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Dear Mr. Rudibaugh:

THCbig
Encloscre

—derry Rudibaugh, Chief Hearing Officer
Arizona Corporation Commission
1200 W. Washington Street
Phoenix, Arizona 85007

Re.  Consolidated Cost-Arbutration

e
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- Pursuant to your procedural order in the above-captioned matter,
MClmetro AZZess Transmission Services, Inc. submits the ci;rect testimony of
Michael Hydock, including a signed affidavit

Very r.miy yours,

Thomas H Campbell

cc: All parties of record {Consolidated Cost Docket)
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RENZ JENNINGS,
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Docket # U-3175-96-479
# E-1051-96-479
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| SERVICES, mc FOR ARBITRATION " U-2428-96-417
- WITH US WEST emummnoﬁs INC E-1051-96-417
| OF INTERCONNECTION RATES, TERMS, U-2752-96-362
| AND cmmmows PURSUANT TO E-1051-96-362 -
| 47 US.C. §252(b) OF THE 1-3016-96-402 -
| TELECOI cauows ACT OF 1996 E-1051-96-402
| U-3021-96-448
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1J-2432-96-503
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! Q. WHAT IS THE PUR? OSE OF YOUR TESTIMONY?--

considered at the Federal Communications Commussion (FCC). In that
position [ developed MCI's regulatory policy on a number of federal
issues, including access charges, price cap regulation, and universal service
issues. I reviewed Local Exchange Company (LEC) and other parties’
filings at the FCC and wrate direct and rebuttal submissions on MCI's
behalf. During this period I also worked directly for MClmetro, MCU's
local service initiative group. I provided MClmetro wm: economic;—
financial, and regulatory gu;tiuz;;ce during their start-up phase. Since 19935
I have been working with the Western Region Law and Public Policy
organization. During this time W{ have devettped policy for MCI with

respect 1o its interest in entering local exchange marketplaces in the

territories of U § WEST and Pacific Bell. 1 have been involved in local

B

competition rulemakings, MCImets certification procacdil;és, Section 252

negotiations and arbitration proceedings, and follow-up generic costing - -

proceedings in 2 number of states. [ have offered-testimony in Various
regulatory proceedings in Oregon, Colorado, Arizona, Utah, Jowa,
Minnesota, and Nebraska. :

R

| A. The purpose of my testimony is the following: to review the material filed by U
S WEST to support its proposed charge; to explain why CLECs should not be
required to pay for the existing OSS interface deployed by U S WEST; to—
examine oﬂ;cr shortcomings of the U S WEST proposal; and, to provide MCI’s

policy recommendations in this docket.
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1. ECONOMIC AND PUBLIC POLICY ISSUES

WHAT IS THE MAIN PUBLIC POLICY ROLE OF THE TELECOM ACT
OF 19967

The Telecom Act of 1996 was designed 10 open all telecommunication service
markets to new or further competition. Local markets were designated as |
monopoly markets that must and shn;i-é be open-to competition. As a related
item, Rcéfo;nl Bell Operating Companies were allowed to enter the heretofore
prohibited market of interL ATA communication services, once they had proven
compliance ;izh ;wcheekitgl of items designated by the Act. —

WHY IS THIS ROLE OF INCREASED COMPETITION IN THE PUBLIC

Competition brifigs about increased social wetfare lc'vfels and a more market-
driven allocation of societal resources. Consumers who are faced with the ability
to chose suppliers of a service are faced with increased choice and relatively
lower prices then if they werefaced with a single provider of a needed service.
By having multiple providers, consumers have the ability to send signaiQ-;;;
producers of that service, through their purchases from one or another vendor.
Producers qiiickly adapt to consumer desires by offering the choices that
consumers are requesting and price;—ma: customers are willing to pay. In a quest
for increased profits and gnhanced shareholder value, produters will seek to
provide those services in a least cost manner, USing the most efficient means of

production. —
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WHAT ARE NCNRECURRING CHARGES?

™

i
t

A Nonrecurring charges, or costs, (NRCs) are assessments made by the ILEC w
new entrants 10 cover costs that are not related to the costs associated with the direct use
of tie service, but rather are associated with one-time events related to the provision of

the service. For example, ILECs normally charge retail customers a service order

charge that is ostensibly related to the costs of opening an account, provisioning the
services, and ultimately uninstalling the account information.—1LECs also charge

interexchange companies (IXCs) for similar processes associated with the provisioning

W O W O W e W

resse—— -

of access orders and circuits. So, one main category is associated with the provision of

service(s) at the beginning and end of a customer=s subscription to a service.

et

A secend category of nonrecurring costs relates to development costs associated
with re-engineering systems and provisioning techniques as firms enter new markets and |
new enviromnents. For examnple;-in order to enter the ILEC’s market, a new CLEC
need o0 build and deploy systems that will allow them to;_ provide pre-ordering and
servite order-information for their-customer service represematives; determine and
arrang® for the physical provision of telecommunication service and repair of that
service; and, provide mechanisms to measure and bill for services rendered. CLECs
will necessarily build 3 ems 1o perform any style ofentry they pursue C resale, UNESs,

-

b S
R s

and owned facilities.

e

Some ILECs have recently contended that a categt;g of costs called competition_
onset costs@. should be recoverable by the ILECs. Although the exact cost items vary
by ILEC, some examples include the construction of Operational Support Systems to

support resale and UNE deployment, :estructuring of network architectures to provide

5 ADB24681
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for UNEs, and other items associated with the changes mandated by the

Telecommumications Act of 1996,

3§
4 Q. HOW CAN NONRECURRING CHARGES IMPACT THE LEVEL OF

s |  COMPETITION IN THE LOCAL EXCHANGE MARKETPLACE?

é A. To address this question. one must _ixamf_ne the ﬁkcly‘dyaamics of the local exchange
. |

8

9

marketplace and the development of competition in the long distance marketplace. In
the initial stages of competiticn in the long distance marker, carriers that entered that

market did so with a thres-pronged strategy of using resale, leased facilities, and their

i0 own build-outs to enter and grow into the long distance industry. There are two very 77
1 rational reasons for this type of strategy. In the first pla;e, few firms have the access to

, 12 1 the levels of capital needed to quickly overbuild, ;vith owned facilities, and existing N

] ’* 13 large-scale selecommunicmimsnmtwork. MCI did not have the financial ability to .

overhuild AT&T in the short run in the early 1980°s, and new entrants to the local

exchange marketplace do not have access to capital to replicate the $160 billion of plant

in service held by current ILECs. In the second place, telecommunication firms
entering the mzrkexplacewii;«bc faced with marketi;:the‘ir services against the scale
and scope of ubiquitous ILEC services. To have some hope of penetrating the ILECs=
‘market share, CLECs + 'L be required to provision services that establish large  —
foatpri?!s of geogaﬁca& coverage in these new markets.

WHY IS A LARGE FOOTPRINT REQUIRED FOR MARKET ENTRY?

New enmrants that desire to offer a wide range of services to a variety of consumes will

-3

wish to make market inroads as quickly as possible. To enable this market penetration,

new entrants will find it necessary to intensively market and promote their offerings.
The most effective and efficient means of doing this will be on a mass scale, through

print and broadcast alterratives. Since these are generally available on a media markets

6 ADB24681




basis, new entrant, will require the opportunities of using resale and unbundled

poct
i

elements, in addinion 1o the own facilities to provision their new local customers. If
these were unavailable, or uneconomically available because of high NRCs, new
entrits would find 1t difficult, if not impossible to deploy widely available services. In
ather words, new entrants would need to market on 2 metropolitan-wide basis at a
minimum, and in order to fulfill service orders would have to have some way to

provision services in.liew of an entire-over-build of the ILEC network. Lack of

economically viable wholesale and UNEs would manslate into an a situation where new

entrants would incrementally build out networks and micro-market to specific buildings,

W e W O W e W

city blocks; or residesitial neighborhoods as facilitieswere deployed.
WHY WOULD SUCH A FACILITIES-BASED SOLUTION BE INEFFICIENT?

e
CE T -1

.. 1n the first place, the new finn would-face the Catch-22 situation of either building out

—
[ 8

.‘ 13 an entire network, wcrbuii&ing the exist;ng ILEC network, before marketing to the
14
15

i—-16

region, or building and micro-marketing on an incremental basis. In that case, the new
entrant would need to attract the extensive capital required to build a network, and
forego the revertue from the project until there was significant coverage to begin masket
area-wide marketing. In cither case, the level of competition ;ﬁhin an area would only
slowly develop, or be delayed for a significant amount of time.

HOW DO NRCs€RE..TE BARRIERS TO ENTRY AND MINIMIZE THE
LEVEL OF COMPETITION?

This can happen in 2 number of ways, either indépendently, or in many ways
cumulatively affecting the level of competition. In the first instance, NRCs can be set

at abnormally high levels that serve-ss a barrier to entry to new CLECs. An exam;;le of

24 such 2 NRC would be the charges associated with establishing a collocation presence in
25 the ILEC central office. Normally the costs of cage construction, power, HVAC, ;nd
26 other items have exceeded $50,000 for some ILECs. Small CLECs, with few customers

7 ARB246E)
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1o achicve the cconomies of scale necessary to recover these costs, are essentially priced
out of the market. The second manner in which NRCs can serve as a barrier to entry
relates 1o the existence of high NRCs relating to customer acquisition through resale
channels or inordinately high NRCs associated with the leasing of UNEs. If these
NRCs are higher than what the ILEC charges its own retail customers, or if these

charges are in excess of the costs of performing the service, new enirants can be forced

into a‘price squesze situation.

| Q. WHAT IS A PRICE SQUEEZE?

i

A. A price squecze can exist when a dominant firm is able to raise its competitors costs of
pmidinmice at or above the retail market rate for the sa'mc service. Under this
”mcnﬁm competitors are unable to eamn a competitiVé return and often will neur a loss
by providing a retail service. By priving NRCs at rates far in excess of what they
charge their own retail customers, ILECS are able to impose a price squeeze on
competitive providers of local exchange services. gm;;; the ILECs actual costs of
providing NRCs C its direct economic costs -- are significantly less than the rates it is
propasing 1o charge new sntrants, the Company has the economic incentive and ability
4- to impose » price squeeze on competitors, while eaming a healthy profit for itself.
Q. HOW WOULD A PRICE SQUEEZE WORK WITH NRCs?___
A. _A.simple numerical txample makes clear the harmful effects of such a price squeeze
| Assume that the ILECs rates for basic residential exchange is $15.00, and the -
nonsecurring charge associated with the establishment of service is $30.00. Now
assume that the unbundled platform is available for a combined element price of $13.00,
and the NRCs assessed against the CLEC for Jeasing the unbundled elements required to

provide local service are $200.00.

8 ABB24681
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In a competitive framework for local exchange services, 1t would be anucipated
that customers wall migrate between service ptgvidcrs not unlike the way in which they
change carriers in the long distance marketplace. ln the long distance market, it is not
uncommon for casriers to churn 50 percent of their customers in a given year. With the
plethora of promotional offerings and various pricing plans, along with the ease of
shifting from caffier w carrier, interexchange customer churn can be seen as the
example of what will occur in the local marketplace. Since this is likely to be the case,

i _ new CLECs will be forced to recover the nonrecuring charges they face over a

shortened time harizon.

b

In the case just described, a CLEC would seek to recover the NRCs over a

I
' 12
e

period of 24 months. Thus, their effective monthly cost of providing the unbundled
platform, and necovering the NRC imposed by the LEC would be $13.00 plus ($200 /
24 months}-or $21.32 per month. This would compare with the ILEC=s own costs of
$15.00 plus ($30 / 24 months) or $16.25. In other words, based on the ability of the™ 4

ILEC 10 expor high costs onto the CLEC, the CLEC could not price its services at or

below the ILEC withou ncwrring a financial loss on each and every customer.

.

e e 118 the present case, US WEST Qould charge new entrants a $0.68 fee each and
| every time a CLEC attempied to retrieve information from a U S WEST-based source
of data. Alt;a-ugh U S WEST has not clearly delineated how it would assess such a
charge, it is clear that if the CLEC needed to perform several database queries before it
could even market to a customer, the charges could add up quickly. Moreover, it is a

charge that U § WEST=s own retail arm would not have to pay.

9 ABB2488)
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| Q.

WOULD THE CLEC NEED TO RECOVER OTHER COSTS?

