLEX RESALE
SERVICES (DESIGNED)

PLEASE DESCRIBE WHAT A COMPLEX RESOLD SERVICE IS.

Designed Complex Resale services are non-basic services which require an engineering
design to assure service parameters are met. Typical examples of designed complex
sarvices are Primary Rate ISDN, SynchroNetO service, PBX (Private Branch Exchange)
trunks, and DID (Direct Inward Did). For acomplete listing of Complex Resold
Services, please refer to the “BellSouth Products and Services Interva Guide”,

Exhibit LCSC-7.
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Non-designed Complex Resde products will be discussed later in my testimony.

CAN A CLEC OBTAIN PREORDERING INFORMATION FOR COMPLEX
DESIGNED SERVICES?

Y es, as previoudy described in connection with basic resde services, a CLEC may obtain
end-user account information by submitting an LOA to the LCSC for designed services.
When a CLEC manualy interfaces with Bell South, the Account Team performs dl pre-

ordering activities during the data vaidation step of the ordering process.

PLEASE DESCRIBE THE ORDERING PROCESS FOR COMPLEX DESIGNED

RESOLD SERVICES.

BelSouth’s complex ordering process for CLECs s the same as that for BellSouth retall
cusomers. The BelSouth Work Aid for Ordering Complex Servicesis aso a hepful
resource available to CLECs and can be found at

www..interconnection.bd | south.com/ quidesindex.ntml. This website offers order

documents and order document instructions. For additiond information about the

complex ordering process, please refer to the testimony of Ronald M. Pate on OSS.

CLECs order complex services, except those ordered as* Switch As s’ and “ Switch with
PIC (Presubscribed Interexchange Carrier) or LPIC (Local Presubscribed Interexchange
Carrier) Changes or Freezes,” through the Account Team. Complex orders for “Switch
Asls’ and “ Switch with PIC or LPIC Changes or Freezes’ are processed in the same

manner as basic resale services addressed in previous paragraphs. | will now describe the
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manual complex ordering process in which the Account Team isthe CLEC sinterface

with BellSouth.

When initid ingdlaion of acomplex serviceis desred, the CLEC submitsan LSR,
including the product- specific complex work instruction, to the Account Team. The
Account Team reviews the LSR for accuracy and completeness, validates the pre-
ordering data, completes associated documentation, and if required, routes a service

inquiry to the appropriate Bell South work group(s) for additiona information.

Complex services frequently require the processing of aservice inquiry before afirm
order confirmation is made to the CLEC. The Account Team may initiate service
inquiries at the request of the CLEC or when the CLEC submits an L SR as described
above. Serviceinquiries may be initiated for avariety of reasons, but they primarily are
initiated to vaidate the availability of BelSouth equipment and/or facilities and to

determine the date by which the service may be provided.

The Account Team/CRSG collects the responses to the service inquiries. Service inquiry
response intervals depend upon the product and the nature and details of each individud
inquiry. Inquiriestypicaly are handled within two to five workdays, depending on the
product. Serviceinquiriesfor BellSouth retail and CLEC services are handled without
any preference, on afirst-come, firs-served basis. The Account Team/CRSG beginsthe
ordering process upon receipt of the LSR and dl inquiry responses. The Account
Team/CRSG processes the service inquiry and prepares a hand- off package that includes
al the documents necessary to do the service inquiry for the specific product ordered.

Examples of these documents include the service inquiry and the service inquiry
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response, the LSR and any CLEC ordering documents required for that specific product.

The team then forwards the package to the service center for service order issuance.

The LCSC receives the hand-off package, completes associated worksheets, and types the
order into DOE or SONGS. During order entry, DOE or SONGS performs dataand
formatting edits. If the order passes al edits, then DOE or SONGS transmits the order to

SOCS, which didtributesiit to other BellSouth provisioning systems.

If the order involves the DCSC, then they receive the hand- off package and associated
worksheets, and type the order in the Broadband Administrative Support System (BASS).
During order entry, BASS performs data and formatting edits. If the order passes all

edits, then BASS transmits the order to SOCS.

HOW ARE DUE DATES ESTABLISHED AND COMMUNICATED TO THE CLEC?

The LCSC or DCSC determines the due date interva from the information provided by
the Account Team in conjunction with the BellSouth Products and Services Interva

Guide, and if gppropriate, the service inquiry response information. Due dates are
determined through the service order inquiry process on an Individua Case Basis (ICB)

for complex resdle services. The LCSC or DCSC provides a FOC to the CLEC, Account
Team, and the Project Manager, when applicable. The Project Manager coordinates
projects with other Bell South departments and tracks the service orders to ensure their

timely completion.

HOW ARE CLEC ERRORS HANDLED?
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If the service center receives an LSR with erroneous or improperly formatted data, the
service representative attempts to identify al errors associated with the LSR. The
darification is trangmitted to the BellSouth Account Team for correction or referred by
the Account Team to the CLEC for correction. Once the CLEC responds with the
corrected information on a supplemental L SR, the process for service order issuance
resumes. Complex order rejections are directly related to the accuracy and completeness
of information provided by the CLEC. A group of highly skilled BdlSouth employeesis
trained specificdly in the area of complex service ordering, qudifying them to hendle
CLEC requests effectively and efficiently. For efficient ordering, the CLEC must assume
respongbility for obtaining comparable expertise in the area of complex services. Lack
of accurate CLEC input initiates the clarification process and prolongs the ordering

process.

HOW ARE DIRECTORY LISTINGS PROCESSED?

Directory listings for complex resde services are handled by the LCSC in the same

manner as described in this testimony for basic resde services.

HOW IS THE CLEC NOTIFIED OF STATUS CHANGES AND/OR DUE DATE
CHANGES CAUSED BY BELLSOUTH?

The CLEC has access to the same web based reports discussed for basic resold services.
Additiondly, if amissed appointment occurs on the due date the CWINS Center notifies
the CLEC. Missed appointments attributable to BellSouth are normally rescheduled for

the next working day. This process is comparable to the retail process. Missed
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gppointments attributable to the CLEC are identified to the LCSC Service Representative
and referred to the Account Team for anew due date. The CLEC will be faxed a
notification to supplement the order with anew LSR. The CLEC will then forward the
Supplement to the service representative for service order updating. Exhibit LCSC-14

charts the complex resae designed/non-designed ordering process.

PLEASE DESCRIBE THE PROVISIONING PROCESS FOR COMPLEX DESIGNED
SERVICES.

Certainly, the issuance of a SOCS order and generation of an engineering design for a
complex designed resde service causes the Work Force Adminigtration (WFA) system to
generate awork activity schedule. The Overal Control Office (OCO) utilizes WFA to
track critica date activities through completion of the service order. The WFA system
also loads work steps to the appropriate central office and field operations for work

activities rdated to the service order.

Complex services are assigned a Project Manager who verifies the service order

accuracy, and tracks and monitors the order to completion where appropriate.

The ET inthe CWINS Center reviews the WFA work lists for assigned critical date
activities. Criticd dates normally are Screen Date (SCR), Frame Continuity Date (FCD),
and Due Date (DD). The ET reviewsthe order on the assgned critical dates, verifiesa
correct engineering document, initiates any action that may be necessary for problem

resolution, and advises the CLEC of any jeopardy condition that could affect the Due
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Date. Asappropriate, the ET also performs operationd tests with the work groupsin

Network Operations to verify that the service meets designed requirements.

The CWINS Center technician or Project Manager notifies the CLEC upon service order
completion and offers cooperative testing at the time of notification. Once the CLEC
accepts the service, the CWINS Center technician enters the completion of the order in
the appropriate system. Exhibit LCSC-15 charts the complex resde designed

provisioning process.

PLEASE DESCRIBE THE PROCESS USED BY CLECs TO REPORT
MAINTENANCE PROBLEMSWITH COMPLEX RESOLD SERVICES AND HOW

BELLSOUTH ISOLATES AND PERFORMS ANY NECESSARY REPAIRS.

The CLEC may submit trouble reports on designed complex services either dectronicaly
or manualy to the CWINS Center. | will discuss the manua process. Please refer to the
testimony of Rondd M. Pate for information regarding the mechanized interfaces

provided to CLECsfor trouble entry, testing and statusing.

PLEASE CONTINUE WITH DESCRIBING THE MANUAL PROCESS.

