BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF COLORADO

DOCKET NO. 02M-259T

IN THE MATTER OF QWEST CORPORATION'S COLORADO PERFORMANCE ASSURANCE PLAN.

ORDER OF THE INDEPENDENT MONITOR ON 
QWEST CORPORATION’S ROOT CAUSE 
ANALYSES ON PERFORMANCE INDICATORS 
BI-1A UNE RESALE, MR-5A UBL DS1, MR-5X UBL DS1, MR-6D UBL ISDN, AND OP-4E EEL DS1

Mailed Date:  October 10, 2007

I. BY THE INDEPENDENT MONITOR

A. Statement

1. On August 14, 2007, the Independent Monitor issued an order on Qwest Corporation’s (Qwest’s) root cause analyses on the following Performance Indicator Definitions (PIDs) and product categories:

· BI-1A UNE Resale (This Billing PID measures the time to provide recorded usage records.)

· MR-5A and MR-5X UBL DS1 (These Maintenance and Repair PIDs measure the report rate of all trouble cleared within four hours for DS1 unbundled loops.)

· MR-6D UBL ISDN (This Maintenance and Repair PID measures the mean time to restore service for unbundled loops at the ISDN level.)

· OP-4E EEL DS1 (This Provisioning PID measures the installation interval for enhanced extended loops at the DS1 level.)

2. In the August 14, 2007, order, the Independent Monitor accepted Qwest’s root cause analysis.  The Independent also required Qwest to report on the feasibility and resources involved in eliminating the misses of BI-1A UNE Resale that occurred when flat rated resale services converted to measured-rated commercial products.  In addition, the order directed Qwest to submit its schedule for implementing process changes to improve installation times for the EEL DS1 product and its plans to align the standard interval with the measurement interval.

3. On September 12, 2007, Qwest submitted its Response.

4. In this order, the Independent Monitor concludes that no further action is required to address the payments imposed under BI-1A UNE Resale that resulted from conversion of flat rated UNE service to a measured-rated commercial product.  Further, the Independent Monitor concludes that no further action on installation times measured in OP-4E for EEL DS1 and plans to align standard and measurement intervals.

B. Qwest’s Response

1. BI-1A UNE Resale

5. BI-1A UNE Resale measures the timeliness with which Qwest provides daily usage records to competitive local exchange carriers (CLECs) and requires Qwest to provide the records within the same time or better as Qwest retail.

6. In its Root Cause Analyses, Qwest indicated that the performance problems for the study period are attributable to guide conflicts, human error, and issues associated with conversion from flat rated to measured products.  The Independent Monitor accepted the first two explanations and required additional information on the third reason.

7. The third reason involved conversion of a flat rated resale product to a measured rated commercial product.  Performance impacts occur because Qwest's system generates usage records on the last day the service is classified as flat-rated.  When the system tries to provide measured records to an account with a flat rated service, an error takes place.  Delays in delivering usage occurs because the records must be investigated and manually released.  Qwest notes that it is delivering usage records for a flat rated product that does not require usage records.  

8. According to Qwest, the delays were relatively short and infrequent.  Qwest indicated that when this problem occurred previously, it did not warrant a system change because it did not harm the CLEC involved.  Due to the recurrence of this issue, Qwest re-examined the feasibility of, and resources required for, changes to mitigate future impacts.  Qwest’s September 12, 2007, response describes the results its review of the problem.

9. Qwest found that it was not possible to prevent the records from being generated on the day of conversion without failing to meet its commitment to convert the service on the conversion date.  Qwest determined, however, that it is able to prevent the ineligible records generated on the day of conversion from being included in the performance reporting and to eliminate the appearance of false performance failures.  Qwest estimates the effort to implement the system and process changes to be 1,000 person hours over a period of four to six months, at an estimated cost of $60,000 plus or minus 20 percent.

10. Qwest has not implemented the required steps to address the problem because it contends the incidences associated with the conversion issue are not service failures.  It notes that any record generated on the day of conversion is attributed to the CLEC that owns the flat rated account.  Usage records are generated when there is a conversion to a measured account.  The delay in the delivery of daily usage records is counted as a miss under BI-1A because Qwest's internal processes do not reassign ownership by time of day on the day of conversion.  According to Qwest, the inability to recognize the conversion is the result of using legacy provisioning and billing systems.  While counted as a miss under the CPAP, Qwest contends that the delivery of the usage records to the owner of the flat rated account is not a service failure because such owners do not need or require usage records and are not harmed when the records are delayed.  

11. Qwest asserts that while it is paying penalties under BI-1A UNE Resale for this type of conversion, the resources required to implement a solution are not sufficiently justified by the harm to require Qwest to remedy the problem.
2. OP-4E EEL DS1 

12. OP-4E measures the timeliness of Qwest's installation of services for customers, focusing on the average time to install service by measuring the average interval (in business days) between the application date and the completion date for eligible service orders.  The performance measure excludes orders with customer requested due dates greater than the current standard interval.  This exclusion ensures that customer initiated impacts on intervals do not influence Qwest's ability to meet the measurement standard.

13. Qwest's analysis found that a primary cause of its performance failures is a difference between the agreed upon measured average interval of six days in Zones 1 and 2 and a published standard interval of eight days in Zone 2.  In addition, Qwest identified delays due to facility issues, such as lack of facilities that contributed to CPAP payments.

14. In July 2003, Qwest agreed to change the OP-4E EEL DS1 submeasure to a standard of six business days.  The agreement was based on the existing EEL standard interval of five days in Zone 1 and a planned reduction to eight days for Zone 2.  However, the standard interval remained at eight days with a target to provide Zone 2 EEL DS1 circuits in six days.  Thus, the standard interval and the measured interval differed by two days.  Unlike other product categories in OP-4E, there is no time to allow for averaging within the calculation to consider orders that must extend beyond the measured interval.

15. In September 2006, both CPAP payments were the result of facility delays that increased the average interval to miss the benchmark by less than a day.  

16. In its root cause analysis, Qwest noted that it was reviewing the delayed order process and addressing process changes to improve cycle times for delayed orders.  These changes were targeted for July 2007.  Qwest also indicated that it was planning to align the Zone 2 interval with the standard interval for Zone 1 orders.  With these changes, Qwest asserted that the Zone 2 EEL DS1 CPAP payments would be significantly reduced.

17. Pursuant to the August 14, 2007, order, Qwest submitted its Response showing its schedule for implementing process changes to improve installation times for the EEL DS1 product and its plans to align the standard interval with the measurement interval.

18. The Response indicates that the process improvement to improve cycle times for delayed orders would be completed in September 2007.  Qwest also stated that interval alignment would be complete in October 2007.

C. Independent Monitor Opinion

1. BI-1A UNE Resale 

19. I agree with Qwest that the negligible harm to CLECs under the conversion scenario described above is not sufficient to require Qwest to expend the resources required to implement a solution that would eliminate BI-1A UNE Resale penalties.  I note that BI-1A UNE Resale was selected for a root cause analysis because Qwest made CPAP payments in six of the seven months of the study period totaling $29,196.  If, at some point, Qwest determines to remedy the conversion problem to avoid the CPAP penalties, it may do so.

2. OP-4E EEL DS1 

20. Assuming Qwest has implemented the process improvement and interval alignment as described in its Response, no further action is required.  Future results should demonstrate the effectiveness of Qwest's measures to reduce penalty payments.

D. The Independent Monitor Orders That:

1. Qwest's Response dated September 12, 2007, is accepted.

2. No further action by Qwest is required.

3. This Order is effective on its Mailed Date.


Respectfully submitted, 


   THOMAS G.BARKIN   


Independent Monitor
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