Yes. The CLEC would still need to recover its own marketing, sales, nerwork and
bill'g costs.  In addition, the CLEC would probably need 10 pay for collocation with
the ILEC. These charges would be in addition to the approximately £5 per month price

exaernal costs would exacerbate the price squeeze. T —

CAN IMPUTATION REQUIREMENTS BE USED TO ALLEVIATE THIS PRICE

SQUEEZE? — )

Impuiation is ofien touted as a mechanisim to avoid this price squeeze issue. However,

impuiation cannot alleviate the dangers of a price squeeze under the ILEC nonrecurring |

charge structure, where the charges are significantly priced above direct economic cost.
Imputation is merely a pricing requirement, that is, it requires the ILEC t:; treat its price
to othercauriers as its priceso itself. It simply has no effect-on the costs the ILEC
faces. lu other words, 1o comply with the imputation mle.:, {LECs will impute to their
prices the nonrecurring charges that the company imposes on CLECs. Imputation alone
will not efiminate the 1. SC=s ability Qimpase”s-price squeeze._[mputation is
ineffective so long as input functions are priced above direct economic cost.

WHAT IS YOUR UNDERSTANDING OF THE ITEMS U 5 WEST IS SEEKING
COST RECOVERY FOR IN THIS PORTION OF THIS ACC DOCKET?

U S WEST is seeking recovery for the costs it is incurring to give itself the
interim ability to accept orders and provision the resale services and unbur;dled

elements it is under obligation to provide pursuant to the Telecommunications

10 ABH246E
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Act of 1996. It appears that U § WEST envisions deploying an interface

_—
4
oo <

between its internal systems and the back-office functions of the CLECs, as
depicted on page 5 of the Direct Tesumony of Dean Buhler, and further
described on page 10 of his testimony. Specifically, U S WEST is requesting
cost recovery for its start-up costs associated with both its interim OSS gateway,
charactenized by U § WEST as its "human to computer” interface, and its
longer-run solution, the "computer-to-computer” interface. U § WEST is also

asking for recovery of its ongoing maintenance costs for the interim OSS

- T - R D - L I T VO R

gateway. - v

otm———
-

10}
11 Q. CAN CLECs ORDER RESALE AND UNBU:‘.’;:I»:}LED ELEMENTS WITHOUT
12 - . THE USE OF ANY PROPOSED INTERFACE SYSTEM? -

3 -

14 § A No, there must be seme manner in which CLECs can interface with the LEC in order to

;s | receive-from the LEC and provide to the LEC the necessary information to facilitate™

16 sales and provision.services of these résold services and unbundied elements. U S~

17 WEST controls all the infomaﬁo; about its monopoly customer base, and the B

18 availability of its network deployment. Without access to the OSS of U S WEST,

; 9 CLEC saies and service representatives will not be able to c}::_temnine what services and

20 functionality are available for resale at 'givets locations, whether UNEs-are avaitable for
o — § paxﬁ:;x!ar customers, how quickly a service or % can be provisioned for a customer,

zzw or when a service or UNE is down and how long it will take for maintenance and

33 service to attend to the problem. Without knowing this information, CLECs will be

24 precluded fronoffering comparable service to what U S WEST can offer its own

25 customers.

26

i1 ABB24681
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Q. IS IT YOUR OPINION THAT THE GATEWAY TO THE OSS SYSTEMS OF U
S WEST 1S A MONOPOLY?

I~

- BN - L I

A Yes, because the sysiems are accessing required information that only US WEST has,
| and because the interfaces will be designed, owned, and operated by the same
incumbent. Consequently, for public policy reasons, these interfaces, in termus of their

design, construction, and cost recovery, should be closely reviewed.

' Q. PLEASE EXPLAIN WHAT YOU MEAN BY THIS.
10 |
11 | A Cenainly. Becaase the development and the operation of the system will be totally
12 |
13
13
15
16
17
18
19
20 |
2 |

-

under the incumbent's control, the ACC must carefully evaluate the plans of U § WEST
with regards to this interface system. This Commission must pay careful attention to
the level of expenditures that U S-WEST claims ts necessary to deploy these systems, as

well as the ongoing maintenance that will be claimed for_support.

e s oot

[ -

Tt is clear that U S WEST will have every inceéntive to overestimate the costs
and export this cverestimate of expense to its new business rivals through

charges that will ve inordinately excessive. Sinee U S WEST is proposing to

recover some of these costs under _a per transaction fee assessed only on CLECs,

this will credl® 3 cost burden that U S WEST does not face, only the CLECs.

—

23 Mareévet, US WEST is attem;ting to recover costs for deploying a system that
24 |
25

26 |

has not been accepted by MCI as a means for providing parity-level access to
the U § WEST 0SS system information. At best it can be categorized as an

emergency patchwork provisioning system that cannot handle the required level

12 ABB24681
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“§ i of information for full fledged electronic-based ordering of resale and unbundled
z -2 : network elements.
3 |
§ 4 | @ WHAT ARE MCI'S ORJECTIONS TO THE U'S WEST PROPOSAL?
s

=% = § | A MCI finds several aspects of the U S WEST proposal.ia be problematic. In the first

- ? 1 instance, U § WEST is atempting to recover costs associated with an interim interface

8 that is not complete in coverage, requires 1o much manual intervention, and cannot
_ o | adequately handic the existing small burden placed on it, never mind the increasing -

arders for resold serviees and UNESs that-will be part of the local exchange marketplace
in the future. Most recently, MCI has petitioned the Colorado Public Utility

}
-t L
- O

Comumission to extend its demdline for providing residentiatresale service in the U S
WEST temitory in Colorado because of fatal deficiencies in the interim interface. This

foe
b

A

is an interface that MCI has not supported, has been found by other ccmfngssiun's to be -

- g
th b

unsuitable as an access mechanism to U S WEST's OSS, but has been forced upen new

L
72}

| —— entrants by U S"WEST as a quick fix to its responsibilities to offer AND PROVISION —
resold services and unbundled elements as part of the Telecom Act of 1996, - |

o
|

———

yor
o

Artached 10 my testimony is The filing m?ée by MCI in Colorado, which
delineates the problems with U S WEST's interface. It provides the 'p;artinem

information regarding the deficiencies that extst-frrthe existing interface, the lack
—  of documentation that has been provided by U S WEST, and the threat such an
- interface would pose on the perceptions future customers would have on new

entrants that attempt to use such a system. ~

13 ABE2S81




Secondly, the U S WEST proposal provides for no controls over the amount of

.

3 |
5 |
7|
|
9 |

money expended to build and operate gither interim interfaces, or the permanent
"computer - to - computer” interface. Under the U § WEST proposal, MCI and
other CLECs would be required to underwrite possibly large expenditures that U
§ WEST claims were used to provide for the interface. U S WEST could
expend funds on ipternal systems improvements, under the guise of developing
— an interface Tof CLECs. Under that scenario, U'S WEST could charge CLECs
the transaction fee for cost recovery associated with improving its own 0SS
systems. In essence, U S WEST is proposing a cost recovery mechanism that —
wili«;; virtually impossible to pt;liicc‘ In order to improve upon this weakness,

U S WEST must provide that independent auditors will verify the expenses

o claimed under any recovery mechanism allowed by this Commission:

——

Q. WHAT COMMENTS DO YOU HAVE REGARDING THE JESHMONY

| PRESENTED BY U S WEST WITNESS DEAN W. BUHLER? N

| A M. Buller makes Sevezal statements with which MCI wishes to take issue. In the first
instance, Mr. Bubler antempts 1o conve@ the imprission, on page 3 of his testimony, that -
the U S WEST gateway-isr“real-time" interface‘.“ In fact, the current OSS gateway
offered by U S_'WEST, their fn:exc:nnecﬁon Mediated Access (IMA) interface, is not

real-time at all. Rather, it is comprised of a series of servers, gateways, and security
levels that preciude the notion that this interface can be thought of as "real-time."

Moreover, many functions performed by the interim WEB-based solution are manual in

sature.

14 ABB2¢681




Moreover, this commissiop must evaluate the claims that U S WEST makes with

e d
L]

LT - - B - L B - A R o

respect to s access to OSS. The systemn interface explained by Mr. Buhler is
merely one step, albeit a necessasy step, in providing access to this Telecom-
mandated element. However, U 8 WEST must provide back-end processes such
as business rules, staff training, user documentation, product documentation, and
the availability of help facilities to support the new entrants’ use of the

interfaces. -

U S WEST, through Mr. Buhler's testimony on page 6, claims that U § WEST's

o
[ =]

deployment of.its IMA supports most of the functions necessary to support

i
ik
e

resold basic single-line service. This by itself is clearly nol adequate to support
resale by CLECs. In the first insiance, not all functionality is supported. In the

second instance, the interface does not support Centrex, trunks, UNEs, and other

oot
[l [
W

design services such as private lines. Therefore, the existing system can only be

s
o+

categorized as a system that is only partially compliant with the FCC's directive.

—
& W

- Alsd, Mr. Bubler-explains that U S WEST has not completed_is computer-to- |

computer interface because national standards are not complete. MCI would like

o et
-

fo point out that ~ational standards for pre-ordering are not yet complete, but

standards for ordering and electronfe bonding are, in fact, complete.

PR

oot
N

bt
<

———-
b — —

Q. WHY DUES MCI OPPOSE THE U § WEST TRANSACTION CHARGE?

S

e
om——

| A Essentially, MCl cpmmﬁe charge because it is being assessed to provide an interim

NN
.

system that does not fumction well enough to provide the support for timely and equal

ordering and provisioning of resold services and UNEs. In other words, CLECs will be

[ 2ed
W

paying transaction fees for inferior access to OSS.

b
[+
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, Q. 1S THIS RELATED TO THE CHARACT ERISTICS OF PARITY AND NON-
v DISCRIMINATION THAT FORM ONE OF THE UNDERLYING THREADS OF
THE TELECOM ACT?

Yes. The Telecom Act requires that the resold services and access 1o UNEs be
provided on a basis thaf provides that new entrants will receive services and be able to -
obtain UNEs on the same basis as the ILEC's own retail arm. This-wdild mean that a

new competitor would have the same level of access to information as the internal saies

P EIRCI- NV R

agents of U S WEST. In-ether words, in whatever manner and umelmcﬁ U%WEST .
WEST data, new entrants® sales reps shauld have the same level of accessibility. The
same would hold true for the new entrants’ billing and network adminisﬁ;;ﬁgp

employees.

DOESTHEUS WIEST SYSTEM OFFER PARITY?

. -
"

[

No. My understanding is that U S WEST will not be interfacing to their systems

thsough :he:r gateway, | Lw: rather directly as they do now. New CLECs.} howevcr, will
be forced to use this substandard interface until such time as U § WEST readies its -
elecironic "computer - to - computer” interface. Even at that point, it appears that U S

WEST will use its-oxisting methods to access its OSS.

e

Q. 1S U S WEST COMPLETELY CORRECT WHEN IT STATES THAT CLECS
WILL BE THE ONLY BENEFICIARIES OF THE INTERFACES TO BE
DESIGNED? '

16 ABB24681
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{ A, The key words for an analysis of this issue are "users” and “beneficianies.” It is quite
- 9 true that new CLECs will be the only users of the proposed system interfaces,
3 particularly since U S WEST will continue to utiize its own proprietary access to the
3 existing OSS. However, this ignores the larger aspects to this issue. In the first
[ wstance, all consumers in Arizona will benefit from the deployment of these interfaces,
6 as competitive alternatives will not develop as quickly if these interfaces are non-
I ﬂmcuona!::art priced at rates that exceed costs even if they are functional. As these
8 | interfaces are deployed and new entrants can order and provision resold services and
- l,__UNE*based solutions, competition will become more rombust, driving down prices and
10 | T;scrming value and choices for all consumers, not just the CLEC customers. . -
- 1 |
13 A second bencﬁcmyﬂs U S WEST and its shareholders as well. Under the
13 | Telecom Act, local markets were directed to be opened to competition. At the _
14 | _same time, Congress established the procedures under which U S WEST and the
15 _ other regional Bell Operating Companies could enter long dxstuncfm This can L
16 occur once U § WEST meets the faurtéan point checklist and receives the

17 necessary approvals under the Act. Once U § WEST therefore makes available
T its services for .. ale, makes available its network on an unbundled basis, and -

19 | provides the ability for new entrants to actually order and provision those -
20 elements, then U S WEST is nble to receive-the benefit of entering m—r;gxé_J

long ‘distance — 2 benefit that U S WEST and sther RBOCs lobbied vigorously
22 . for in the months leading up to the passage of the Telecom Act. Essentially, U -

S WEST receives direct benefits from its ability to provide access to its OSS to

-

24 § third parties.

| GENERAL MCI POLICY ON NRCs

17 ABB2es81
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COSTS PROPOSED BY U 5 WEST IN THIS DOCKET.

‘ A. The non-recurring per transaction charges put forth by U S WEST should recover only
the forward looking expenses associated V;'ith an interface that actually provides some
semblance of parity with U S WEST"s own access to its OSS, and is built in
conformanct with the growing body of national standards. In particular, the costs
associated with the functions related 10 the transaction-type activities should be based
upon processes and systems that are efficient and forward-looking, and construction and
deploymedit of the iaterface should utilize competitive bidding techniques. Care must be
excrcised by this commission to prevent the doabi;;ec-ovew of the costs associated with

1 - these activities and to ensure that the Act’s standards of nondiscrimination are met.