The CLEC completes an andysis of the end-user’ s trouble to determine that the problem
isin the BdllSouth network or facilities and initistes a maintenance ticket to the CWINS
Center. The MA or ET inthe CWINS Center gathers dl the pertinent information from
the CLEC (including the circuit identification), enters the ticket into the WFA system,

and provides the trouble report number and commitment information to the CLEC. All
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the designed services trouble tickets are generated in the human-to-machine WFA —
Control (“WFA/C”) interface, which sends the tickets to either the WFA — Dispatch In or
WFA — Digpatch Out modules to be worked by either a centra office work group or an
outside ingtallation and maintenance work group, respectively, except where conditions

are resolved up front with the technician.

The trouble report is assigned to an ET who tests, andyzes, and determines the
appropriate action for repair. If no trouble isfound on theinitia andysis and tedts, then

the CWINS Center technician contacts the CLEC to close the trouble report.

If atrouble condition is found, the CWINS Center technician coordinates the repair by
dispatching the trouble through the WFA system to the appropriate maintenance group.
The CWINS Center technician tracks the repair progress, tests with repair forces, and

provides status reports to the CLEC, as required.

The digpatch technician contacts the CWINS Center when repair is complete. The
CWINS Center technician verifies that the service problem has been resolved and
contacts the CLEC. Upon concurrence of the CLEC, the CWINS Center technician
closes the trouble report in the WFA system. If the CLEC does not concur, then both

parties will attempt to resolve any issues and concerns.

DOESBELLSOUTH RESOLVE MAINTENANCE ISSUESIN THE SAME TIME
FRAME FOR A CLEC ASIT DOES FOR A BELLSOUTH END USER?
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Yes, repairs of complex resale services are performed in the same timely manner as those
for retall services. Exhibit LCSC-16, “ Complex Resde (Designed) Maintenance’,

illugtrates this process.

DESCRIPTION OF BELLSOUTH PROCESSES FOR THE PRE-ORDERING,
ORDERING, PROVISIONING, AND MAINTENANCE OF COMPLEX RESALE
SERVICES (NON-DESIGNED)

WHAT ARE COMPLEX RESALE NON-DESIGNED SERVICES?

Complex resale non-designed services are non-basic services that do not require an
engineering design to meet service specifications. Non-designed complex services are

MultiServ® service, ESSX® sarvice and Centrex.

PLEASE DESCRIBE THE PRE-ORDERING, ORDERING, PROVISIONING AND
MAINTENANCE PROCESSES FOR PROVIDING THESE SERVICESTO CLECs.

| will start with pre-ordering. Pre-ordering activities between the CLEC and BellSouth
begin with the CLEC interacting with the Account Team. Account Team pre-order
activity for complex services may vary consderably depending on the service requested.
For example, pre-ordering for MultiServ® service typicaly would include Account Team
negotiation and asarvice inquiry. Pre-ordering for certain SynchroNet® service
products, by contrast, generdly would only involve the Account Team in negotiation and
not the service inquiry. The service order inquiry for complex service ordersis discussed

in the complex resde ordering section of this document. Complex services, except those
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ordered as*“ Switch AsIs’ and “ Switch with PIC or LPIC Changes or Freeze,” must be
ordered through the Account Team. Complex ordersfor “Switch As|s’ and “Switch
with PIC/LPIC Changes/Freeze’ are processed in the same manner as basic resale

services addressed in previous paragraphs.

PLEASE DESCRIBE THE ORDERING PROCESS FOR COMPLEX NON-DESIGNED
SERVICES.

Certainly, | will describe the manua ordering process for norndesigned complex services
in which the Account Team isthe CLEC interface. Exhibit LCSC-14, “Complex Resde
Services (Designed/Non-Desgned) — Ordering”, summarizesthis process. When initid
ingdlation of anon-designed complex service is desired, the CLEC submits a product-
gpecific CLEC ordering document to the Account Team. This submission serves as an
LSR. The Account Team reviewsthe LSR for accuracy and completeness, vaidates the
pre-ordering data, and completes associated documentation. The Account Team then
prepares a hand- off package conssting of dl the documents necessary to perform the
service inquiry for the specific product ordered. Examples of these documents include
the service inquiry and the service inquiry response, the LSR and any CLEC ordering
documents required for that specific product. The team then forwards the package to the

Service Center complex ordering group.

The LCSC receives the hand-off package and associated worksheets and types the order
into DOE or SONGS. During order entry, DOE or SONGS performs data and formatting
edits. If the order passes dl edits, then DOE or SONGS will transmit the order to SOCS,

which digtributes it to other BdllSouth provisioning systems.
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The appropriate service center determines the due date by using information from the
Account Team or the “BellSouth Products and Services Interval Guide’, Exhibit

LCSC-7. Any request for an earlier due date must be approved by the WMC, which uses
the same processes and guidelines for resale due dates as are used when the WMC

processes analogous retail due date requests.

The LCSC provides a FOC to the CLEC, the Account Team and the Project Manager if
required. The Project Manager coordinates projects with other Bell South departments

and tracks the service orders to ensure their timely completion.

HOW ARE CLEC ERRORS HANDLED?

Aswith basic resold service, complex order rgections are directly related to the accuracy

and completeness of information provided by the CLEC. Regects and/or clarifications are

handled the same as with basic resold service.

HOW DOES THE CLEC RECEIVE STATUS UPDATES?

The CLEC receives satus updates utilizing the same web based tools previoudy

discussed for basic resold services.

PLEASE DISCUSS THE PROVISIONING PROCESS FOR THESE SERVICES.

After the service center issues the non-designed service order, the LCSC Project Manager

assumes respongibility for project control. The Project Manager’ s responsibilities include
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order tracking, problem resolution, CLEC status and cutover coordination. Work groups
in Network Operations complete other provisioning activitiesin the same manner as for
samilar retail non-designed complex services. The type of norndesigned service

requested determines which Network Operations work groups are involved and with

whom the Project Manager interfaces.

Upon completion of the service order activities, the Project Manager natifies the CLEC,
and the service orders are completed in the gppropriate system. Exhibit LCSC-17 further

illugtrates “ Complex Resde Services (Non-Designed) Provisioning’.

PLEASE DESCRIBE THE MAINTENANCE PROCESSUSED BY CLEC TO TEST,
REPORT AND STATUS THESE SERVICESASWELL AS THE PROCESSUSED BY
BELLSOUTH TO RESOLVE PROBLEMSIFANY, IN THE BELLSOUTH
NETWORK.

The maintenance process for nondesigned complex resde servicesisidenticd to that for

bascresde. Itissummarized in Exhibit LCSC-13 of this document.

DESCRIPTION OF BELLSOUTH PROCESSES FOR THE PRE-ORDERING,
ORDERING, PROVISIONING, AND MAINTENANCE OF UNBUNDLED

NETWORK ELEMENTS (DESIGNED)

WOULD YOU PLEASE DISCUSS THE PROCESSES USED TO PROVIDE CLECs

WITH UNBUNDLED NETWORK ELEMENTS (UNES)?
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UNEs are network elements, such as unbundled loops and ports, offered to facility-based
CLECs. UNEs may be designed or non-designed. | will first discuss the designed UNEs.
Designed UNEs incorporate provisioning coordination, remote test cgpability if available
and engineering circuit design. BdlSouth's technicd reference, TR73600 which is

avallable a http://mww.interconnection.bea | south.com/products'tech ref/TR-73600.pdf,

describes the various loop offerings and identifies the loop as designed or non-designed.
Ordering information for UNE servicesis contained in the BellSouth Business Rules for
Loca Ordering, the BellSouth Loca Exchange Ordering (LEO)-Implementation Guide
(1IG—Volume 1 (TCIF7) and the BellSouth Pre-Ordering and Ordering Overview Guide,
al of which BdlSouth providesto the CLECs. The “BdlSouth Business Rules for Loca
Ordering” is provided as Exhibit LCSC-3, the “Loca Exchange Ordering (LEO)-
Implementation Guide (1G), Vol.1 (TCIF7)"is provided as Exhibit LCSC—4 and the
“BdlSouth Pre-Ordering and Ordering Overview Guide’ is provided as Exhibit LCSC-5.

DOES BELLSOUTH OFFER THE ENHANCED EXTENDED LINK (EEL)?

Y es, the FCC’'s 319 Remand Order requires BellSouth to offer EELsto CLECs under

certain circumstances,

WHAT ISAN EEL?

