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I. BY THE INDEPENDENT MONITOR
A. Statement

1. On March 16, 2009, the Independent Monitor ordered Qwest Corporation (Qwest) to perform a root cause analysis on Performance Indicator Definition (PID) and product category MR-6A UBL SUBLCO.  (This Maintenance and Repair PID measures the mean time to restore service for unbundled loops at the Sub Loop level.) 

2. The Independent Monitor order was issued under the Colorado Performance Assurance Plan (CPAP), which authorizes the Independent Monitor to require Qwest to perform a root cause analysis “if Qwest is repeatedly penalized for failing to meet the performance requirements under any given PID.”
  

3. The Independent Monitor requires a root cause analysis for PIDs and product categories where Qwest has made penalty payments in five of the last seven months of the study period and the total penalty payments for that period are over $10,000.  The Independent Monitor has found that limiting the inquiry in this manner focuses attention on those PIDs and product categories where there have been recent repeated performance failures and where the amounts of the penalty payments are significant.  

4. The study period of this review was period July 2008 to January 2009.
  Qwest’s reports showed that, for MR-6A UBL SUBLCO, it paid penalties in six of the seven months of study period.  Total penalties for the period were $11,486.

5. On March 30, 2009, Qwest responded to the March 16, 2009 Order.
  On March 31, 2009, Qwest filed an Errata amending its root cause analysis.
  No other comments were filed in this proceeding. 
6. In this order, the Independent Monitor accepts Qwest's root cause analyses and concludes that no further action by Qwest is necessary.  
B. Qwest's Root Cause Analysis

7. Qwest explains that the MR-6A performance indicator measures the timeliness of repair, focusing on how long it takes to restore services to proper operation.  The suffix “A” indicates that the indicator applies to repairs requiring a dispatch of a technician within Metropolitan Statistical Areas.
  
8. Sub Loop Unbundling in the Colorado 271 PID is a separate product category from Unbundled Loops.  An Unbundled Loop is a transmission path that provides a connection from the Qwest Central Office to the end-user’s premises.  The Sub Loop, which is comprised entirely of copper wire or copper cable, is the distribution portion of a loop that provides the transmission path from the feeder cable outside the Central Office to the customer’s premises.  The Sub Loop includes inside wire owned or controlled by Qwest.  As Qwest points out, a Sub Loop consists of facilities that constitute a small portion of a loop that might comprise an Unbundled Loop. 
9. Qwest states that it failed to meet the performance requirements for two reasons.  First, the company did not apply the correct statistical test as called for in the CPAP Section 6.4.  Second, Qwest notes the missed performance involves only one Competitive Local Exchange Carrier (CLEC), which Qwest asserts triggered the penalties when it improperly submitted some of its trouble tickets.
1. Application of the incorrect statistical standard

10. In this root cause analysis, Qwest explains the history behind the creation of MR-6A UBL SUBLCO and the applicable provisions of the CPAP.  When the CPAP was created, Sub Loops did not exist as a separate product category.  As a result, there was insufficient data to create variance factors, which are used to compare Qwest's performance supplying the wholesale product to its performance providing the retail analog product.  Notwithstanding that limitation, Sub Loops were deemed Tier 1A products in the CPAP.  These are products determined to be the most critical and most likely to be relied upon most heavily by smaller competitors.
  The methodology for Tier 1A parity calculations is set forth in CPAP Section 6.0.
11. As Qwest points out, Section 6.4 of the CPAP specifies how to measure performance for PIDs lacking variance factors.  That section provides that for any Tier 1A measure where variance factors have not been developed or where there are insufficient data to develop such factors, the relevant measures shall rely on the statistical methodology and parity standard in CPAP Sections 4.0 and 5.0.  Those sections evaluate performance on a month-to-month basis.  For Tier 1A measures with variance factors, the CPAP requires a rolling six-month average.
  
12. Qwest's root cause analysis shows that for the July 2008 to January 2009 study period, it had 18 trouble reports for Sub Loops, all from the same CLEC.  
13. Qwest notes that there were only two trouble tickets for the retail analog, ISDN BRI,
 for the six-month periods defining the six-month average for each of the months in the study period.  One ticket, in February 2008, was the only ticket in the rolling six-month averages in which it existed.  Thus it became the “six-month average” standard that Qwest applied to the July and August 2008 Sub Loop results.  Similarly, the sole September ticket became the standard applied to the September 2008 through January 2009 Sub Loop results.
14. Qwest states that it mistakenly applied the six-month averaging and variance tables to the Sub Loop repair measurements as if they were Unbundled Loops, rather than applying the parity standards under Sections 4.0 and 5.0.  

15. Because each month’s Sub Loop average repair interval exceeded the ISDN BRI retail analog, Qwest improperly determined that it had missed the MR-6A UBL SUBLCO standard and unnecessarily paid penalties in six of the seven months of the study period totaling $11,486.

16. Qwest claims that had it applied the statistical methodology of CPAP Sections 4.0 and 5.0, there would have been no performance misses and penalty payments in the study period.  Under these sections, the standard is determined on the basis of each month’s retail analog result (in this case, ISDN BRI), on a month to month basis, rather than the six-month average.  Where there are no retail analog volumes, there is no standard for the particular measure involved.  Qwest notes that in the study period, the only repair ticket for ISDN BRI was in September 2008, a month in which there was no Sub Loop repair ticket.  Accordingly, Qwest asserts there should have been no performance miss in any of the seven months of the study period, and thus, no penalties.
17. Qwest notes that the Sub Loop product is also measured under MR-3.  This PID applies a 24-hour threshold for repairing out-of-service trouble reports.  Qwest notes that, for the Unbundled Sub Loop product, its average repair intervals in each month of the study period were less than 24 hours.
18. In the future, Qwest intends to apply CPAP sections 4.0 and 5.0, when measuring performance for MR-6A UBL SUBLCO.
2. Other Factors Affecting Qwest's MR-6A UBL SUBLCO Repair Performance
19. Even if it were proper to apply the six month averaging and variance tables, Qwest found another factor, which if eliminated, would have reduced the number of misses and the amount of payments well below the Independent Monitor’s threshold triggering a root cause analysis.  Qwest determined that eight of the 18 repair tickets issued by the CLEC were for no dial tone (NDT).  By definition, however, Sub Loop service does not include Qwest provided dial tone service and is not used by CLECs in any manner that involves dial tone.  Qwest's repair processing did not detect and exclude these tickets.  Had these tickets been excluded, there would have been no performance misses in three of the seven months and the total payments would have been less than $10,000.
20. Qwest intends to examine its repair processes, as part of routine training, to help reduce occurrences of the situation represented by the eight NDT tickets.
C. Independent Monitor’s Opinion

21. The Independent Monitor accepts Qwest's root cause analysis.  No party objected to Qwest's analysis.  As a result, the Independent Monitor finds reasonable Qwest’s explanation that its application of the wrong statistical standard resulted in the penalties paid for MR-6A UBL SUBLCO.  In addition, Qwest's proposed actions, to apply CPAP Sections 4.0 and 5.0 to MR-6A UBL SUBLCO and to review its processes to catch improperly coded tickets, appear reasonable.  
22. As a result, the Independent Monitor concludes that no further action by Qwest is necessary.
II. THE INDEPENDENT MONITOR ORDERS THAT:

1. Qwest Corporation’s March 30, 2009, as amended March 31, 2009, root cause analysis is accepted.
2. This Order is effective on its Mailed Date.

Respectfully submitted, 

______________________
Thomas G. Barkin

Independent Monitor 
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