" The investmrent costs associated with the access to OSS §ystems should be

recovered in a competitively neutral recurring charge.  Anything other thana

competitively neutral cost recovery method will handicap thelevel of i

competition, or simply make it unprofitable to enter the local marketplace.
Therefore, MCl -vould suggest that the cost recovery for NRCs bf spread over
all potetial beneficiaries of the US WEST 0SS development, both the CLET
éustomers as well as the [LEC’s customers. This type e;_f: recovery.is both—

logical and miwmipaﬁy rational since OSS systems are to be used by the U 8

WEST for the operation of their own networks and the internal provision of their

retail services as well as by CLECs.

18 ABBI4e81
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In this docket, U § WEST has suggested that start-up costs for the interfaces it
will deploy be recovered on such a competitively neutral basis. MCI would

agree that this presents a useful approach in the recovery of these costs.

Another method to minimize any detrimental impact on competition and allow
for fair and just recovery of TELRIC-based charges would entail the appropriate
amortization of the investment costs of new OSS systems. The cost associated
with the investments for these OSS systems should be recovered over the

projected lifetime of the asset and from all users of the asset, through a recurring

pmetnd
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19 |

charge. Based on MCI's review of U S WEST's cost support for-these charges,

it can be stated there are no good estimates of how large these investment costs

-will acrually be. The level of cost support provided in this filing is minimal.

These proposed NRC costs, even if they are quite large, if recovered over the

projected lifetime of the OSS systems (e.g., a minimum of 10 years - or 120

months) and over all lines in the U S WEST temritory, would come out to 2 very

" small monthly per line-number. Using ®ven an excessive estimate, for example,

one billion dollars spread over ten million lines for 120 months is onl; $0.80 per

month. U S WEST, however, is expecting a three year recovery of its costs,

which certainly will not match up with the expected lifetim&Use of these _

interfaces.

Moreover, some, but probably not all, of these investment costs already are

captured by the Hatfield model and its TELRIC, since a portion of OSS costs

are included in the General Computers ARMIS category, which is picked up by

the Hatfield model. Also, there should be no separate charge for the recovery of

costs associated with cleaning up existing databases. The up-front costs, even if

19
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5 i in the hundreds of millions of dollass, will be more than made up in lower
s -2 : operating costs as a consequence of less fallout.
) 4 | @ WHAT DOES MCI RECOMMEND THE ARIZONA CORPORATION
s |  COMMISSION DO IN THIS PHASE OF THE DOCKET?
i e | -
, «{% 7 ;: A MCI recommends that the ACC disallaw cost recovery for this interim interface. US
8 é WEST could be entitled to cost recovery if it were for the deployment of a electronic
E - 9 dam interface that meets t!xl. needs of its cumpctxtors and if it were deployed in
10 hmnony with the suméardﬁ being developet-in mdustry fora. However, since thcm
- 11 interface at the present time is unusable for the large scale ordering and provisioning of
12 resale and UNEs at some level Ef pamy with U § WEST’ §.‘;nwmal systems, cost
B recovery should be precluded at the present time.
14 -
15 | By withholding cost recovery at this time..the ACC will ;nccut U S WEST+e
16 | —  design anideploy interfaces that are ameptzbic 10 its captive customers for this
17 | + formation. The ACC should require that U S WEST fulfill its obligation
18 under the FC'. rules and the Telecommunications Act of 1996 and develop
19 1§ electronic interfaces for use by CLECs. Once those systems are constructed, and
20 demonstrated to be able to hanélc large-scale ordering, provisioning, and
21 maintenance, then US WEST can revise and refile-its'request to recover ;c costs
by ] — associated with the interface. ) B
2 - o
24 § Q. Does this conclude your testimony? )
25
26 A. Yes it does.
20 ABB2¢SS1
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1. Tum employed by MCI Telogommunications Corgorsfion as an Executive Staff
Mmlmsndhwsmwﬁm&eﬁhémmﬁmmyinmn of MCl in
Dockes No: U-3175-96-473, et al.
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SR A CERTIFIZATTZ 77 CEOVITE LIGAL

EXCHANGE SERVICE, IOTITE .F INTENTICN : DOCKET NO. 26A~267T

<5 EXERCISE IPEBATIINI “ITHORITY AND :
SERTIFICATE OF FUBLIT IOHVENIENCE AND
MECES3ITY. .
MOTION TO EXTEND REQUIREMENT TO BEGIN
PROVISIGN OF SERVICE BY RESALE OR THROUGH USE OF
UNBUMOLED NETWORK ELEMENTS -
SY MCImecTo AGCISS TRANSMISSION SERVICES, INC. N

MCImetzrs Accnis Transmission 3ervices., Inc. {"MCImetro”y

o

oz,

files this motisn W axtend the Colorado-Public Utilities -
Commission’s ithe ~TImmissicn” or “TPUCY) requirement., stated in *:
Decision Bo. ~97-4, 13 peqin I provide lccal exchange -

teleccmmunigat:sng Iervices by resale or rhrough the uf® of

T

cnpundled netwary omeatz o July 31, 1997, for resicent:ial

~ramaaan
—

-

~AEYLEnS Aan@ tn ot LE, (297, Inr Bus.inass services.
AS GROUMDS SR THIZ MOTICN, MCImecro .tates:
i. 8y Deciiwen Yo. €97-4, in Paragraphs B(1) (b} and (<),
HCImetrs 18 requised -3 begin %o provide local sxcharige -
Y ’
Teleccrmunicatiing iervizes wv resale or =nFTdugh zhe use of
unbundled recrwork slements on July 31, 1997, -for residential

3ervices ang n Juzoker U5, 1097, far husiness iervices. -
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5 L CUIMATT SSTenm. - mamtt, MOImEIII 3§ N5 ekl ampieq Lo

meaLn wnformacion 0@ TIIANLNG o ailow MCINeLID I access and

4se =he IMA system ©g <InIirm wnether Ine system .s sufficient to

e

1eStomers o0 ~-iprago. Only

»

sk law MCImerTo.So. Bruvi ia-eryile L0

-

within the 1280 LwWG =REsn T3S 3 WEST aven &silowea MCImetzo LO

e —————

i - -5
ooess mhe IMA u/stom. —
- T . e—
- Rl AP .w o . - " L - ey - » .
S LT RCDLEAL Guer L v Lunem Tad (mswh Tnat "ne

leficLenCles ace ewsn .arie than MCimetrr3” haa projected. An

—~glectronic interface Ts Yiirical zo MCImetro's ability €o provide

3 guality local procuct =3 ~slcrado consumers. U § WEST'S systen

does not work and certainly rannot suppcrt the volume of customer

:fansact;ens rhat MCImesrs axpects To generate. The artached

nefigavits @F T ann Fogovisn, HEtTY Johnscn,‘ﬁhdf?:m pricay, along

4icn the exhidilo T3 LONLR Lfflzavits, escrize WIlmerrt': -

—agfarts to OBLain nee: 3 .niirmation sn@ training Sor [MA, the

AUMELous ﬁefiﬁl;;cies .~ :the axisting IMA system, snd the status -
+f efforcs to devalep in siznrmative wnterface. e :

5. The preplum T 4N inadequacy is comtounded b i
.} 5 WEST’S recent announcement that .t will not te prepar;d to ¥
-oli suC intial =iectrinic interiace sumerinnalizy for pre-

-eseriig angd creerina oo cesaie uncll horil i 1383, Zee priday
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TMQT, i@eaQil.ne T reslienili. Tesd.e.
i.  Tur=mermare, 5 WESET .ill not provice fuil 20
functionality for pre-ordering ind craering far resale uyncil at

least the Fourth Quarter of 1998. Iee Pricay Afficavict ¥ 21,

This 1§ Six ronths after ~ne Turside 2ate af July ., 1998, chat

che 72UC estaglisned in Tecizicn No. ~57-140 for all cperations

supessT T/sgaTE- T e uize

pERE--

'8

= =zriiral izancards. The PO

——

Syscan can -e .sea niy LTl “*n»a*ce-..: ang grder.ny o-f resolid

products snd services. U 5 WEST.offers rmo automated system for

placform or nbuncled retwor® elemencs and has committed to no
dates for offering such & system. U S WEST's failure ts do soO

will prevent MCImetro frem complying with Ine CPUC’ 5 requirement

——

in fecision No. 797-3 that MCimetro provide local exchange

A" ——

o lesaEmEtisl zans sesvLzat thrsuah <he use of unbundled network
slements sh Soly 31, 1397, Zar resicential services and 2n
sctemer 1S, 1297, for iusiness servicés. -

¢. Tthe only alfernative that Y § WEST offers in the

[——

Foshtime. 18 -he [MA system for pre-ordering and ordering of

———

rescid producis and services and a manual process (involving

——

s

placiag orders by Zacsinmilel fap anbundled network elements. The
sttacned 2ffizavit of Susan Tavlor, whigh Jescribes scme =54

“Ci~pres’ s awzeriences when cimmencing ldcal service .n




alectranic SuUppoIT tyItem IIT SIIVIInNG Lacal zerviie using
~ .ppunsgled netwesy c.umenii. -
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"3liIIrnid. ZToVILeS -iampLeg L Th@ lavere loverse -=IL8CL3 N
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wrepomers TRAT CIn TeElll ITIM CIMTeAC.TI .iTEL 2 reeLz@ ~lIN &R
_aaueguate IUEECTT LITem. . TAVLaCT ! MrfL28VLT, .CNT WLlIN
-me aTher atLacnea ALI.3aviii. Jpeax c-r *namselvas. Together,
they Jdemonstrate ~hat 3 WEST mas failea to provide information

and :ﬁainiwé chat .35 sssent:al =0 using IMA and serving

sustomers: iMA 13 1% any =vent wnolly i1nadeguate for providing =

ncsm———

jocal service on a resale basis; &and U S WwEST offers no

6. In T3 or:gimal petition Ior ciarification, MCImetro

stated that U S WEST interface systems must 5e in-place and fully __ —

tested before MCImerrs's aevelopment cycle csuld commence. AS -
{1 S WEST witness Rokert Van Fossen stated poth in his prefiled
testimony and oral testimony in the consolidated arbitration
ptceeaﬁiég‘heatc wy =wis—Semmission, 5 WEST advised I ;;uﬁd

-

~nr “ave. T8 elesirinis weD-sil .arerface ta2sted until January

1, i997. Accorging o S WEST, that :nterrace, now rnown as -
IMA, would be the means by which RCimenr§ would bmd?ﬁ pre~-'*~
erdéﬁinq. crdering and provisicning, maintenance and testing, and
billing and collecticn ﬁer;zces for resold services and services | .

—

provided with undbundled network elements.

-
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_mgerface uATLL a2tz CLauary L. L387, une tne .nterface wouid be
.MCeSLAA Ly L.Ve U LTW.a3:I03 a4t That goihc. MCImetro axpected
-nat Lt would neea st .2ast sne full BDilling cycle of review and
restIng. U S WEST acxncwiedged that scme services would not be
awaxizﬁie threugh :he .ntezface before July .. 1997 :some
aaintenance and Testing Jervices), and November . 1997 (design

zerviCces whics aze 2ners../ sed oy Tusiness Justamags) .