An EEL consggs of acombination of an unbundled locd |oop and trangport terminated in
aCLEC collocation ste. EELsdlow a CLEC to serve end users without having to
collocate in theend usars serving wire center. A CLEC utilizing an EEL would redlize

reduced collocation costs by having to collocate in as few as one incumbent LEC centra
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officein aMetropolitan Statistical Area (MSA). In general, EEL s can be described asan

extension of theloop.

PLEASE DESCRIBE ANY PRE-ORDERING PROCESS USED FOR DESIGNED
UNE'S.

Unless specificaly mentioned below, the pre-ordering process for designed UNEsis the
same as for resale services. See Exhibit LCSC—-6, Pre-Ordering flowcharts.

SO CERTAIN DESIGNED UNESHAVE DIFFERENT PRE-ORDERING
PROCEDURES?

Yes, for example, the Pre-Ordering procedures for the ISDN-BRI UNE do not include a
service inquiry. Account Team involvement may occur dependent on the request the
customer ismaking. 1SDN-BRI UNE orders requiring Account Team involvement
include but are not limited to: New Connects (ACT=N), Switch with changes (ACT=V),
and when termination ligbility is gpplicable. When no contract termination charges

apply, the request will go directly to the LCSC.

When a CLEC wishesto order a UNE ISDN-PRI, aso known as a Rebundled Switched
UNE Combination, it submits its request to the CRSG. Thisrequest includesthe LSR
and END USER forms and the CLEC Ordering Document for ISDN-PRI Rebundled
Switched UNE Combination. The CRSG will verify that there isa signed contract for
this product and perform a service inquiry, if required. Ordersthat are“Conversion

Only” require no service inquiry. They do, however, require a Service Request (SR)
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since the downstream Network systems are updated from the service order and a change
isrequired to convert the service from flat to measured rated in keeping with the UNE
Combo requirements. The SR is originated by the CRSG using the appropriate USOCs
as shown in the CLEC' s contract and then forwarded to the LCSC viae-mail a the same
time that the hand- off package isfaxed to the LCSC. The dedicated LCSC service
representative will complete the appropriate section of the SR and forward as required via
e-mail to the appropriate Network departments. Orders that are new or that are adding to
apre-exiding ISDN-PRI require a service inquiry. Once the CRSG has finished its pre-
ordering respongihilities, it will then send the hand-off package to the LCSC.

WHAT ABOUT PRE-ORDERING FOR DESIGNED PORT/LOOP COMBINATIONS?

Pre-Ordering of designed Port/Loop Combinationsis smilar to that of resale products.
Some designed Port/L.oop Combinations include PBX, Centrex trunks, Multi Serv®

sarvice, and DIDs.

PLEASE DESCRIBE THE PROCESSES USED BY CLECsAND BELLSOUTH TO

ORDER DESIGNED UNES.

LSRs may be submitted to the LCSC ether dectronicaly or manualy. | will addressthe
manua ordering processes. Please refer to the testimony of Ronald M. Pate which
explains how some designed UNESs are submitted eectronicaly and flow-through
directly to SOCS. The manua ordering process is summarized in Exhibit LCSC-18.
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PLEASE START BY DESCRIBING THE ORDERING PROCESS FOR DESIGNED
VOICE GRADE LOOPS.

The CLEC tranamitsan LSR to the LCSC viafacamile. Pertinent information is typed
into the Order Tracker, which assgns a Bell South tracking number Local Order Number
(LON). Information entered into the Order Tracker includes PON, CC, date and time of

L SR receipt and sales code of the service representative to whom the LSR is assigned.

All new “change orders’ (ILEC to CLEC) for facility-based CLECs require
disconnection from BellSouth and then reconnection to the CLEC. The disconnect and
reconnect orders are related so they can be handled together to assure a seamless

transaction.

The LSR for stand-alone UNE Loopsis distributed to the service representative to begin
service order processing. The service representative verifies the LSR for accuracy and
completeness and types the information directly into the Exchange Access Control and
Tracking (EXACT) system. The service order is processed through the Trandation of

USOCs and Fidd Identifiers (FIDs) system (TUF) and is transmitted to SOCS.

LSRsfor UNE Loops associated with Local Number Portability (LNP) and those

processes are described later.

The LCSC representative determines the CLEC UNE due date interva from the
BdllSouth Products and Services Interva Guide. The LCSC then applies the appropriate

due date associated with the UNE sarvice.
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The service representative monitors the LSR through assgned order satus, asssting in
correcting any errors that are detected in mechanical processing. A FOC isreturned to the
CLEC viaan dectronicaly generated facamile, and the Order Tracker is updated with

order numbers, due dates, date and time of FOC transmittal, and any applicable remarks.

HOW ARE CLEC ERRORS PROCESSED?

If the LCSC receives an LSR with erroneous or improperly formatted data or the order
fals system edit verifications, the LSR is returned to the CLEC for correction as

described previoudy for resold services.

HOW DOES BELLSOUTH PROVIDE STATUS AND DUE DATE INFORMATION
FOR THE MENTIONED SERVICES?

If afacility jeopardy condition exids, eq., if facilities are unavailable, the CLEC is

notified of the PF condition by accessing the PF Report which is accessble viathe
Internet. The information provided by the PF report is the same as described for basic
resde sarvices. Oncefacilities are available, the LCSC provides a new FOC to advise the
CLEC of the new due date. The CLEC is advised by the service center representative of
any other known jeopardy conditions prior to the due date. The CWINS technician, 1&M
technician or WM C advises the CLEC when a missed gppointment occurs on the due
date. Misses attributable to BellSouth are normally rescheduled for the next working

day. Misses attributable to the CLEC are subsequently identified by the service

representative and referred to the CLEC for anew due date. The CLEC isadvised via
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facamile that a supplementa LSR isrequired. Additional reports are available viathe

internet as previoudy mentioned for basic resold services.

HOW DOES THE CLEC PROCESS DIRECTORY LISTINGS FOR UNE SERVICES?

Directory listings for UNE services are handled by the LCSC in the same manner as

described for basic resold sarvices.

PLEASE DESCRIBE THE ORDERING PROCESS FOR THE EEL.

The process for ordering of an EEL isthe same asfor any designed service using the
manual ordering process. Anindividua LSR may be used for ordering new EELsin
those stuations mandated by the Federa Communications Commission (FCC) or a State
Commission. Conversion of services aready combined in the network to EELs can be
ordered using an individua LSR or by usng a spreadshect to facilitate conversion of

multiple drcuits

PLEASE DISCUSS ORDERING OF ISDN-BRI AND ISDN-PRI.

The processfor ordering an ISDN-BRI UNE is the same as for any designed service
using the manual LCSC ordering process. When there is account team involvement, the
Account Team will provide the LCSC with a hand-off package. The package includesdl
the documents necessary to perform a service inquiry for the specific product ordered.
Examples of these documents include the service inquiry, the service inquiry response,

the LSR and any CLEC ordering documents required. The LCSC will then type the order
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into DOE or SONGS. After dl edits are complete, DOE or SONGS will transmit the

order and digtribute it to the other Bell South provisioning systems.

The process for ordering a UNE ISDN-PRI will be the same as for any designed service
using the manud ordering process. This service can only be ordered manualy. Once the
CRSG provides the LCSC with the hand-off package, the LCSC will complete the
ordering document, forward it to the appropriate Network departments and type the order
into DOE or SONGS. After dl edits are complete, DOE or SONGS will transmit the

order and digtribute it to the other BellSouth provisioning systems.

CAN A CLEC ORDER A NON-DESIGNED OR A DESIGNED XDSL LOOP?

Yes, please refer to the testimony of Wiley (Jerry) G. Latham for more information on
xDSL products.

HOW ARE DESIGNED PORT/LOOP COMBINATIONS ORDERED?

The ordering process for designed Port/Loop Combinationsis smilar to that of designed
resale products.

PLEASE DESCRIBE THE PROCESSES USED TO PROVISION DESIGNED UNE
LOOPS?

Depending on the quantity and complexity of the service order activity, ether a

BdlSouth CWINS technician or Project Manager will assume responsibility for
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coordination control. For example, an LSR requesting conversion of fourteen or fewer
linesis handled by the CWINS Center exclusively. Orders requesting conversion of
fifteen or more BellSouth lines to a CLEC require coordination between the CWINS
Center and service center Project Manager. These conversions include coordination of
the physical loop order, any associated number portability, and the loca disconnect order.
The conversion time for these orders is established by the CWINS Center technician
according to the contractua agreement between the CLEC and BellSouth. The Project
Manager Implementation Guidelines posted on the guides website provides product-

gpecific information.

