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I. BY THE INDEPENDENT MONITOR
A. Statement
1. On October 20, 2008, the Independent Monitor ordered Qwest Corporation (Qwest) to perform root cause analyses on the following Performance Indicator Definitions (PIDs) and product categories:

· MR-5A UBL DS1 (This Maintenance and Repair PID measures the report rate of all troubles cleared within four hours for DS1 unbundled loops.)
· MR-6E UBL DS1 (This Maintenance and Repair PID measures the mean time to restore service for unbundled loops at the DS1 level.)
2. In addition, the Independent Monitor ordered Qwest to evaluate and report on the increase in the total level of penalty payments for August 2008 compared to prior months.  The total amount of penalty payments for August 2008 was $62,640.  In comparison, the average total monthly penalty payments for the other seven months of 2008 was $10,945.  For the prior eleven months, the average was $10,654.  Qwest was directed to explain why the total amount of penalty payments increased so dramatically and describe the steps it is taking to improve its service quality.

3. 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.”
  

4. The Independent Monitor directed Qwest to conduct the root cause analyses because its CPAP report indicated that Qwest was repeatedly penalized for failing to meet performance requirements for some PIDs and product categories during the study period, February 2008 through August 2008.
   

5. On November 10, 2008, Qwest responded to the Independent Monitor’s October 20, 2008, order.
  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 Analyses
Differences In Trouble Reporting Processes

7. Qwest reported that the analysis process used for MR-5A UBL DS1, and some of the findings, mirror those reported in Qwest's response to the Independent Monitor’s May 2007 Order.
  That proceeding examined Qwest performance from September 2006 to March 2007.  Qwest asserted that the performance failures were the result of inherent differences between wholesale and retail DS1 trouble reporting.  It claimed that the differences, while not discriminatory, caused increased Performance Assurance Plan (PAP) payments.  Qwest indicated that some of the penalties were due to inconsistent handling of after-hours dispatch tickets in dispatch centers.  Qwest indicated that it was implementing additional training to reduce the number of tickets improperly recorded as missing the four hour commitment.  The Independent Monitor’s August 2007 Order accepted Qwest's analysis that there were no discriminatory processes for handling after-hours repairs.  

8. In this root cause analysis, Qwest once again has determined that the payments are not caused by unequal processes, but rather, stem from differences in customer behavior.  
9. One difference that Qwest notes is that wholesale and retail customers have different timeframes for submitting DS1 trouble tickets.  Qwest states that its July 2007 Response showed that the Competitive Local Exchange Carriers (CLECs) report a disproportionally larger percentage of trouble tickets after normal business hours than do retail customers.  The same pattern continued into the study period here.  For August 2008, 37 percent of wholesale DS1 tickets were submitted after hours compared to 21 percent of retail DS1 tickets.  
10. Qwest compares the August 2008 results for three CLECs to show the relationship between after-hours trouble reports and penalties.  Qwest presented the following data to show a direct correlation between the percent of after-hours trouble reports and the amount of PAP payments. 
Comparison of After-Hours Trouble Tickets and MR-5A UBL DS1 PAP Penalties
August 2008
	
	Percent Of Normal Business Hours Trouble Tickets

	Percent Of After Hours Trouble Tickets
	MR-5A UBL DS1 

PAP Penalties

	CLEC 1
	56
	44
	$4,328

	CLEC 2
	63
	37
	$1,682

	CLEC 3
	70
	30
	$0


Overall PAP Payment Increase For August 2008
11. The total amount of penalty payments for August 2008 was $62,640.  In comparison, the average total monthly penalty payments for the other seven months of 2008 was $10,945.  Qwest notes that 62 percent of the total August 2008 PAP penalties were for misses of maintenance and repair performance indicators.  In addition, August 2008 penalties account for the majority of payments for MR-5A (78 percent) and MR-6E (62 percent) UBL DS1 during the study period.
12. Qwest focuses on non-Qwest caused factors to explain the increase in penalties in August 2008.  In addition to customer behavior, Qwest cites three factors to explain the increase.  Those factors are:

· Significant weather events in Colorado.
· A cable cut in Longmont, Colorado.
· Tier 1A calculations that are required by the CPAP to compare one month of CLEC results to six months of retail results.
13. Qwest reports that, in August 2008, there were two significant weather events involving excess rain.  It states that the events generated high ticket volumes in all products.  MR-5A for wholesale DS1 and retail DS1 both showed a significantly higher number of misses compared to other months in study period.  
14. In addition, Qwest notes that the proportion of after hour-tickets to normal business hours tickets was far higher for wholesale DS1 than retail DS1.  In other words, the two weather events caused both higher volumes for both products, as well as a larger disproportion of after-hours tickets for wholesale service.  Qwest explains the disparity by the way CLECs process trouble tickets.  It determined that the larger CLECs have automated ticket issuance systems that generate tickets at all hours, when their systems detect circuit variances.  In contrast retail customers tend to contact Qwest during normal business hours, when they detect a circuit problem.
15. Qwest also identifies a non-Qwest caused cable cut in August that adversely affected the MR-6E (mean time to restore) results for wholesale DS1 results.  Qwest notes that restoral times for a cable cut affecting multiple lines tend to be longer than restoral times for line-by-line troubles.  While this cable cut affected wholesale DS1 circuits, it did not affect retail DS1 circuits.  Qwest asserts that, “The luck of the draw in this instance spared retail DS1 circuits.”
  There were three CLECs impacted by this cable cut, generating $10,590 in MR-6E payments.  Without the cable cut tickets, the associated PAP payments would have been $428.
16. Finally, Qwest notes that the Tier 1A variance parity and payment calculation methodology exaggerates the differences between wholesale and retail performance.  A single month’s wholesale results are compared against a six-month average of retail results, including a specified amount of deviation set forth in the CPAP variance tables.  Qwest claims that when time sensitive and volume sensitive measures are involved, weather events in a single month are more likely to show larger negative impacts on the wholesale calculation than the averaged retail calculation.  Qwest asserts that the intended purpose of the variance table approach, of providing a more stable standard to compare wholesale results, has an unintended side effect when significant weather effects occur in a single or a few months.  Qwest calculates that, if the six month average were not used, the MR-5A UBL DS1 results for August 2008 would have been $2,455, rather than $7,866, a difference of $5,411, nearly 70 percent lower.
C. Independent Monitor’s Opinion
17. The Independent Monitor accepts Qwest's root cause analysis.  Qwest conducted an investigation and could find no unequal or discriminatory differences in the way it handles wholesale DS1 trouble reports.  Because none of the CLECs filed comments in this proceeding or in the previous proceeding examining MR-5A UBL DS1 penalties, it is reasonable to conclude that they do not object to my finding that Qwest's explanation is sufficient.  
18. In addition, I find reasonable Qwest’s explanations that non-Qwest caused factors—weather related events, a cable cut affecting CLEC circuits and not retail circuits, and the averaging methodology for calculating retail performance—adversely impacted Qwest's payments.
19. Finally, I note that the August 2007 Order also addressed a high level of MR-5A UBL penalties.  In that proceeding, as here, Qwest indicated that some of those penalties could be explained by disparities in the timing of trouble reporting process between Qwest and CLECs.  Qwest provided data that indicate a correlation between after-hours tickets and MR-5A UBL DS1 penalties.  However, Qwest's analysis only suggests a cause.  It does not explain operationally why the relationship exists.  As a result, it is unclear what steps Qwest could take to reduce or eliminate penalty payments due to after-hours trouble tickets that do not reflect actual performance failures.

20. The Independent Monitor concludes that no further action by Qwest is necessary.
II. THE INDEPENDENT MONITOR ORDERS THAT:

1. Qwest Corporation’s November 10, 2008, 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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� Response To Order Of The Independent Monitor Requiring Qwest Corporation To Perform Root Cause Analyses On Performance Indicators MR-5A UBL DS1 and MR-6E UBL DS1. November 10, 2008.  (Qwest Response.)
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