T2
- - - —— “ - Y .
3. Reiying o c=e . mrermatisn grovizea oy U0 WEET any

e

making reasonable aiiuwances for unavordable celays, MCImerro

advised tie éﬁﬁg}ss;cn that the earlaiest possxblé date that

MCImerro could com

basis was July 31, 19%7. That §tart date was described as

t to offer residential-servile on a resale

P—

S
N

_ambitiocus. and 1t assumed full cooperation from U § WEST, as well

s o— os—
——

_3s the promised funciianal electronic :nterface.

3. MCImetrs .3 :emonstratea that tne grovis:ion of

g

nusiness services .0 4 resold or unbundled retwork element tasis

s

.5 much more compl:cated than the provision of residential™

o ——— natisisn

relephone service ind thus projected a later date “IOT provision

+f local sefvice 13 Pus:iress customers.

——.
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.avaisSReNT ICnecule o MELIn 240G Test .ntercices WJatnh U S

HEST. Suring That mtocess, D WEST suppost and zpec.fications

~agd te oe fully avarlacle =t MCImecro™s sevelecpment Leam.

1. Before whe I .sgipiisnea the deaalines fer —

B

MCImersd’ s commencement < lervice, MCImetrs also introduced

sylSence L7 LT3 ASSIIINTL IR nrIceeging  Jocket ‘o, EA-364T) of

[ B}

 m@ mIQEQUAC, I ., iTom. . enign 1IRCILINS Tust te feriimeaq
ayanualLy requising SAliU.luass to gerfcrm such non~autcmat&¢mn
rasks as completing craser jsnfirmation forms and sending them by
sacsimile to US WEST :r.oyping and re-t%pan information into the
~ computer system). The First Feport and Crder :ssued August 13,

1996-by the Federal fummun:cot:ions Commission 2oes nct allow for

PYp——— ee———

-ne use ¢f manual svetams ISy prdcessing ardérs, MCIlmetTn’'s MM

R

cxperiences .0 TaliiITmis o liher JUriseletiong nav

b ]

jemonstrated that manual :vstems are Inadequace. In gther states

where MCImetro nas besn ~ffaring resold-service using a highly

——t———-
JERR—, i,

Manuai process, Simpi¢ CusiTmer.migrations take up vz 35 days.

-n the arbitraticn grseeecing, CImetro showed that .t would not

- -

aiaspre:

be able to provaide servis $§ .1 a timely manfer as required by

w

“h1s t:mzssmn, SNfeciat Ty TINSURErS. and desired Ty MCImetro

-
. G oo
- o

csed & syStem «.in Tsnua. functioens.
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SCImetcs’ 3 a0L.ay T Teet JIIn a2 raqu.zément ~ould ce contingent
upon -he permanent ~ari1ffs asgopted by =his Commission :in Cocket

vo. 2€§-3131T cthe permanent IosSting and pricing docker) and
sampiezicn of Lnterconnection agreements. (Transciiph-g. 83,

1ines 4 shrougn 3. Neilher ~f the cockets addressing these

_ssues 3re CImpletaa ~itn o flnal Tommission ecisicn. Hear.ngs

weswsmpanc -
manim

-

_a Laocser tio. cal- U7 _lave Lmen ~ell Sul 3 faenai .eci3ion Wil

fs

not_likely De .ssued unt:i. July of 1867. That decision will
impact the discount rates presently S&t for cthe resale Qf TS .

#EST serviges. IZven assuming the necessary acerfaces and

operational systems were ¢35lly functicnal, any services provided

-

b

by MCImetro using !} § WEST approved interim tariffs as the

 celevant SOSCS are sublect ) 4 lrue-up CrOCess.. *herefore,

-3tes c-argeg =y WCimeczrs It resgld services may fe subject I3

L™

change sizer Zocket MNo. 353-331T. as-a result of rates adcptred in
that sroceeding.
13. More importantly, because 1) § WEST has not_met the Time

o

lines ~r proviged the fun ~.onalities that .z described in its
restizony in the_censolidated arbitraticn proceeding. the -
srojecsions that MCImecrs =<ade .n rel:ance ¢n that .aformatficn

regars.ny wnen Lt Iould “smménce .ocai -erv.ce in Colorago ~ere

-&
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==al $ySLEM iE not

ML LRARSTRANE UL L.EK nreVLags iy nra=IrIRring <d urSering

zapaprliTy I3r zesale. T . SEET mcw proiects that it will ot be

prepared to cffer 3 Ially ssnetional eiectronis operatcions

SuUppGTC system untili the faurth quarter 3f 1998. Even then,

network elements.

*¥., Tmeratare, The TLNe (.0e2S sgeaniishan 2y che C2mmission

mased on MComerrsT ZrIpACILIng In0y.d I@ wxtenced 5 reflect

i,

-
s

GFSnﬁﬁsr's current ostimated schecule or another seneduls Lhat

- ch& CPuc zmyos&& upon U S WEST. Althougn.MCImerro is opposed to

Sy W—————

delay aaaauae nCinecro wants t3 sarvew*acal customers as so0n a%
possikle, MCImetrs cannot control when U § WEST will provide a
sati‘ﬁa&@&ty operaticnal sugport systé% and cannot_provide

quality-service to customess-wntil such a system 1s availsble..

1%, Acgursing.y, CImecss 3sks the Tammission ID jrant this

mﬁﬁx&a arig ex&aaa cwe requirement states in Cecision No. C97~4 to

S
ey

ﬁﬁﬁiﬂ~##ﬁV15%ﬁﬁ»ﬂf loeal exchanee telecommunications services by

ressle or through the use of unbundled network siements on_July

- N S ’ V
T1, 1997, fer sesicdential services and un Octsber 15, 1997, for

business Services until U-S WEST has provided a satisfacvory
elacrronic 085 watesface f@r sre<narder.ng, ordering,

¥

provisioning, sng maintenance and rapa.r for all
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-impm SNO <houUnGled relWOrv siements.

s

resaie, 35 weii 8 IIT 20
16. I the immizsiin -10e5 NGT agree wikh U 3 WEST's
surTent SStimates .Jnecule 10U g;t‘:wxqu'a 3ystem te MCImerro,
tne CommiSsion snould .mpese an aiternate schedule on U S HWEST
and condition the cates by which MCImetrs will commence local
service in Coloraco :pon U § WEST s showing :ﬁg&f;n gas met that
schedule. Doing so will aveid motions such as this one, N which
MCTmerrs MuSt ieex 3n <xtaEnsion secause of delays caused by
T3 WEST, ana pzauﬁﬁ:::agragg far provialniy 3 saE;sfac:ary 19431
system upon The parT; «no Sears Li under state ang fegeral-law -~

-

U S WEST. Although -MCImetro 15 ready, willing, and able to

-

assist and cooperate .o the“aacessary development efforts, the
experience to date shows 03T .5 WEST needs more Lncent.ve

pefore those development efforts will be preductive.
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BEFGRE THE PUBLIC UTILITICS COAIMISSION IR
. FOR THE STATE OF COLORADO fr et THAS

Ld « -

1IN THE MATTER OF APPLICATION OF
MClimetro ACCESS TRANSMISSION, INC..

FOR A CERTIFICATE TO PROVIDE LOCAL
EXCHANGE SERVICE, NOTICE OF INTENTION
TO EXERCISE OPERATING AUTHORITY AND
CERTIFICATE OF PUBLIC CONVENIENCE AND
NECESSITY —

DOCKET NO 96A-267T

L i A

amr—

—

AFFIDAVIT OF ANN POPOVICH

§. ANN POPOVICH. being of lawtul age and having been duly swom, state:

s

“T 1am amanager within MC! Teigcommunications Corporation Mass Markets Local

-

Services Marketing Operations Group  In this role. | am responsible for managing the

implementation of local residential resale within the US West terntory M;responsiﬁilities

———

include cbtaining necesseey information from US West that will enable MClmetro Access . .

>

Transmission Services. fnc (“MClmetro™) 1o process local service requests within the US West

territory. | have been an MCI employee stnce March of 1986 My experience inlcudes

approximately six years of vendor management experience with various Regional Bell Operating

Companies and independent :elephone companies. - -

S~

2 To enter a focal market and H€gin to resell the services of an incumbent local
exchange carrier ("lLEé"). MClimetro must familianize itself with the ILEC s products and
features. as well as the ILEC's ordering, billing, and other processesTelating to the ILEC's
services. MClmetro cannot develop its own product offerings or train its own staff without a

detailed understanding of the ILEC s services and business processes  [n preparation for

N e
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provuing local senace 1heeugh resdie 1o residennal customers in Colorado. MClmetro has

auempted 10 gAin the necossary unaerstanging of the senices and processes of US West
Commumcations, Inc ("US West 1+ To ¢o s0. | have deait extensively with representatives of

US West over the past months.

3 Dunny that ume. MClmetro has tried every possible means to get US West 10
share with us informanion that l;;micai 1o MClmetro’s ability to affer local service 1o Colorado
customers. We provided 2 questionnare to US West 1o make its task of pmw'_éi—ng to MClmetro

information regarding resale as simple as possible. requested meetings: orgamized regular

comtierence calls, published and ucdated 3 hst or. “Rewsier. ” that summanzes actions that need tor

be taken, and followed up waih these nems with telephone calls and letters  The attached letter

S—

dated May 20, 1997 accurately summanzes many of MClmetro's actions. See Exhibit-A.

4 Despite these efforts. L'S West has failed to provide information that is essential

for MClmetro to offer a resale producs 10 customers in Colorado  The aitached letters dated 7

Aprit21, 1997, see Exhibit . and June 4. 1997, see-Exhibit C, accurarely describe this situation. -

Ee—

Necessary information that has been requested but not provided to MClmetro includes:

- {(a) Flecironic Street Address Guide {“*SAG™) and Zone Information:

US West has a computer database comtaining street addresses and zone information.

.

o~

Because prices in Colorado vary depending on the geographic zone in which a customer

s

_resides, zone information is essential for setting prices accurately. 1f a new customer

moves to Colorado and asks MCImetro 10 quote a price for local service, MClmetro

cannot do so without zone information

When US West's representatives need zone information, thev can simply access a

(1%
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computer database ang retneve the 1tormanon aimost instanianeously  When
MClmetro's representatives need zone informauon, however, they must manuaily search
through hundreds of pages of computer printouts. because US West prowvided 10

MClmetro a paper. rather than an electronic. copy of the zone information. The new

customer waiting on the telephone line dunng a search for zone information will be

— -

—  penalized for attempung 10 exercise a choice of local providers by having 1o wait a lengthy

w—

penod of time dunng that manual search  MClmetro needs electromc access to zone

__information, along with regular updates. beforgt can provide quality service to Colorado

- - .

customers - -

(b)  IMA Supporting Documentation: To use US West's Interconnect

oo—

———s .

Mediated Access ("IMA™) sysiem for pre-ordering and ordenng, MClmetro necds the

documentation that descnbes and explains the functions and requirements of that system. -~

- For example, when a computer operator makes an error using IM A. an error message —

— sometimes apPedrs on the screen  The nature of the error is indicated with a code, often

labeled as an “index” error  When this type of error occurs, MCImetro cannot correct the

o

-error because US West has not provided MClmetro with a list of those codes and their
meanings. US West operators can do so, because they have the error é:de. information.
Although US West provided half a day of “training“regarding the IMA system-JS West
did not explain detaifs relating 10 system functionality and error correction xechniqu;;
MClImetro has béen forced to use the “irial and error” approach to discover, leam, an; ’

investigate IMA’s funcuonality. Experience has shown that US West's own employees

who work at the help desk and are the designated point of contact for MClmetro are




untamibiar with operation of IMA

(<) Order Informatan: In addition 10 troubie-shooung questions about
IMA’s funcuionality. questions anse regarding the content of orders. particularty when
those orders have been rejected. US West has not provided a point of contact to answer
such questions For exampie. n one sutuauon. 3 US West representative tald MCimetro
___that LJS West was rejecting an order because the order contained an incorrect Universal
Service Ordenng Code ("USOC™) The US West representative refused to give
MCImetro the correct USQC, even though US West requires a USOC with every order,
and stated :h;:rUS Wast's Interconnect Service C enter | ~ixm;::iy processes orders nd
cannot answer questions  {Later, ot turned out that MClmetro had placed the correct code

_ T of'the order form. The form had been submutted by facsimale, and the US West

representative could not read the USOC  This 15 also an example of-the frailties of manual

processes, such as use of facsimiles )

()  Featnre and Penduct Training: Represﬁh:aﬁves of MClmetro must be

famshiar with US West's products and features 10 develop MClmetro's resoid product
offerings and 10 tratn their employees 10 provide quality service to Colorads customers.
US West trains its own employees about its features and ‘gf_gdm:ts'i'nd needs to make the

same information and training reasonably available 10 MClmetro's representatives who

must work with US West's sysiem, —

——

(¢}  Feature and Product Availability, PIC Codes, and Free Calling Area

Information: Feature and product availability, PIC codes. and free calling area -

information are also necessary o allow MClmetro to adequately provide local service
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For exampic. MClmetra neecs to hnow which services US West otfers within each central
office before MClmetto can resell those senaces and products MClmetro needs
dlectromc copes of the PIC cade. teature. and product intormanon 10 build functionality
into MClmetro's order entry system  Doing so wnil. reduce the manual re-entenng of data
feom the IMA and allow MClmetro to complete pre-order activities before submitting a
local service request  Free calling information is necessary 0 create _ééazm"c end-user

3. Thesc uems represent categones of requested informauon that remain outstanding.

Even when US West provides insormation to MEImetra. it 1s orten anter a protracted struggie to

———

obtain the informasion, includreg MClmetro’s escalating requests 1o upper-management of -
US West before an issue is resolved  For example, MClmetro waited several weeks for US West

10 provide to MClmetro idenufication cards that US West requires MClmetro to use 10 access its

—

IMA system. In the meantme, MClimetro was prevented from testing the IMA system.