The issuance of the SOCS order and generation of the designed engineering document
causes the WFA system to generate awork activity schedule. The CWINS Center uses
this schedule to coordinate the ingtdlation, testing, and turn-up of the designed UNE.
WFA isthe system utilized by the Overdl Control Office (OCO) to track critica date
activities through completion of the order. The WFA system loads work steps to the
appropriae centrd office and field operations for activities required to complete service

order activity.

The CWINS Center provisoning technician or MA accesses the WFA work list and
reviews al associated orders and builds a manud conversion sheet. This dlowsthe
CWINS Center technician to efficiently review pertinent information on associated

orders. Thisaso creates areference work sheet for the cutover process, if required.

Within 24-48 hours before the Due Date, the CWINS Center technician verifies that CO

wiring has been completed and tested within the CO. Additionaly, the CWINS Center
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testsfor CLEC did tone. |If CLEC did toneis not verified, the CLEC is notified to dlow
the CLEC to correct the problem prior to the conversion date. In addition, the CWINS
Center technician verifies information with the CLEC to ensure the service order

information is correct and that the CLEC is ready to convert the service as ordered.

On the Due Date, the CWINS Center technician verifies that the required BdllSouth
personnd are scheduled for the conversion time. The CWINS Center technician sets up
communications with Bell South conversion personnd to begin service cutover to the
CLEC. Upon completion of the cutover activity, the CLEC is notified. Log notes are
entered into WFA as part of the conversion process. These log notes are time stamped in
the WFA system. With CLEC concurrence, the service order is completed. If the CLEC
does not concur, then both partieswill attempt to rectify any issues and concerns. If
contract language cdlsfor it, after conversion, the CWINS Center technician will provide
cooperative testing to ensure the loop being provisioned meets the technica criteria
outlined in TR73600. TR73600 is a BellSouth Technica Reference that defines the
technical parameters for each loop offered by BellSouth. Additional acceptance testing,
testing requested which is over and above what is required for the loop being provisioned

by CWINS Center personnel, can be requested by the CLEC at an additiond cost.

DOES BELLSOUTH PROVIDE PROVISIONING OUTSIDE NORMAL WORKING

HOURS TO CLECs?

Y es, BdlSouth will perform UNE provisoning activities outsde of normal operating
hours upon scheduled request. CLECs make their after-hours requests on LSRs
submitted to the LCSC. After-hours charges apply, asthey do for BellSouth retall.
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WHAT HAPPENS IF THE CONVERSION CANNOT BE PERFORMED BY
BELLSOUTH?

The CWINS Center technician notifiesthe CLEC if, a any time during the provisioning
process, a problem isidentified that would jeopardize the conversion due deate. The
CWINS Center technician also escdates problemsinternaly to resolve any BellSouth

issues that place the due date in jeopardy.

WHAT PROCESS ISUSED BY BELLSOUTH TO PROVISION NEW LOOPS NOT
REQUIRING A CONVERSION OF EXISTING SERVICE?

Nontconversion UNE orders follow the same tracking process by the CWINS Center
technician but without a specific appointment time on the due date. The process for
provisoning of EELs, UNE ISDN-BRI, and UNE ISDN-PRI isthe same asfor any other
designed service. The process for provisioning of designed Port/Loop Combinationsis

amilar to that of designed resde and retall products.

DOESBELLSOUTH PROVIDE A CONTACT POINT TO CLECsTO ESCALATE
PROVISIONING PROBLEMS FOR RESOLUTION?

Yes, if the CLEC is displeased with the provisioning progress on a designed UNE order
or with a due date jeopardy or miss; it may escaate its concern to the CWINS Center.
The CWINS Center, which provides duty-manager coverage 24 hours per day, 7 daysa
week, will, in turn, escdate up the line of management in the appropriate BdlSouth

organizations until the jeopardy or problem isresolved. This escaation processis
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fundamentally the same throughout BdllSouth's retail and wholesdle operation. Exhibit

L CSC—19 summarizes the UNE designed provisioning process.

HOW ARE CLEC MAINTENANCE REQUESTS PROCESSED TO RESOLUTION
BY BELLSOUTH?

CLEC maintenance and repair reports for designed unbundled network elements are
directed to the BellSouth CWINS Center. The CLEC initiates a maintenance cal to the
CWINS Center after completing an initid anadyss of the end user’ strouble to determine
whether the problem isin the BellSouth network. The CLEC is aso expected to correctly
identify the circuit for the affected service. The ET in the CWINS Center gathers dl of

the pertinent information from the CLEC, and enters the ticket into the WFA system.

A CWINS Center ET is assgned the trouble report, performs analyses, makes appropriate
circuit tests and determines action necessary for repair. If theinitid andyses and tests
reveal no trouble, the CWINS Center ET contacts the CLEC to advise of the results and
attempts to close the trouble report. Should the CLEC demand a dispatch on aNTF
condition, the CLEC will be advised that a charge may be incurred if troubleis not found
in the BdllSouth network.

If the andysis identifies a trouble condition, the CWINS Center ET coordinates the repair
by handing off the trouble through the WFA system to the gppropriate maintenance and
repair group. The CWINS Center ET tracks the repair progress tests with repair forces

and, upon request or when otherwise appropriate, provides status reports to the CLEC.
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The BdllSouth work group contacts the CWINS Center when repair is complete. The
CWINS Center ET verifies that the service problem is resolved and contacts the CLEC.
The CLEC's concurrence in the repair alows the CWINS Center ET to close the
maintenance report. If the CLEC does not concur, then both parties will attempt to

rectify any issues and concerns.

The procedures governing maintenance of EELs, UNE ISDN-BRI and UNE ISDN-PRI
are the same as for any other designed service. The process governing maintenance for

designed Port/L.oop Combinationsis smilar to that of designed resdle and retail products.

HOW ARE CLEC ESCALATIONS HANDLED?

If the CLEC is concerned with the progress on atrouble report, the CLEC may escaate to
the CWINS Center by telephone. The CWINS Center ET escaates, when required, to
interna BellSouth work groups to resolve delays in the restoration process. The process
isdiagrammed in Exhibit LCSC-20 “UNE Designed Maintenance/Repair”.

DESCRIPTION OF BELLSOUTH PROCESSES FOR THE PRE-ORDERING,
ORDERING, PROVISIONING, AND MAINTENANCE OF UNBUNDLED
NETWORK ELEMENTS (NON-DESIGNED)

PLEASE DISCUSS THE PROCESSES FOR PRE-ORDERING, ORDERING,
PROVISIONING AND MAINTENANCE OF NON-DESIGNED SERVICES.
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The process for pre-ordering non-designed services, such as SL1 Loops, SL1 Loopswith
LNP and non-designed Port/Loop Combinations is the same as described for basic resde
savicesin thistestimony. BelSouth's technica reference, TR73600 which is available

at http://mww.interconnection.bel | south.com/products/tech ref/TR-73600.pdf, describes

the various loop offerings and identifies the loop as designed or non-designed.

PLEASE DESCRIBE THE ORDERING FUNCTIONS FOR NON-DESIGNED UNES.

For manua ordering of nortdesigned UNES, the CLEC transmits an LSR to the LCSC
viafacamile. A service representative at the LCSC enters the pertinent information into
the Order Tracker, which assigns a BellSouth LON. Information entered into the Order
Tracker includes. PON, Operating Company Name (OCN), date and time of L SR receipt,
and sales code of the Service Representative to which the LSR isassigned. Some non-
designed UNES can be ordered dectronicaly.

The LSR for a sand-aone loop is distributed to the service representative to begin
service order processing. The service representative verifies the LSR for accuracy and
completeness and types information from the document into DOE or SONGS. The
service order is processed through DOE or SONGS into SOCS. The service
representative ensures that the order processesto AO or Pending (PD) status, correcting
errors detected in mechanized processing, if necessary. A FOC istranamitted to the
CLEC viaan dectronically generated facamile. CSOTS is updated with order numbers,
due dates, the date and time the FOC was transmitted to CLEC, and any remarks. LSRs
for UNE Loops associated with LNP will be discussed later in my testimony. If the LSR

isinaccurate and/or incomplete, notification is tranamitted to CLEC viaan dectronicaly
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generated facsmile advising the CLEC that the LSR isin dlarification datus and the
reason. Informeation related to the LSR’'s placement in clarification Satus, eg., date,
time, reason, istyped into CSOTS. The errors are resolved through the submission of an
supplemental LSR by the CLEC. The entire ordering process for “Unbundled Network
Elements (Non-Designed)” isillugtrated in Exhibit LCSC-21. The Ordering process of

non-designed Port/Loop Combinations is the same as for any other non-designed service.