- MClmetro was first able toaccess IMA less thamtwo weeks ago. Even assuming an issue suchas

this one is ultimately resolved. the delay in the meantime s costly to MClmetro and delays local

service to Colorado customers - -

oo —

6. Amnothes obstacle 1o providingHocal service has been the limitations and conditions

enrenen. m—

that US West has required betore-tiS West would even proceed with 1esting.  Naturaily,

MCImetro must test US West's ordering processes to ensure that they are operating before

MClmetro begins serving actual customers. Such testing does not involve actual local service

“because the participants are employees of MClImetro and no money is paid for the service.

Colorado taniff number 17 allows for such testing




. - ST ‘e
- — s . A o
b It - - 4 - i e S rmu o . T I o

b
i

MCImetro requested 3 resaie test in Colorado on March 131997 See Extubu D

-

_US West responded 1 two wavs that have prevented MClmetro from proceecing with necessary
preparanons Yor providing iocal serice in Colorado and have resulted 1 months of delay
First, US West attempted to impose substantial restnictions on the test that would
have prevensed a true test of the svstem  For example. US West proposed to limit the 1est to a

small number of lines. termunate tnal customers at the end of the trial. and restrict the type of

orders to plain old telephone service ("POTS™)  The attached letter dated Apni 16, 1997,

allow a true 1est ofshe svsiem and woutd leave MC ImiEro unprepared 10 serve 3 volume of

e —

customers or customers who desire semaces other than POTS  US West's proposed limits on the

-

1est would turn the first Colorado camsumeﬁo order ISDN or Centrex from MCImetro into &

guinea pig because US West would not aliow full testing of its system -

8 Second, US West retused for manths to allow any testing without a written

~ammiir

wmdicated that it was holding orders unuil 3 written tnal agreement was executed, MClmetro

responded that it was criuical that US West not delay the processing of orders because no written

- RIS

trial agreement was necessary  The attached letter dated May 9, 1997 accuratcly reflects

MCImetro's response  Sve Echibit F

e A o

——

9  —When limited testing finally began, several of MCimetro's test customers received

welcome. or fulfillment, letiers from US West. In the letters, US West thanked MClmetro's

customers for “selecting US West © An accurate copy of such a welcome letter is attached to this

Affidavit See Extubit G The potennal for customer confusion is obvious  When MClImetro's




)

1eg customers called US West tar ciantication. the confusion became even worse  MClmetro
.nformed US West on May 21, 1697, and by lenter dated June 3. 1997. that one MClmetro test
customer was told that US West s pracuce s to send these letters and later 1o resell the service t0
MClImetro and was also toid to call MClmetro about the problem MClmetro also noufied

US West that another test cusiamer recaved a gecond welcome letter glter he called US West
abnut xhe firs: letter  [Fthese hmm:x actual, instead of test, customers, the level of customer
confusion and harm to MClmetro’s reputation would have been substantal.

16 _The cumulative eiffect of all of US West's delays has been 10 severely impawr
MClmetro’'s ﬂﬁdiﬁmﬁ} serve Colorado customers  US Wes::}aiiure 10 prowde cnuical
mfmmm:f.. training, and tesung has ma::c n :mpowbie for MClmetro 0 develop products
determine and wanff prices, tran s mp!ayw in products, festures, and processes, test systema.
and generally take the steps necessary (o provide quality service 10 Colorado consumers. if
MClmesro is prevented from prowiding quzl:ty service as it begins its local serwice in Colorado,
the negative experience of :’Iol’éndo consumers may inhibit them from giving MElmetro of
ancther competitive local provider another cppornunity 1o serve them MClmetro wants
Colorads consumers (0 have a.chowce of !o;i prowiders That choice should be a meaningful

-

choice that will result in improved quality of scmce for !oczi customers

e e ag A, c ada. L\
-#mn Popovich !

SUBSCRIBED AND SWORN to before-me this __{)_ day of June. 1997

i \e CAT t‘.
Notary Public ./

./

e

wsé

By .
P il
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Jasman Espy _ <<by fax ana US Mail>>
Direczor - MCI Account T2am -
US WEST Commumcanuons

1801 Caiforma S¢. Reom 213

Denaver. CO 80222

-

Dear Ms Espy -

The Colorado Public Ltiliues Comrmussion { CPUC) has ordered MCIm to offer commercial
Reudennal Resale service oy Juiv 31 1997 MClImetro fully intends to meert this CPUC order, but

MClmetso requures speciic snrormaton rrom US West i order 1o propertv develop, price. and
marke: our Resale procuc:s

[ am concerned that U'S West 5 conunued delavs 1n prowviding crinical informanon to MCIm will
prevent MCIm rom compiwag-with the CPUC mandated July 51. 1397 producr orfering date. ™
Ts vou are aware. Kexth Walker -no 1s aedicatea to Resaie. :s heaaing up MCImetro s efforts in
‘otasung tne reguisite irormaucn ror MCIm to auncn Resaie senice  His eforts have included:

. organuzing ne 4 1/97 Kick-otf méghing, -
. providing tg US West the MClm Resale questuonnaire,
. _scheduling ana conouctag-wewklv conterence cails,

- _publishing ana unaaung the Register of USW/MClIm daliveranles.

- updaring the Resale Quesuonnare with LS West responses.

- numerous foilow-ug pnone calls with reievant MCImyUSW contacss-responsible for
. providing delivergiifes.

- scheduling the 3:3/97 meetng, -

. scheduling collow-up meeangs (Mav 20.21, 1897

. CORLINUES FEQUSSTS TOr the needed informanon

-

P=or 13 tne Apni | (997 Resue hick-Off meetng, Keith Walker zrovigea :ne MCIm Resale
Oyesuonnare 1o Dodie Osbor wio routed thus documment throughout US West  Tais questionnure
~as posioned 3 the Kev warsung gocument rom wruch MCIm would develon our Resate oroduct -

EXHIBIT A
{to the Aifidavit of Ann Popovich)
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Zemnzs  fo ine SIOCSII OF YININEI T JUSIMALCH NAS Srogresses everw AGCILORA Suesnons have
reen 353eQ 10 e quesucanae T ate lpprowmaterv I essennal questons have not vet been
Toanswers2 YOur 3SMSIANCS s reaued (n QOIATUNRG the totlowing items

Commere ne Restie Uuestionnure  7ifesn lems remamn unanswered

+

Z Provice MClm watn the eiectronic Strees Address Guide (SAG)  Jeff Thompsan has
SgmEmurtes 1o proviang an etecxroruc SAG but it has not vet been delivered. Jeff was
10 provide 1 geljveraole aue on Mav 9. 1997 Severnl other dates have been provided,
but US West nas sull not delivered the SAG  The hard copy of the SAG provided
ta MCI is approxmateiv 12 inches tuck  The hard copy s too cumbersome and there
are tormat-€cancems  \nother maior concern is that of timely. updates to the SAG.

This intormation must be provided elecironically  [FUS West delivers the SAG 30
cavs acter the Coicrads [nterconnecnion Agreemert s approved, per the contract
tanguage. men MCIm wail not meet tne CPUC s July 31, 1997 date  The SAG
ararmanss groviced 13 MCIm v qiskente. tape, or NDM feed: wall hetp us

amoiy st ine CPUC Craer »

i Provide MCIm wun the teanure productproauct availability, PIC codes, and Free
Caling sea informaucn  Jeff Thompson retfuses to discuss these items stating that
“it's in negouauons  Tlus statement is being rnade even after the May 9, 1997, i
USW/MCIm meeung where Jeff comnurted 16 iook into each of these areas for us.

. 3 Scheduie tne US West fearures/Produce trurung which was first requested on April

t. 1997 MClm cannot property support the Resoid senvices unul this training i$
provided

TX1s Espy. the wems descntec wove are cntical in order for MCIm to orfer 2 commercial Resale
sroguct ofenng ovthe mandatea CPLUC Jate or Juiv 31 1997  Please provide trus information ang
-ne vaiable feanure Droqauct irunung sates ov Frniaav Mav 13 1997 US West s aelavs to dare have
-eoparaizes MCLn s aoditv 10 mee: the CPUC wraer  Further celavs on US West s part will have to
be asdressed with the Caloraas Pubhe LUtlites Cammussion -

= Sipcerev, e
gt

sningpians,
W
es A Matsey )

Varke: Speciaiist

J .&:Ebms

<z weth Gainz
Doaie Osborm .
Jeana Eliian- Asmicar

. Twn Pucher _

Ron jchnson
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Re: ST olOraug oo vutslanmne Lisues

Year wati

"

—

We nave neen worsing s Dodie Jsborn o resalve several issues relaing 1o
MCImewro s emtry Rrougn resaie into the tesigennal local market in Colorade by the July
Yist deadline. Those :ssues de cescnoea in the US West Acuon llems provided 10
S West on Apnl [Mih anoan mv lener of Apnit 16th o Dodie Osborn relaung to the
Colorago resate test--Because ot the julv Yst deadline. ume 15 of the essence. Yer. we
nave AOL VET TECEIVEU SaUSIACIOrY TCSDoNSES 10 our repeated requests. | am escalaung this
matter 1o vou. thererare. .n an crfort 1o obtan 3 prompt and sausfactory resolution of the -
wssues relaung o resaie in Calorago.

~"Agnaicated in mv tgmu L0th loner 0 Dodie Osborne. MCImetroantends to ask P

‘ne Lglorago Cummussion to umi the numoer ot customiers that MCLmetro 15 reawired to '
cove Snttl 4 octier 88 suuon s cmoementea, because iMA 5 yeniciencics wowd
srevent MClmetro rom markeng 10 NG SerUINg 3 1arge numper 0t CUSIOMers.

MClmetro 18 watine-tor 3 resgonse vom LS West as to whether US West will suppornt

that request. Cven assunung 2 nmuation on the number of customers 1s granted.
nowever. METImerro wiil be prevented from serving even that limited number of

customers if U8 West goes not orovide the aaditonal informauon requested by
MClmetro. ©atlure nv US West 10 prgyvide sucn information in 3 timeiv manner mayv
ECESSIATE-3-EEAUESL 10 20 Crension of the julv 11st deadline. :n addition (o the request -
{or 3 nuLaUon un inc-urmocr of customers. 1CTinetro 15 eager to enter the jvcal market

a Cwioraoo and asks e LS West provide the requested inrormation immediately 10 ——
oot anv such delay

Jarnaos rostinponanne . L3 West must crovide 1o MChinetse ine reguestea
e, W SITERL CImer, Linnn e ov MPAGNON, ervice avadabiie, Lna reatare
L 3UAQENIY TIOFTRLLON. ¢ ur snuetiancing s nat cenal MClinewro herz to use IMA
cum o O SIS JCHICIEnEIET. Y Ine LSer ve ot these tvpes of intorrnauon e avatiable
~rou=n [MAL e oner cuammanon s no o anadle dwouun 1M AL Lna US \West nas not
sesonaed 0 VIChnern « rzauest 2310 sow + S West wul nrovige i#:§ intormanen 1o -
SULmer0 I 4 TUT3le Jnnaronment

EXHIBIT B

lfﬁ A’."’,Ama“’” Af 3o Parmaninh)
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The requessod wntormatgn 15 cssentiai to providing iocal Sernce. For example.
the zomng INEIMANON 15 necessary hecause Colorane law caps rates at the eates in etfect

- 1995. Taeretage. MCImero's rates canapt exceed the cap including 2onecharges. Ifa

new custamer moves 16 the arca and asks MClmetro to quote 3 rate, for example,
MClmewo cannot 4o s without the zone informanon. Similarly, MClmetro needs the
CUTTent CITICT INIRIMAtON 10 ensurs that custamers are provided a choice of camers and
requires the cailing srea ov P A5 XX 10 ensure that customers Qe not sifiproperiv
CRAFEEH 1OT-TAtEs 1T €IS iU 1 e Wonniv uee o2, 1 Althangn LS West s tantf

ACINEES RS JGRSE CSHING SNU3S. L10 LINTT JUCS ROt SHOW (NG FeIalonsmp of those areas 1
e NPA-MRNSS :

Qur understanding 13 that LS West mamtans this informanon in its PREMIS -

system and has 35cess 10 it elecromeaily. MClmewro s entitied © nondiscnminatory
access 10 the information on panty with US West. US West has neither given nor agreed
to grvie MCImerro Jccess 1o she PREMIS system. although such gecess s required by the
me Act. LS West has mdicated that it cannot even dxswniaaa the intormation for

Imewo. Please fet me know as soon s possible whether US West will provide this -
mmattw elecromeatly 1o MClmewo bn or before -\mi 8. 1997, 10 avord bringing
(his 1ssue 10 the stentianof die Colorado Public Ltilities Comemission. ©

P
et

i—

Also inpottant to MClinetro's ailiey 10 cnter the sharket is the intormanon
requested by MClmetes m ue LEC yuestonnaire. waich was s provided 1o LS Westin
Maren, US West has unswered only a very smail perceritage of the quesubng rased in_
that questonnate, \lthough US West agreed 1o provide additional information by A@n!
19th, it did not do so. A face-wo-1ace meeting would be the mostEfficient maer in
whiclt 1o address the questions i the questonnaire. T TeSponse to MCIsEtio s Tequest
for suth 3 meenng, Dodie Osbomn has indicated that'tzs West will agree to meet with us
o esrtier than mid-May. Given the July 315t deadline tor residennal resaie in Colorado., —
mid-May 15 106 fate. MClmerro will need to ke ucnons internally to_prepare for serving
___ residenual customers based on the wvonmanoh reeenved avthat mesting. A and-May
meetng Goes ot stfow nme 1or wking such acuons. 'We request a face-to-face meeting,
with individuals from LS West with the knowiedge neeessary o answer the
cuestionnace. 10 later than Mav 2ad. Please ot me know 1 vou will provide the overdue
wHEten responses by Agni o5 and whether vou wiil sgreg 10 a face-10-1ate meetng 1o
tscuss the :ssucs rased 10 the guestionnaire on or retore Apnil 2Sth.

RN
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o he otRer -sues veserned w e LS West cuon Reyistry Review proviaed 1o
'S West on Apat | 7 1 13uch 22 unpenant inIcTmanon neeaea 1o allow proper billing)
and i my letter ot o tothito Dudic VOsborn relaung to the Culorado resale 1est requure
ymmedigte auenton. - hie 51anaird responses that we receive trom US West ("Have not
heard back“SF "Hive not haa J cnance 10 cReck vorcernail™) result in delays lasung days-

weeks, umgreven months. Such Jelavs are unaccepiable. cspecially given the July-31st—o e
Jeadhing. - '

If we g not receive e reauested wrormauon ov Apni 23. 1997, we wiil need 10
hring (NESE MIMErs 1Y 1AC JHLnton ot the Uuiorago Cummissien. Ve would prefer ©
vary them Oul $3iSiecion “JIare 1 Mange oxil 170 10 Wi1SCUSS these 155ues.

sSincerely, |
Se @ .
Lt >P e - =1

Willtam M. Pitcher oL
1303) 291-651S8

cc: Rewh Galitz
Batl Ople
—Dodie Osbom B )
Llarence Ozborme

o

e s
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LS West Commumcaions
130! Calitorma. zuwate 274
Oenver, CO 30202

Dear Jasmn —"

in response (0 wour fotter to Jim Matsey Jdated Mav 23ed, | wall respond to each of
vOur pomms morest ¢ ungrativ LY West omected 10 MCI's staiement that US West's
<onuAucy Jotavs 10 prov b L can morrmanen 1o MC wail prevent MCI feom —
L Lommying Wil the b aiofe tabiig | nhtes Cotamssion 81 CPUC™ Jdeadline ot July
-3ist tor residenniai sesaie MO s stawement s tactual. ana US West's delays are well
‘Jocumented. Tlas sctter runher adidresses only a small portion of those delays.

s -

Resaie Questtonnare - T

The first gpectiic stem vou addressed wn vour lotter 1s MCI's most recent reguest
for wiormanon responsive to the Resale Questionnaire. The Resale Questonnaire 1sa
toot that MC! Jevetoped 1o make US West's task of providing to MCl informanon
regarding resale s sumple as possible. MCI had hopgd that the Resale Questionnaire,
combined wih carisv smbstantive face-0-1ace meetngs toclaniy informanon pravided in
response to the Qucsuonndire. would have resulted wr an understanding by the parties of
1S Waest s nrocess ond 3 warkable carmer-to-carrer resale retatnonship. Instead. US West
came 10 the 5irst meguny unpreparcd 1 discuss the Quesuonnare. Then. US West
trutally would not contirm o tollow up meetny date and tinally agrced o a date only
after weeks of delav. Meanime. US West mrsisted on routing al! requests theough one
indsvsdual, which creaied 3 hottieneck and more delavs. The standard responses that we
recewved from US West while that individual cheeked with others within the company
{*Have not heard back™ or “Tlave not had a chance 1o check voicgmatl”) resulted in
Jelavs lasting davs. wceks, and even months. Such delavs are unacceplable and have
jeopardized the July 31st deadliie. \s vou admit in vour ictier. U'S West has only made
available apprapnate persanncl to provide requested intgrmanion firsthand within the past
couple of weeks. cven though MCT has been requesung information lor months.

Addisonails . mamy o US West's responses 10 1the Questionnaire have been

ﬁ piccemeal and inadeaaate. sl many issues sull outstanaing.  Much ot this information

oy could have been provsded in g umely manner 1 US West would have agreed o make
. Jppronnate aersonayt 4 atable carlicr. \lthougn vou state in vour letter that LS West

i e provided nonmanon responsit ¢ 1o the Quesnonnatre 3t the 12ce-to-ace meenng whenn -

was Nasiv hawd oo Viav 25,0 vou 1l 1o mennon that more (nan 23%% ot the requested

-t

information was not produces. More imnorntantiv, the 23%% that had not been proguced 1s

EXHIBIT C
davi

o llo the




Ms Jasmun T Capy
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Page 2

ihe most eoncal momanon  The remaning missing intormation includes. tor example.
the next two items addressed i vour letter: an elecironic copy of the Stizeet Address
Guide "SAG™ and praduct and teawre trammng. USWC has an obligaton to provide
this information under the nordiscnmunation and resale provisions ot state and federal
law. =

o— -

—

Elretronic SAG and Zone loformation

The ciecironic SAG 15 the second 1tem addressed in your letter. Although
clectrome access to sone intormauon i the SAG is a key part of MCI's request. your
fetter fails (o address sone mtanmation at 21 WCI requested this inlormanon on March
“T3th - tweive weeks ago. | Vethout cieetrame aceess tomzone intormanion, MCl cannot
GUOLE £3LCS 10 LLSIBMLTS IaguInIng JBOUL-SIVICS ur accurately price services. as can -
US West. MCI newds clectronic aceess to the intormauon, along with regular updates.. -
US West's siatement that it will provide the informaton 60 days after the Colorado
interconnection agreement 1 approved demonstrates that US West's provision of the
information is not related 1o yenuine development needs. Itis twice the interval in the
propused Colorado contract. Also. by tying the 60 doys to the date of approval of the
contract (2 date which is as vet unknown), US West 1s indicating an intent to delay
production as long as possible. Because the hard copy of the SAG is a computer printout
-and contains the zonc informauon. 2 computcr version of the data obvisusly exists.
Although US West dischaims knowledge ot any “commment dates™ for providifig access
to this informauian. the federal law requires US West 1o give MCI access 1o that database.
Downg so 60 days atter approval ot a contract 1s an unnecessary delav, and it will preclude
MCI from meenng the CPUCs July 3st deadhine.

Feature and Product Availability, PIC Codes. and Free Calling Areafuformation
- Feature and product :nformaton, PIC codes. and free calling-area information are
~ necessary 1o allow MCI 10 adequately pravide focal seevice. MCL s entitled to access 1o
this informauon at least equal 1o the access that US West provides to itself. US West's
faiture 10 bring individuals with knowledge about these issues 10 the May 5th meeting
delaved resolution of this issue. Now, US West intends tagbtain {urther delay by
refusing to proceed with tcchmeal discussions pending negotiations regarding exchange
of batch files. Ut is wome that US West now contends that contractual terms are necessary
regardimg detaled 1ssues such as this one. given US West's contrary position during the
arburations. M that bme. US West argued that CLECs werce exaggeratung the need for
detarled contractual terms because the Federal Act’s requirement ot parity would protect
CLECs. To date. weare very far from party. US West must provide MCI with access to
this information that ss at feast cqual 1 us own access 1o the information.

-

Regarding the Free Calling Area mformaton. yvou indicated that it is not stored in
anv U8 system snd cannot be made avanlable in a baich tile tormat. Pléase invesugate
whethér such information is stored in any of your switches. {fso. it is available inan
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clectrene Jomm. Ao, plasse ot us know how 15 \West accesses such intormation.
heeause MCH 1 enntiod 1o at [cast cyuvalent access.

Feature agd Product [raiging sod Useful Reseller's Guide

Similarly. U8 Wast provides training on products and features 10 auseif, but has
provided none 1o MCE, despre MCT's repeated requesis for training. MCT stanted
requesting such iraimnyg on Apnl 15t - iwo months ago. The training is critical and
cannot be delaved any longer.

In vour ICiier. . fu reter 10 wamng matenals and Methods and Procedures
produced by §.5 Wast. 34V gst s nroduced those documents pursaant 1o 3n Order of the
lowa Utilitses. Bourd. 1 5 West 5 document production does notrelieve US Westofithe
abligation to provide tasmng and 3 useful guide for resellers for ar leass two reasons:

(1) the faw requires US Westio provide to MCT as least the level of training that it
pmmluw itselif: and {2} US West's document prodiiction is incomplete. A.descript

of the serious deficiencics in US West's document production was provided 1o 1S West
by letter dated May 15th, ._Copies of the tables of contents that US West provided with
some of the boxes ot documents are enclosed. As you can see, they provide very little

information. MCT hopes to linaily receive 2 response to its lewer at woday's imeeting with
US West, .

As you mmm we discussed 4 phased Spproach to wsmmg. begxrmmg with
™ tesiduntial and smalt business rmmng. While MCI would prefer simultaneous residential
and buniness waining. MCT has agreed 1o discuss the phased approach simply 10 get
things moving and svond any funhier delays.

.

rota

Additonal Issues

Mq_qu! 0d US West have pammpm& in angoing conference calls 1o discuss resale
issues. MCT undersiood these calls to be working sessions among business
representatives of hoth companics. During recent ealls, however, MC discovered that
one of the panicipans for US-West was its artorney. On Friday’s call, this did ot
become apparent until sbowt fialfivay into the call. MCI asks thar, at a minimum,
LS West identily any aitomeys as attomeys at the outset of such calls. MCTalso requests
tha LS West noufv M1 betore a call or meeting if avormeys for US West will be present
10 yive MCT an upporiunity 1o also have its auneney present. This request is consistent
with the attormney s obligation not to deal diréetly with a party known 10 be representéd by
a8 sHoMmeY.