For aLine Sharing UNE, when it returns the FOC to the CLEC, the LCSC will dso
atach a splitter assgnment data form and atarget interval. The LCSC will then prepare
the service order for billing. For more information regarding line sharing, please refer to

the tesimony of Tommy Williams

HOW ARE DIRECTORY LISTINGS FOR NON-DESIGNED SERVICES HANDLED?

Directory listings for UNE services are handled by the LCSC in the same manner as

described previoudy in my testimony for basic resold services.

PLEASE CONTINUE BY DISCUSSING THE PROVISIONING PROCESSES FOR
NON-DESIGNED UNES.

I’ll first describe a UNE conversion where the CLEC does not request a coordinated
converson. UNE services that are non-designed do not require specid engineering
design and therefore do not come with an engineering layout record. After LCSC order
issuance, non-designed and non-coordinated services will be provisoned by the

BellSouth Network Operations work groups rather than the provisioning control centers.
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The service order issuance initiates the work activity in the CO and the 1&M group
required to complete the service order. The conversion is completed during normal
working hours. These groups ensure that end user service outage during the converson is
minimd by performing pre-conversion testing and monitoring of the end user’sline prior
to transferring the loop from BellSouth to the CLEC. This activity depends on the type
of order activity requested. The CO and &M groups through a mechanized interface
provide notification of service order completion to the CLEC for number porting

notification.

PLEASE DISCUSS A COORDINATED NON-DESIGNED UNE CONVERSION.

The process described below is the standard flow for NonDesigned, Coordinated Loops.
Exhibit LCSC-22 “UNE Non-Designed Provisoning”, diagramsthis process. Specific

contractua requirements may require dight variations from the sandard procedures.

The CWINS Center oversees provisoning of non-designed UNEs for which coordination
isrequested. The CWINS Center does not perform service order coordination if the

CLEC does not sdlect this option.

The issuance of the SOCS order causes the WFA system to generate awork activity
schedule. The CWINS Center uses this schedule to coordinate the ingtdlation and turn-
up of the non-designed, coordinated UNE. The Project Manager is notified by the LCSC
of the service order’ s issuance to establish tracking of those service order requests

mesting the criteriafor project management.
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Where fifteen or more loops are to be provisioned, a CWINS Center technician and
Project Manager is assigned to the order and the order isidentified in the WFA system
for Due Date tracking. The CWINS Center technician or Project Manager reviews the
order for accuracy and queries associated systems for order status. The CWINS Center
technician or Project Manager contacts the CLEC prior to the due date to confirm or
negotiate the actua due date converson time. The CWINS Center technician or Project

Manager then contacts any associated work group to schedule the conversion.

On the Due Date, the CWINS technician verifies that the required personnd are
scheduled for the conversion time. The CWINS Center technician sets up
communications with required conversion personnd to begin service cutover to the
CLEC. Upon completion of the cutover activity, the CLEC isnotified. With CLEC

concurrence, the service order is completed.

The CWINS Center technician completes the service after concurrence of the CLEC.

Any trouble conditions related to the conversion are resolved with the CLEC.

WILL BELLSOUTH PERFORM AFTER HOUR CONVERSIONS?

Y es, BelSouth will perform UNE provisoning activities outside normal operating hours

upon request. The CLEC makes its after-hours request on the LSR submitted to the

LCSC. After-hours provisoning activity is subject to cost-based overtime charges.

HOW ARE PORT/LOOP COMBINATIONS PROVISIONED?
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Provisoning for non-designed Port/Loop Combination UNEs are handled in the same

manner as anon-designed resold services.

HOW ARE LINE SHARED NON-DESIGNED LOOPS PROVISIONED?

Provisoning for Line Sharing UNEs requires the CO wiring through the splitter. Thomas

G. Williams discusses this process in more detail in his Line Sharing testimony.

PLEASE DESCRIBE THE MAINTENANCE PROCESSES FOR NON-DESIGNED
UNES.

If a CLEC selects a manud trouble-reporting mode, the CLEC will refer the end-user
trouble to the CWINS Center viatelephone. The CLEC is expected to complete an initidl
andysds of the end-user’ strouble to ensure that the trouble is in BellSouth’ s network
before contacting the CWINS Center. The CWINS Center personnel receives the trouble
report from the CLEC, and with the CLEC on the line, enters the reported circuit 1D into
the BellSouth LMOS system.

After aninitia review of the report, the CWINS Center personnd will advise the CLEC
of the repair commitment information. The trouble report will be sent viaLMOS to the
gppropriate network organizations for trouble resolution. \When the trouble report is sent
to a BdllSouth network service organization, the technicianin the work group that
ultimately resolves the problem will contact the designated CLEC representative and
closethe report. Asisthe policy for trouble reports from BellSouth retail customers, the

downstream field or center technician makes one contact attempt to close the report. If
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the technician does not get an answer from the CLEC or isin queue for a prolonged
period of time, the report is closed in LMOS and the CLEC may contact the CWINS
Center to determine the status of the report. Exhibit LCSC-23 “UNE Non-Designed
Maintenance’ illustrates this process. BellSouth fidd service technicians are ingtructed
to stay on-line while waiting for CLECs for the same length of time as they would for

BdlSouth retail cusomers.

If the andysisindicates that there is no trouble in Bell South’ s network, the CWINS
Center personnd will contact the CLEC and advise it of the NTF determination. If the
CLEC accepts the BellSouth determination, the trouble ticket is closed. Should the
CLEC demand a dispatch on aNTF condition, the CLEC will be advised that acharge

may be incurred if trouble is not found in the BdllSouth network.

HOW IS MAINTENANCE FOR A PORT/LOOP COMBINATION HANDLED?

Maintenance for non-designed Port/Loop Combinations is handled in the same manner as

for any other non-designed service.

PLEASE DESCRIBE THE MAINTENANCE PROCESSES FOR LINE SHARED
UNES.

To obtain maintenance for Line Sharing UNEs, the CLEC cdls the CWINS Center and
report its trouble usng the POTS telephone number. The CWINS Center will take the
report and submit an LMOS ticket to the CO. Thisticket for the CO isto verify that the

gplitter has been wired properly and isworking. The CO technician would aso check to
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see if datawas flowing from the CLEC equipment. If dl of thisisworking and wired
properly, then the CO will atempt to close out the ticket with the CLEC. If the CLEC
requests a digpatch, that same LMOS trouble ticket is used to assign and dispatch a
technician to the end user’ s premises. The outside service technician will check the
length of the circuit and will test for pair degradation. If no trouble is found or atrouble
isfound in the CPE, the service technician will close the ticket and bill the CLEC.

Otherwise, the technician will repair the trouble.

DESCRIPTION OF BELLSOUTH PROCESSES FOR THE PROVISIONING OF
LOCAL NUMBER PORTABILITY AND INTERIM LOCAL NUMBER
PORTABILITY

WOULD YOU PLEASE DESCRIBE THE PROCESSES BELLSOUTH USESTO
PROVIDE NUMBER PORTABILITY?

Yes | will first describe permanent number portability (LNP) without aloop, and then
with aloop. For LNP without loops, the following cutover processis observed. This
processis for those numbers that resde in an LNP-capable office. The CLEC sendsthe
L SR to the LCSC for processng. The LCSC verifiesal customer information received
from the CLEC againg the exigting customer service record, thus ensuring the accuracy
of therequest. The LCSC issues atrigger order due that day. The purpose of the trigger
order isto start the AIN look-up processin the donor switch. This feature dlows intra-
office cdlsto route correctly in the interim between activation of the port and
disconnection of the telephone number. In some cases, atrigger order cannot be issued

because certain classes of service cannot physically accommodate the trigger attribute.
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Some examples of these servicesinclude DID, Primary Rate ISDN, Remote Call
Forwarding (RCF) and RingMaster* service. Despite trigger limitations, the CLEC isin
control of the activation of the port. Based on the type of service porting and the
customer’ s needs, the CLEC determines the optimum time to activate the port. The

L CSC sends the FOC Accept to the CLEC, if dl the information is correct. The CLEC
sends a Create Message to the Number Portability Adminisiration Center (NPAC). The
NPAC sends the Create Message to BellSouth, which then sends a concurrence message
back to NPAC. On port day, the CLEC sends an activate messageto NPAC. At this
point, the number is ported. The NPAC sends a broadcast message to al service
providers announcing that the number is ported. The LCSC receives the broadcast
message viaa mechanized gateway from NPAC and immediately issues a disconnect

order. The disconnect order stops hilling and updates E911 records upon completion.

For LNP with Loop, the same steps are followed as described in the process above for
porting a number without aloop. All service orders are issued before the actud porting
date to dlow BelSouth sufficient time to coordinate porting with loops. As mentioned
ealier in my testimony, twenty-four to forty-eight hours prior to the due date, the
CWINS Center tests for CLEC did tone in the BellSouth switch. The CWINS Center
aso coordinates a conversion start time with the CLEC. On the cut date, the CWINS
Center begins the converson after notifying the CLEC. All wiring work in the CO and
fidd, if required, isbegun. Once the BdllSouth converson is complete, the CLEC is
notified. After accepting the loop(s), the CLEC will then send a broadcast message to the
NPAC to activate the porting of the number. At this point, the number is ported and is
now in the control of the CLEC. The CWINS Center technician will perform the work

activity inthe MARCH (Mechanized Automated Recent Change) trandations system to
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complete the switch disconnect. All orders are then completed in the order systemsto
discontinue billing and complete the work order to update E911 records. The cut is now

considered complete.

For more information on ordering Local Number Portability products, please refer to the
“Local Number Portability (LNP) Reference Guide® attached as Exhibit LCSC—-24 or the

guides webgte at http:/Avwww.interconnection.bellsouth.com/guides/index.html.

WHAT IS THE PROCESS FOR INTERIM LOCAL NUMBER PORTABILITY (INP)?

For Interim Loca Number Portability (INP) orders where there is no loop cutover, the
following processisfollowed. The CLEC coordinates the conversion date with the
CWINS Center two days in advance of the conversion to schedule a conversion time.
The CWINS Center will schedule appointments on afirst come, first served basis.
Appointments will not be taken and scheduled less than 24 hours in advance. Requests
for after-hours conversons will be billed an additiond labor charge. Prior to the
scheduled conversion, the CWINS Center verifiesthat dl BellSouth internd systems are
assigned correctly. On conversion day, the CLEC callsthe CWINS Center to start the
converson. The CWINS Center technician performs the work activity in the MARCH
trandations system, and then places atest cal to verify service completion. The CWINS
Center then informs the CLEC that the converson is complete and is available for post-
converson testing, if desired by the CLEC. The CLEC should then test the order, and
accept the conversion after successful testing. The CWINS Center now considers the

conversion complete and records the CLEC contact name and number accepting the
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converson. Upon acceptance, the CWINS Center technician completes various order

functions to complete the process in the Bell South order system.

DESCRIPTION OF BELLSOUTH PROCESSES FOR THE PRE-ORDERING,
ORDERING, PROVISIONING AND MAINTENANCE OF LOCAL

INTERCONNECTION TRUNKS

PLEASE DISCUSS THE PROCESSES BELLSOUTH UTILIZES FOR PRE-
ORDERING, ORDERING AND PROVISIONING AND MAINTENANCE OF LOCAL
INTERCONNECTION TRUNKS.

Asbefore, | will discuss the processes in the same order as presented in the question.
The pre-ordering process for interconnection trunks occurs through pre- planning between
BdlSouth and the CLEC and intra- and inter-departmenta coordination within

BellSouth.

PLEASE CONTINUE BY DISCUSSING HOW LOCAL INTERCONNECTION

TRUNKS ARE ORDERED.

The CLEC may request interconnection trunking either eectronicaly or manualy. Using
the manua process, the CLEC transmits an Access Service Request (ASR) to the LISC
viafacamile. After the ASR istyped into the EXACT system, the information is verified
for accuracy and completeness. If error-free, the ASR is sent through the EXACT system
to either the appropriate network group (CAC) or to a Project Manager (PJS). The

network organization handles trunk group changes of 96 or fewer trunks, aswell as
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disconnects; the Project Manager handles al new trunk groups, project orders, and trunk
group changes of 97 trunks or more. EXACT generates the applicable due datesif the
due date is greater than ten days from receipt of an accurate ASR. The Project Manager
negotiates the Due Date interva with the CLEC and other BdllSouth groups on an
individua case bass (ICB), depending on the size and complexity of the ASR. Project
Management aso negotiates new due dates when the requested due date on the ASR is
ten days or less from the date an accurate ASR isreceived. The CAC or PJS passes the
ASR through the provisioning process and back to the LI1SC for confirmation and

completion.

Upon receipt of the CAC/PJS response, the LISC returns the FOC associated with the
manuad ASR viafacamile. The ASR isthen processed through EXACT into TUFs and
SOCS. The service representative ensures that the service order processesto AO or PD

status, by correcting errors detected in mechanized processing, if necessary.

If the ASR received by the LISC isinaccurate or incomplete, the service representative
placesthe ASR in daification satus. The CLEC is notified via telephone that ASR
corrections are needed. The CLEC then transmits a supplemental ASR with corrections.
If error-free, the supplemental ASR is processed in the norma manner. This processis

diagrammed in Exhibit LCSC-25 “Interconnection Trunks Pre-Ordering & Ordering’.

PLEASE DISCUSS THE PROVISIONING PROCESS.

The issuance of the SOCS order and generation of the designed engineering document

causes the WFA system to generate awork activity schedule. The WFA system dso
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issues work steps to the appropriate central office and field operations personnd for
activities required to complete service order. The LISC Maintenance and Provisioning
Center isthe designated control office for interconnection trunks and coordinates the
ingdlation, testing, and turn-up of these trunks. The Project Manager (PM) associated
with the service order confirms receipt with the LISC technician and ensures that the
service order receives the attention and priority required to complete the order on the due
date. The PM will review the service order, track the progress of the order through the
critical dates, become involved with CLEC natification if the due date isin jeopardy, and

work with other departments, as required, to ensure that the due date is met.

The LISC Maintenance and Provisoning Center technician reviews the orders on the
assigned critical dates, reviews progress, initiates action to resolve any problem areas
identified, and provides status to CLECs for any issue that could jeopardize the service
duedate. The critica dates are Frame Continuity Date and Due Date. On each of these
critical dates, the L1SC coordinates the work operations to be completed by various
BdlSouth work groups. Timely completion of tasks associated with each criticd date
ensures that the service istested and completed on the scheduled due date. The LISC
Maintenance and Provisioning Center notifies the CLEC upon completion of the order.

Exhibit LCSC-26 “Interconnection Trunk Provisioning” illustrates this process.

HOW ISMAINTENANCE HANDLED?

Maintenance and Repair for Loca Interconnection trunks is controlled by the LISC

Maintenance and Provisoning Center. The CLEC may notify the CWINS Center if they

have atrandation or routing trouble or the LISC Maintenance and Provisioning Center
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when troubles are opened on loca interconnection trunks or facilities. The CWINS
Center will notify the LISC Maintenance and Provisoning Center of any trouble report

received from a CLEC.

It isimportant that the CWINS Center or LISC Maintenance and Provisioning Center
speak directly with the CLEC representative reporting the trouble to ensure that
BdlSouth receives dl pertinent information. For this reason, reports are not accepted via

facamile or other non-interactive methods.

CLEC trouble reports are received and entered into WFA-C by the CWINS Center or
L1SC Maintenance and Provisioning Center personnd. The ET in the LISC determines
what corrective action is needed and coordinates repair activities. He or she may contact
appropriate centers or field work groups for trouble resolution or establish a conference
bridge to facilitate cooperative actions among multiple field and center personnd, if
necessary. Upon resolution of the problem, the ET closes the trouble report with the
CLEC and thenin WFA-C. The LISC Maintenance and Provisoning Center, functioning
asthe control office for interconnection trunks, uses WFA-C records and status

information in dl interactions with the CLEC.

The contral office technician provides status and completion information to the CLEC-
designated contact viatelephone. Exhibit LCSC-27 “Interconnection Trunks
Maintenance/Repair” illugtrates the maintenance and repair process for interconnection

trunks.
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NOTIFICATIONSTO FORMER CLEC

HOW DOES BELLSOUTH NOTIFY A CLEC THAT AN END USER HAS
CHANGED LOCAL SERVICE PROVIDERS?