Al ot these 1ssues are m addition 10 the delays resulung from the problems with
1§ West's Interconneer Mediated Access (“TMA™ interim ordering intertace system.

With respect 1 provision of intormauon. for example, MCI néeds a key 1o US West's

codes: Billing Neeount Nusibers far us Ww 5 Wit Mm:rai regwﬁs‘ and a
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,g Page 4
" Jdescniprron of the cnanges LS West 1s making or intends (o make to the IMA n its
A acw release. Although US West has indicated that it will provide the latter information a
5 mere two weeks betore releasing the changes on July 19th, doing so would allow MCI
only cleven days tor hands on trumng on the IMA system and preparation for its launch.
Jf the July J1st deadine is not extended. That is clearly insufficient ume to do s0.
o US West should describe us plans to MCI at this trme. so MCI may prepare accondingly.
Ly The IMA issues have been rused separately with-tJS West, §5Tio attempt has besn made

1o tist atl of them Tere.

Michael Beach has requested 2 meeting with Clarence Osborn of US West to
resplve the disputes mvolusnyg both the missing informauon and the IMA interface, as
weil 18 Faciiiues 1Ssues. Vo irust (3t the meeung will occur soon and that 'S West wall
bE prepared to address the issues rased 1 ths letier 3 that meeting. ’

ce:  Clarence E. QOsborn. by facsimule & by masl
Bill Stewan. by fucsimuile & by mert .
Mike Olson. by fucsimile & by mad -—
James A Matsey -

per—
s
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MC1 is not mteoding 10 st the maxroum linvies of aur procossing groups or Systems., s
H) evidensed by the small cumbers meluded m tos test. Since the seope of this test is

4 limized, MCT wall mransmit all erders in the OBF approved LSR formaz via facsimile.
Also, cn page 19 of the USWest Customer Profile Form, it is noved that “Dianc will

b provide™ the manimum requiremens for date tansmission/cleswonis aceess, for pro-

-4 ordering, ordering, sepaiv/maintenance. What sre the punimum sequirctacts, and when
wil} they be provided to MCT?

Jun Matsey i3 the leadt Praject Manager who will be coordinamag this iz, Heisalsoin
mmufmhm’hmuw%ﬁf:&mywmmmmwmg
mM&&mmm

If you hsve any questions, please contac: Jim Matscy orme.
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Ms. Dadie Osbom

US West Commumestons. Ine

1600 Sevemh Avenue. Room 1306

Seantle, WA S8IGT 7

-

Re  Colorado resaie test/intenm [MA -

Dear Dodie.

sonmy o

in previous iscussio”: s, s e inaicated that MClmetro would respond 1o you

regarding US Wes: 5 countery “oposal for the s€Sile test in Colorado. This letter
addresses that test. [ addition, we have had discussions about whether MClmetro and
US West should enter into ~ae agreement govermng operational stipport system (0SS)
izsues for the 13 states in 'JS West's temitory. MClmetro will consider adopting one
agreement for the ' - states and will conuinue to negotiate with US Weit to do so. To
date. the 1erms ofJered by US West are neither adequate to setve customers nor reflective

of the rulings i7. the majoney of arbitrations between US West and MCImetro. The
majority of th ose arnitration decisions reject IMA (the Web proposal). To the extent that
the state corinussions have required further negatiations. they have generaily required the

parties 1o negouate contracts consistent with those degisions. Ifa 14-state agreemerttis

reached, 1héCetare. 1 shouid be consistent with the majonty of arbitration decisions on,
0SS, '

| With respect to the Colorado resale test. Colorado presents a unique case because
the Public Utlities Cammsssmn has ordered MClmetro to provide residential service ——
throughout US West's temntory by Suly 31, 1997. MClmetro is eager to meet that

sequirement. Unfortunately, the IMA offered by US West for operational support systems
makes doing so impossible.

iMA 15 nadequate 1o sem the number of customers that MCImetro anticipates
will seek 1o take advantage of MCImetro’s services. MClmetro has approximately 8,000
emplovees in Colorado. {That number does not account for all of the other potential
customers who mav seek to switch to MClmerro ) f all or most of those employees
sought 10 switch 10 MCImetro for local service, MCImetro could not process and install
the orders sausfactoniv or at panitv with US West because of the deficiencies in the IMA
system MClmetra's customers would not realize that the reason for the unsatisfactory
service is an nsusTicient US West OSS interface, versus MClmetra's ability to deliver
service at intervals at pantv with US West. Therefore, MCImetro, and not US West.
would lose customer goodwiil that may never be regained. Meanume. U'S West would
have 3 compeuuve advantage in serving the customers using us own, different system.

. EXHIBITE
JStavhe Affidavit af dan Ponavieb)
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Because IMA 5 seticiencies would prevemt MCImetro from marketing 1o and
serang a large numoer of custiomers. MClmetro cannot both use IMA and meet the

! requirement that MClmetro serve anv customer in US West's termtory who requests

service.  Theretare. AMClmetro ntends to ask the Colorado Commission to limit the

number of cusiomers that MClImetro is required 1o serve unul a better OSS solution is

implemented. MUImetro could oniy zccepe US West's praposal to use IMA on an imerim

basis subject o0 approval by the Colorado Commission of MClmetra's requese. (f

S West can not or wall not offers better interim solution for 0SS in Colorado than IMA,

US West should support MClmetwo's request o the Colorado Commission to limit the

number of custgmers MClmetro must serve.

o b

In acdiion :ne serms ot the resale test offerea bv US West are 100 limited ta__

o provide 3nv King ot 3 meamngnl test  For exampie. wnereas MClmetro. in us letter dated
March 13, 1997 1o vou. proposed 3 resale test tor 00 residential customers. US West has
propased only |5 "ines tnot customers). Additianally, US West proposes 10 limit the test
to 30 days, to ailow onlv simple {as opposed ta compiex) orders, and to terminate the
trial customersartie end of the tnal. These limitations would prevent a true test of the
systeen.  Thirey davs, for example. 1s pamncularly insufficient for testing billing. For
MClmetro 1o commense service in Colorado by July 315, US West must allow MClinetre
to fully test the system in 3 producnion envifonment so that test parricipants -- and not

- Colorado consumers -- expenence any trial-and-error necessary 1o perfect the system.

mts—————

- US West has also proposed limiting the-test to three states. instead of the seven
states proposed by hMClmetro  MClmetro continues to Believe that a test in all. seven
states 1s necessarv 1T US West wail not pertorm a resale test in all of the states requested
by MCImetro. MClinetro oeheves that. at a mimimum, the tests shouid be conducted in
Colorado. Towa, Minnesots. Oregon. and Washmgmn

MClImetro imtends 1o request additional unbundling inals as well, in. addition to the ___ ———
request for a test of the vanous delivery systems that has already been made in lowa. (See
the enclased leter to Keith Gahtz; We will contact you soon to discuss this issué further.

[ woutd like 10 discuss with vou terms of the resale test in Colorado. and a number—
- of other states. as soon as possible. Also, please let me know if US West will support
MCImetro's request 1o the Colorado Commussion to limit the number of customers that

MClmetro must serve wiile using the IMA
S(ncwezv . Pr(

“N'ﬂham \f Puchcr .
{3031 291-6515 -

o Keith Galuz
Clarence 1)zborne (wienciosure)
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s WEST Compauucancns

1801 Caiforna Sireet. Room 2520

Denver. CO 80202

Ia our rocent conference salls. e nave giscussed wivether US West and MCI should enter oo
agreements goverrung rESme anG LNOURGLNG TNAIS ANG O What 1ETNS. You have slso pravided @
VT a proposec rese gl Biresment 300 RaVE asced POPS respanse. § 4l respond briedly here ané-
_cox TorwilT 1 QiSCUSNDg -mege 13S4ES WA YOU RiCheEr —

s reviewing US Wests proposed fesale tnal agreement, as well as reviewing whether 3 wriRed
__ uabundiieg triel agreement can 8¢ S vfund in such 4 manner a5 10 allow enough fexibiicy for il
B asions. A WHIED _Wmmmmmmmummmmmumﬁm
: Bt BRECESSAY TESIriCTUNS OF ne ability 10 structure trials 1o mest MCTs business nesds could

iz the ourpese of 1estng. AS { have iAdicated in my lemers 10 Keith Galitz. US West must allow
mmmwg T et TS & & production enviroument 5o that test Parvicipants - and nOt ConSumErs
— experiencs any Tial-ang-errer necessary ta launch service. Doing 30 requizes the ability 10 adjust

———
——————

Thereiore, anry wiiter ageement such as USWest's propased rasale trial agreement Tannot be
i SSATIY 4 it | wiil provide & more derailed response 10 thst proposal soon. 1
wiil use an Bustranion Eom that agresment nere. Paragraph three of US West's proposal
nremolates wials bepnEng Colorado, with lager writen agresm ents 35 1o additional phases. Such
neatraceed approach does not 3cC odate MCT's business needs. MC1 nesds 10 CORAULT Tests i
sevesal suases. Those trials will kel OcC rmdiaseously, and which states will depend on changing
factors such as businass needs. commission or législasive direction, W canadt foreclase the
possibility that MCT wiil peed 10 conduet simuitansous trials in several states. MCI is open 10
- contitiuing 1o discuss whetier an agreement can be crafted tirax benedes both parsies but does aot
—  innibit full tesung.

— 1t is crivical. however. caay i the meantime any negotiations gver triai terms do not hoetd wp
arocessing of tial and qon-trial ortiers. You indicated in our conferasice call this week that [ISWest
' Rolding orders. until 2 wneen agresment regarding urials is executed. However, US West hasan
obligaton provide resaie 208 unpundling under the federai sct and the various arhitration orgers.
Under the law, io wiiken agreemet o7 (aniff is necessary 1o conduct rests. Although the parties may
agree thag testing will be faciiitared by Giscussions and passibly a written agresrment goverming at least
somme tidls, tridls are not contingent ugan cuch an agreement. MCT wiil continue to place test atders.

v

HIBITF
tof Ann Popov




and U'S West must process them  We wouid like such 1esung to be as cooperative as possible and
_hope 12 CONTHe 10 Qi5<uss Wih vou 300ut the 16515 and any neceSSary adjusiments as we work
ihrough the process.

MCT has not agresd 10 hoid any oraers in abevance while negotations are proceeding. In lowa. for
axampie. MCI placed an unoundling orger on May 1st. Under Secrion 3 4 of Arntachment 3 of the
lowa contack. US Wese should have provided to MCI a Firmn Order Confirmation (FOC) within 24
haurs of recesp of thaz order. Yez. we have received no response dom US West. US West is under
an obligation o pracess that order. Please lex me know the status of that order.

Wewill chncinue 1o distuss thess issues. Meantime. our business needs require tharwe press farward
to-easure thar processes and systems are operational so that competition is-not delaved Tlook
forward to continuing 1o discuss these issues with-tJS West

ce:  Jasmin Espy (Fax 303 896-3335) ) - i
— Dadie Osborn (Fax: 206 346-8938) o
- Keith Galiz  (Fax: 503 965-9301) — -
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Dear P3ut Barrsi

merontt.

-
=

we're sicaseq 1o provice U 2 NEST jernice 107 YOU on pRONE numBer 1303) F58-0860. ana coruinm the optional
SErVICES VOU Oraarsa. T SeTiCes vJu graeres on 3-16-37 oroer numyoer N26977689 are

Anonvmous Call Reecuon 1FREEL -

Call wawng —
Caller 1D -
3-way Caliing -
—— — Norr-Publisneg Numaoer -

I3 Trace s vauabie 1o VIUON 3 Sav peruse Dasis A8 1T (NE SNCI0SEQ BITCNULS 1T INSIUCIONS U IUr Dav per
_se == mclorags s £t L0 s

"We wani 13 MEKE SUrE OU FE 30DV Wil the service Yo oraeres. !f for any reason. tmougn. vou're not fully
saustied NG GECCE 10 CANCE! ~thin the first-50 davs of SErvice. e’ il retuna ail appucaole crarges. This guarante2
Joes not Cover pUrLrases ecuipment. Flaase Checxk vour owner's manuat [of Information about equiDment
WAITErY

‘i the £v=nt nstaliation o vour DasiC teleonone service s aetaveortettS WEST jor 30 davs OF T0te. You mav

. .