When an end user decides to switch from one CLEC to another, the incumbent service
provider is notified that the switch is completed in accordance with the process described
below. The CLEC is notified when the service orders necessary to switch an end user
have been completed in SOCS. If the LSR submitted by the new CLEC isincomplete or
inaccurate, issuance of service ordersis delayed, thus ddaying natification to the old

CLEC.

An end user served using BdllSouth facilities or services may switch CLECs by

contacting a different carrier and requesting service from that carrier. The new CLEC
prepares and submits an LSR to the LCSC to switch the end user. The incumbent service
provider is not contacted for authorization. Rather, the BelSouth LCSC, if it has

received a Blanket LOA Agreement from the CLEC, assumes that the initiating CLEC
has an end user authorization on file. A Blanket LOA Agreement States that the CLEC
will not submit any requests or inquiries to Bell South for which that CLEC does not have
proper authorization from the end user upon whose behaf the serviceis offered. The
Blanket LOA isrequired before any LSR for switching serviceis processed for the
CLEC.

When the LCSC receives a L SR to switch an end user, the service representative issues a

disconnect (“D”) order on the exigting service, inserting the applicable Disconnect
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Reason Code (DCR). The service representative issues a connect (“N”) order to establish
the end user as a customer of the newly sdected carrier and provides a confirmation to
the new carrier. BdllSouth systems have been programmed to recognize a change in loca
provider by keying on the DCR datafound on the“D” service order. Alternately, asingle
change (“C") order may be issued to switch an end user to adifferent LSP, rather than
“D” and “N” orders. Single“C” orders are used for “Converson Asls’ or “Converson
As Specified” orders when a Bell South customer goesto a CLEC or an end user goes
from one CLEC to another CLEC. Single“C” isnot used on moves or change of

location.

Once the service order is completed, afileis generated by SOCS and sent to a 3™ party
that sends the letter to the disconnected CLEC. This|letter is generated and is mailed
within 48 hours after posting of the complete service order. The disconnected CLEC is
provided the Account/Teephone number after the order ports as complete to another
CLEC or BdlSouth, asindicated by the DCR. Theletter is mailed to the billing name
and address asindicated onthe “D” or single“C” order. The codes provided on

BdlSouth’s disconnect natification reports are as follows:

DISCONNECT REASON CODES
CODE DEFINITION
RB Resdler to BdlSouth
RT Rexdler to Redler
SE End User switched in error
AS Abandon Station
CB Facility-Based CLEC to Bell South (NonDesigned Only)
CcC Facility-Based CLEC to Facility Based CLEC (Non-Designed Only)

Thereis aso awebste that lists aLoss Natification Report. This website provides the

same information as the letters mailed to the CLECs. Information provided viathe Loss

71
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Noatification Report istimelier and provides for same-day notice of orders processed
transferring end users between locd service providers. This information can be viewed at

https://clec.bellsouth.com/. The website is secure and each CLEC' sinformation is

accessible by only authorized representatives with passwords. Passwords can be obtained
from the CLEC' s Account Team. BelSouth has plans to discontinue the use of the mall
out notice to CLECs by the third quarter of thisyear. At that time, notice will be

available in atimelier manner via the web report as has been previoudy described.

Additiondly, an dectronic disconnect notification report is available to CLECs, and is

described in the testimony of Rondd M. Pete.

DESCRIPTION OF BELLSOUTH PROCESSES FOR CLEC ACCOUNT

ESTABLISHMENT AND BILLING DISPUTES

PLEASE DISCUSS HOW BELLSOUTH HANDLESBILLING AND COLLECTIONS
ISSUES AND DISPUTESWITH CLECs.

Specidized groups within Network and Carrier Services-Customer Services handle
billing and collections for CLEC accounts. The Billing and Collections group is
respongble for billing and collections for loca interconnection and for UNEs billed
through the Carrier Access Billing System (CABS). Additiondly, the Billing and
Collections group is respongble for billing and collections for resde and for UNEs billed
through the Customer Record Information System (CRIS). The Billing and Collections
service representative is respongble for: billing investigations, interdepartmenta

coordination of hilling issues; trestment and collection; dispute resolution; and records
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corrections, if necessary. The Billing and Collections Group supports al 1XCs and

CLECs across dl nine states utilizing the same processes and procedures.

HOW DOES A CLEC SUBMIT A DISPUTE?

A CLEC submits a billing dispute to the Billing and Collections group. The preferred
method for submitting adisputeis viaa CLEC Billing Adjustment form. The sarvice
representative in the billing group investigates and andyzes the dispute and notifies the

CLEC of the resolution viaa CLEC Billing Adjusment Response form.

WHEN DOES BELLSOUTH BEGIN COLLECTION ACTIVITIES?

Coallections activities begin when there is a baance due from a prior month's bill.
Activitiesmay be initiated by the CLEC, or by the service representative in the Billing

and Collections group. If the CLEC does not pay the past due balance, make acceptable
payment arrangements, or honor previoudy arranged schedules, the matter is escdated
within BellSouth. Escaations are handled in the following order: Billing Operations
Manager; Billing Operations Director; Operations Assistant Vice President - Billing and
Collections; and Operations Vice Presdent — Network & Carrier Services- Customer

Sarvices.

If payment is not received as aresult of the escalation process, the issuance of service
ordersfor the CLEC isdiscontinued. The Billing Operations Manager notifiesthe
following organizations of thisaction: the Account Team; Provisoning, Electronic

Interface System Group and other impacted Bell South organizations. Once payment is
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received or satisfactory payment arrangements are made, the Billing Operations Manager
sends an urgent notification to dl the previoudy notified parties, usudly viatelephone,
advisng them that service order processing for the CLEC should be resumed. An

electronic message is sent as afollow-up to the telephore cdl.

WHAT HAPPENSIF ALL EFFORTS TO COLLECT PAYMENT HAVE BEEN
EXHAUSTED?

After dl collection efforts have been exhausted, the Discontinuance Executive Approva
and Natification processisinvoked. The following offices are contacted for gpprova and
notification to discontinue al services to the CLEC: Operations Vice Presdent—
Network & Carrier Services—Customer Services, Vice Presdent—Network & Carrier
Services—Customer Services, State President (impacted states); President—Network &
Carrier Services, State General Counsdl; Attorney responsible for Interconnection; and

gppropriate Regulatory and Externd Affairs representatives.

Once gpprova for discontinuation of service to the CLEC is obtained, a certified letter is
sent to the CLEC, advising of the action to be taken. The letter includes such informetion
as the disconnect date for CLEC customers, the outstanding balance due and a summary

of CLEC respongbility to their end user.

When payment is received or when acceptable payment arrangements are made with the
CLEC, the Billing Operations Manager sends an urgent message to the Provisioning
Manager in the LCSC viatelephone, advisng him or her to restore CLEC services and to

resume processing service ordersfor the CLEC. An dectronic messageissent asa
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follow-up to the telephone call. The Provisoning Manager coordinates the restoration

efforts and resumes processing the CLEC' s manual or dectronic orders.

DOES THIS CONCLUDE YOUR TESTIMONY?

Yes.
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Glossary of Terms

ACAC - Access Customer Advocacy Center

AE - Account Executive

AN - Account Number

ASR - Access Service Request

ATM - Asynchronous Transfer Mode

ATN - Account Telephone Number

BAPCO - BdlSouth Publishing and Advertisng Company
BBS - BdlSouth Busness Systems

BOCRIS - Busness Office Customer Record Information System
BRC - Business Repair Center

CABS - Carrier Access Billing System

CLLI - Common Language Location Identifier

CO - Centrd Office

CRIS - Customer Record Information System

CRSG - Complex Resde Support Group

CSM - Customer Support Manager

CSR - Customer Service Record

CWINS-Customer Wholesa e Interconnection Network Service Center

DCSC - Data Customer Support Center

DD - DueDate

DOE - Direct Order Entry

DSAP - Didributed Support Application Program

EAN - Exigting Account Number



10

1

13

14

16

17

18

19

21

23

24

25

EASC - Equal Access Service Center
EATN - Existing Account Telephone Number
ECD - Edimated Completion Date

EDI - Electronic Data Interchange

EDI/SSL 3 - Electronic Data Interchange over Secure Sockets Layer 3

ESD - Edimate Service Date

ET - Electronic Technician

EXACT - Exchange Access Control and Tracking System

FACS - Facility Assgnment and Control System
FCD - Frame Continuity Date

FDDI- Fiber Digtributed Data Interface

FID - FHed Identifier

FOC - Firm Order Confirmation

GSST - Generd Subscriber Services Tariff

GUI - Graphica User Interface

HTML - Hyper Text Markup Language

&M - Ingdlation & Maintenance Work Group
ICB - Individud Case Bass

ICSC - Interexchange Carrier Service Center
INP - Interim Number Portability

INSSC - Intdligent Network Services Service Center
LAN - Local AreaNetwork

LCSC - Locd Carrier Service Center

LENS - Loca Exchange Navigation System
LEO - Loca Exchange Ordering System
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LESOG - Locd Exchange Service Order Generator
L1SC - Loca Interconnection Service Center
LMOS - Loop Maintenance Operations System

L NP - Local Number Portability

LOA - Letter Of Authorization

LON - Loca Order Number

LAUTO-LNP Automation

LPIC - Loca Presubscribed Interexchange Carrier
L SR - Loca Service Request

M A - Maintenance Administrator

M ARCH-Mechanized Automated Recent Change
MLT - Mechanized Loop Testing

N& CS - Network & Carrier Services

N& CS-CS - Network & Carrier Services - Customer Sarvices

Navis Core - UNIX-based GUI used to configure and monitor a Cascade Network

NMLI-Native Mode LAN Interconnection
OBF - Ordering and Billing Forum

OCN - Operating Company Name

OCO - Overdl Control Office

ODUF - Optiond Dally Usage File

OSPE - Outsde Plant Engineering

PDF - Portable Document Format

PF - Pending Facilities

PIC - Presubscribed Interexchange Carrier
PJS- Project Specidist
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PLT - Private Line Services Tariff

PON - Purchase Order Number

POTS - Pain Old Telephone Number

PSPRC - Payphone Service Provider Repair Center
PSPSC - Payphone Service Provider Service Center
P/SIM S- Product/Services Inventory Management System
PTD - Plant Test Date

RAO - Revenue Accounting Office

RB - Trdffic or orders traveling from a Resdller to BdllSouth
RCMAG - Recent Change Memory Adminidration Group
RG - Routing Guide

RNS - Regiona Negotiation System

ROS - Regiona Ordering System

RSAG - Regiona Street Address Guide

RT - Traffic or orderstraveling from a Resdler to another Resdller
SAC - Service Advocate Center

SCR - Screen

SD - Sysem Designer

SE - Switched in Error (error code)

SOCS - Service Order Communication System

SOER - Service Order Edit Routine

SONET - Synchronous Opticad Network Ring

SONGS - Service Order Negotiation System

SPOC - Single Point of Contact

SQM - Service Qudity Management
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13

14

16

17

18

19

21

23

24

25

SSI& M - Specid Service Inddlation & Maintenance Technician
TAFI - Trouble Andlyss Facilitation Interface
TAG - Tdecommunications Access Gateway
TIRKS - Trunk Inventory Record Keeping System
TT - Tedting Technician

TUF - Trandation of USOCs and FIDs

UNE - Unbundled Network Element

USOC - Universa Service Order Code

VAN - Value Added Network connections

WCO - Routing Control Office

WFA - Work Force Administration

WFA-C - Work Force Adminisiration-Control

WM C - Work Management Center
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LCSC Complex Service Representative Training
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LCSC Billing/Resale Initial Training
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LCSC Billing/Resale Initial Training
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The BellSouth Start-Up Guide

BellSouth Interconnection Services
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© BellSouth 2000

This document is intended to reflect, in as accurate a manner as possible, current BellSouth
start-up and activation processes. BellSouth Telecommunications, Inc., and its subsidiaries,
affiliates, officers, directors, and employees are not liable nor responsible for inaccuracies which
may be present in this documentation. Please report any discrepancies you may find to the
assigned Account Team.
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Version History/Control

This section reflects modifications, enhancements, and/or improvements made to the CLEC
Start-Up/Activation process. As changes are made to this process, this document will be

updated accordingly.
Section Date/Issue Description
All March 2000/Issue 1 e Initial Issue
12.6.2 June 2000/Issue 1.1 * Added footnote related to Tennessee late payment charges
e Removed Treatment Date, Payment Arrangements, and Payment
Not Received Sections
e Adjusted wording of the Refusal for Additional Service Section
to reflect a typical CLEC contract
12.6.3 June 2000/Issue 1.1 e Adjusted wording of the Reasons for Billing Dispute
Adjustments Section to reflect the current state
e Removed Interest on Adjustments Section
e Expanded the Dispute Resolution Follow-Through Section to
clearly define the when an adjustment will appear on a bill
6.5.1.1 December 2000 Issue 1.2 e Clarification of Basic Service Features
6.7.1.1 December 2000 Issue 1.2 ® New Unbundled Dark Fiber graphic inserted.
6.7.3 December 2000 Issue 1.2 e New detail on Ordering Information table
6.9.1.2 December 2000 Issue 1.2 e Clarification of Basic Service Capabilities and Restrictions
6.9.2.1 December 2000 Issue 1.2 e Clarification of Equipment Arrangement details
e Clarification of Space Preparation — NRC
e Clanfication of Power — Removal of AC and DC detail
e Removal of Co Carrier Cross Connect— NRC and RC
¢ Insert Cable Record charges
694 December 2000 Issue 1.2 * Addition to Installation Intervals
6.10.1.2 Decemb er 2000 Issue 1.2 e Clarification of Basic Service Capabilities And Restrictions
6.10.2.1 December 2000 Issue 1.2 * Removal of application fee details in Equipment Arrangement
6.104 December 2000 Issue 1.2 e Change in Installation Intervals to follow PUC or FCC
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The BellSouth Start-Up Guide 12/29/2000
Issue 1.2 Section 1.0

1.0 Introduction

1.1 Preface

BellSouth Interconnection Services has designed its Competitive Local Exchange Carmer
(CLEC) documentation to help CLECs do business with BellSouth. Documents within each
area of BellSouth’s CLEC business model provide appropriate introductory and process
specific material. This Start-Up Guide provides both Resale and Facility-Based CLECs the
information necessary to begin a business relationship with BellSouth.

1.2 Purpose

The Start-Up Guide contains general, and useful information introducing the CLEC to the
specifics of working with BellSouth. Since the intent is for the CLEC reader to use the
information contained in this guide for insight on how to do business with BellSouth, the guide
makes references to more detailed documentation as appropriate. Whenever possible, a Web
site link is also provided. (NOTE: It is highly recommended that CLECs have access to the
Internet and the World Wide Web because BellSouth provides large amounts of important
information to its customers in this format.)

1.3 Audience

This guide is wrtten for Resale and Facility-based CLECs initiating business with BellSouth
Telecommunications, Inc. Except where necessary, this guide does not differentiate between
Resale and Facility-based CLECs.

1.4 How to Read this Guide

Each section of the Start-Up Guide addresses a topic in which a CLEC will need to become
knowledgeable as the relationship with BellSouth is initiated. Although it is recommended that a
CLEC read the entire Start-Up Guide, the sections are designed so that the reader can refer to
an individual section for information on a particular topic. For example, if the reader is
interested in knowing more about BellSouth’s CLEC Training program, he/she can refer directly
to the CLEC Training section of the Start-Up Guide.

The sections of this guide are organized as follows:
e Overview of BellSouth’s CLEC Program

e Opverall Start-Up Process Flow
e BellSouth & CLEC Roles & Responsibilities
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The BellSouth Start-Up Guide 12/29/2000
Issue 1.2 Section 1.0

Activation for Resale & Facility-based CLECs

Local Interconnection Services for Facility-based Carriers
Electronic Interfaces and Gateways

Requesting Customer Service Records

CLEC Training

Business Process Overviews

BellSouth Resources & Contacts

Appendices

Overview of BellSouth’s CLEC Program

This section provides an introduction to the CLEC’s relationship with BellSouth. It offers a
high-level overview of BellSouth’s CLEC program and describes generally some of its various
components.

Overall Start-Up Process Flow

This section describes the major activities that a CLEC participates in during start-up/activation
with BellSouth, beginning with the “Initial Contact” phase and continuing through “Support for
CLEC:s Utilizing OSS.”

BellSouth & CLEC Roles & Responsibilities

This section outlines the key roles BellSouth plays and the responsibilities the company has 1n its
relationship with the CLEC. It also covers the key roles the CLEC plays and the
respo<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>