Zuaniy for ol CTEaNS 350 SENICe JHernauves. —

1 vou nave 2V quESHORS Of 1823 N uSing vour new caroices Jomt hesitaia o ¢l us a6 i -250-244-11H1

-
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EXHIBIT G
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BEFORE THE PUBLIC UTILITIES COMMISSION e

L - -

IN THE MATTER OF AaPPLICATION OF
MCimearro ACCESS TRANSMISSION, INC |

FOR A CERTIFICATE TO PROVIDE LOCAL
EXCHANGE SERVICE. NOTICE OF INTENTION
TO EXERCISE QPERATING AUTHORITY AND
CERTIFICATE OF PUBLIC CONVENIENCE AND
— NECESSITY

DOCKET NO 96A-267T

- o

e,

L W

- AFFIDAVIT OF BETTY JOHNSON

Qe

TN

1. BETTY JOHNSON, benyg of lawful age and having been duly sworn. -state: -

1 1 am the Local dtder Coordination Manager for MCl Tﬁ!ec;mmunications
Corporation ("MC1") m Denver. Colorado ! am responsible for managing the provisioning of all
customers who have clected MClmetro Access Transmussion Services, lng. ("MClmetro™) as their

" local service pravder  This includes ;namgmg ihe exchange of customeslocal order requests amt—
account information between MClmetro and incumbent local exchange camers. such as US West

- -

Commumecations. Inc ("US West™) -

ea—

2. The purpose of this AtTidavit iSTo describe the experience of MClmetro in
auec;sp:ing 1o use US West's inierim operations suppont system for pre-ordering and ordering.
US West's system is known as the interconnect Mediated Access ("IMA”) system. As an e

exampie. | focus on one parucular day in which MClmetro attempted to place two orders | -

explain the adverse effect that such problems would have on customers, as well as MClmetro’s

-~

reputation. if this expenence was replicated with actual customers | then discuss the other

limmations of US West's svstem that were not encountered on that day because the system ) -




reyecred MClmetra's orders even betore reaching a point at which the other limitaticns would be

apparent

-

3 AL tms ume. US West does not otfer a fully etectramc interface dewvice for
conducting pre-ordenng activities (such as reserving a telephone number) and placing orders.
Instead, US West uses a gateway system based on World Wide Web technology that has some

electromic components but s pnmanly a manual ‘_{:&nm;mmamd) system {or pre-ordering and

ordening Each manuai companent 1o the process increases the Cost. time 10 process an order,

and risk of error | ungersiand that the Culorado Public Unilities Commussion {("CPUC™) stated in

—

Decision No C96-1337 jon page 74) that providing some parts ot the operations supporn system

function on a2 manual bas:s does not meet the nondiscnminatory requirements of the federal
Telecommunications Act Because of the manual nature of US West's process. the problems _
_descnbed o ttus Affidavit would be compounded greatly as the number of customer transactions

increased.

I 3 On THursday. June 5. 1997, { participated in a meenng-at an MCimetro-facility in

o

Denver. Colorado, that was attended by statf members from the CPUC and the Colorado Office

of Consumer Counsel (“0€C™) The mecting was designed to demonstraie to the CPUC and

OCC the funcriomlities of US West's Web-based system for pre-ordering and ordenng and to

Jro— et

demsnfirate the actual placement of orders on that system.

——

S To demonstrate use of the IMA system. Sylvia Birayboy, astaff coordinator who

works under my supervision, atiempted to place 1wo test orders using-that system. | personally

observed her attempts 1 submit these orders Ms Braybov attempted ta process orders for two

. MClImetro emplovees usiny the on-line svstem  Both emplovees had authorized the placement of

[ &4




ihe orgees | oanil refer ta them . trus Athidavi as Emplovees A and 8 to protect their privacy

-

i The names wil be produced 10 the CPLC. «f requested } Both orders were resaie orders,
because IMA does not accept plattarm orders or orders for unbundled network elements. The
process for plaung non-resale arders is manual (and invoives s;ending the orders by facsimile).

6 Ta place a resale order using IMA, the operator must first access the individual's

Customer Service Recard ("CSR™)  Ahkhough the response time was not immediate. Ms. Brayboy

re—————

was abfE 1o access Empioyee A's CSR and to retrieve the customer information contained in the

CSR. The next required step is 1o vaiidate the address in the CSR. When Ms. Brayboy attempted

oyt

10 do s0. the secend screem indicated ~Vahdate Address Again ™ [TThen provided a list of

addresses that should have incluced Employee A's address  The choices provided did not match

o

his address and were not even in the same city. Because IMA will not process an order without &

validated address, the attempt ta process Employee A's order failed.

7 IMA does not allow an order to be saved and retrieved at a later ime. Once s pre-

——

—gedening session has commencéd, the entire order must be completed, orit is lost. In addition, an ~ -~

R——

IMA session will automaucally terminate. or “ume-out,” after 60 minutes without acuvity. These

limitations, when combined, mean that an MClmetro representative must either resolve the issue

——

within 60 minutes or re-start the order process. " As discussed below, US West 100k longer than
60 minutes to resolve this issue. Not gam customer unlikelyto wait patienily through such a
process, but also the MClmetro represem;aéve cannot use the computer 1o conduct any other
business while resolving an i;suc‘ Therefore, Ms. Brayboy had to discontinue the failed order and

move on to the next order

s adgp—




8 The next test order was (of Empioves 8 Ms Bravpoy entered ail of the required

nformation reigung 10 Empiovee Bin IMA's Pre-Orcer screen  She then properiy attempted to
) retneve his CSR by cheking on the "Get CSR” option  lastead of Employee B's CSil. IMA

retneved an eapty record  She then attempted 10 retneve CSRs for other known US West

customers, and all quenes returned blank screens. IMA does not allow an order to proceed

without 2 CSR Theretore. the attempt 10 place this order also failed.

etasamno

9 ! then attempted 10 retneve the CSR for my own account  The CSR reflected

ncarrect address information 1t listed my address as "Circle.” when u should be "Street.” Ifa

v —

medical emergency accurs at My address. this could result in 2 cnucal situation MClmetro has

experienced multiple occurrences of missing or invalid address information on IMA These

problems p?ewmtg&CImﬂm from vahidating addresses and pmceeding with an order

10 Simularly, when atternpting 10 retrieve the address of one of my co-warkers, the

CSR did notinclude all of the units within her apaniment building, including her own. Toa

_sustomer senace representative, it would appear as though the address did not exist. The

customer on the telephane attempting to place an order for MClimetro service would likely assure

the represerifitive that the address does exist, because the cusiomer hives there. The MCimetro.

representative would nonetheless be unable to proceed with the order bcca;sc IMA requires

e R

validated addresses. - . ——

A ———

1. TAfler making her attempis to process orders using IMA_ Ms. Brayboy contacted

the US West Help Desk and spoke with Mr Coamie Harrison  He recorded the problem, placed

the call on hold for more than ten minutes. and then came back on the line 1o state that he needed

to page Troy McCleary to answer MClmetro’s question Mr McCleary is US West's Application

ES

RS -,

- I
v e e et G A T o ek




Support Speciaist | reguested Mr McCleary's pager number  Mr Hamson placed the cail on

haid for another five munutes and then returned 1o the ¢all 10 tell me that he could not reveal
) Mr McCleary s pager number ‘s Braybov and | were on-line with the US West Help Desk for
more than | S minutes, aniy ta be toid that we needed 10 wmi for a retum call rom yet another
US West person.
12 Me Mcg;% ceturned the call approximately ten minutes after the page and said -
that he would cail Ms Brayboy after be retumed to his office mm«Tﬁo minutes passed

before he returned the caif  Oniv a1 that pont was US West abie 10 duphcate the problem ana

e

computer -

13 Imuatly. Me. McCleary indicated that he believed the problem was due to user
errar on MClmetro's part  When he 1nied 10 retrieve the same CSRs, however, Mr. McCleary -
__ could retrieve only one of them  He also attempted to locate us own CSR but could not do so.

He then committed to further investigate the problem - -

— 14 Several hours laier. Mr McCleary re-contacted-Ms Brayboy He said that, T

stagin.

retresh the memory of a query task when requesting CSRs, the sysiem requires the user 1o select

~New Customer,” which 15 found on the bottom of the Pre-Order screen. This was the first time

ra—

- this information was communicated to MClmetro [t is apparent that this is a situation of which

e

even US West's support personnel were unaware before MClmetro escafated the problem from

_the Help Desk personnel 10 an Application Support Specialist.
15.  The problems expenenced by MCimetro in using IMA on June 5th, while
frustrating in 2 test situaton, would be very serious in an actual customer setting.  Several hours

zlapsed berween the ume that US West leamned of the problems encountered using its system and
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-

when US West finally resporded 1o MClmetra with an answer  [n the meanume, the orders could

not be completed. Obwviausly, if the customers had attempied (o place an orderover the

-

tefephane, the customer would have lost pauence long before tha problem was resolved. The
customer is unlikely to be sausfied with an explanation that US West's sysiem is inadequate and

waili probably blume MClmetro  These deficiencies in IMA increase the difficulty of resolving a
,,,, ) sination 10 2 customer's satisfaction and severely limit MClmetro's ability 1o serve customers,

.
e

especially customers in any volume.

16 Even when an arder s not rejected. using IMA is fraught wath difficulties and

—"

-

manual steps.  The two orgers that MCImetro aitempied zd;&cﬁ on-June Sth were both -
-~ mugrations &f service from US West to MCImetra, [ MClmetro were going to place an order for
a customer whi did not siready have wﬁcphan; ;;:uicc with US West, MC!M&%&&%&““QW to
determing in which “zone™ that customer lives 10 determine the monthly fee 10 quote toand -
charge that customer. {n Colorado, the 20ne in which a customer resides determines which of
four monthly ine-fees a customerwill pay US West representatives-may easily access this
information by computer, while MClmetro reg;resem:ﬁve& will need ta search manuaily a paper
report.ihat iis‘mapm:eimm%y one foot thick. printed on both sides. This manual przééss. when

done with the customer on the telephone line, will increase submmiaﬂy?tu: amount of time the .

customer will be on the telephone to place an order. e B

17, Assuming MCImetrs is able 10 access the IMA, retrieve a CSR, validate an
address. locate the zone information in the paper report, and complete an order using IMA,
MCImerro still may not be able 10 send the entire order over IMA. IMA does not accept

-

directory lisungs for new mstallations MClmetro must fax the directory listing 10 US West using

6
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3 paper Giceciany hsung form  Thisincreases the amount ot Lme and work that :s required 10

compicte an order  The process is 2iso manual on US West s side US West will need to maich
the order aad the directary histinyg i us service center and manually key them into us legacy

systems

[¥:3 IF MClimetro wanted to send in an order for Centrex or Unbundled Network

o

IMA may be used only for Plain Old Telephone Service ("POTS™) resale orders To place an
order for UNEs. for example, MClmets must complete a seven-page order form and manually

send it by facsudiiie to US West -

" -

o

19 Two addinonal suuations require MClmeiro 1o manually complete paper order
forms. The first occurs when a customer decides 10 change or expand his or her order afier

placing the imnal order  When the customer calls again 10 indicate that he or she forgot to order a

festure, such a3 caller i 4., MClmetro must complete the entire paper order form and send it by

a—

facsirule 10 US West - Because IMA has no save er-retrieve function. i-cannot be used to

o,

supplement or change orders The entire order must be re-submitted manuaily if the miial order

" was completed using IMA  US West must then manually relate the later order to the earlier one.

poen—

20 " The second additional situation in which MClmetro must complete the paper order

R <ot

forra and send it manually by acsimile to US West occurs-awhen a customer cancels an order.

-

" Orders cannot be canceled in IMA. Although it is fair to assume that some customers will cancel

.

orders and many others will make changes, US West's IMA system does not account for these

routine situations  Instead, MClmetro must use 2 manual process in the same situations in which

US West may use an automated process
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2t VA 13 2 manual pracass o 3gdonai respects  For exampie of MClimertro
submuts 3 multi-ine order 1MA requires MCImetro 16 submit e3ach kine as though it were a single
hoe order  For exampie. 1f a customer arders live lines, MCImetro must enter each order for each
tine indvviduaay  In other words, of it takes mght screens 10 create and submit an order for one
hne. a tive line order will require accessing tonv screens  Decause of these limitations,
consecutive telephone numbers cannot be saved  This wall very likely causé€ customer

dissatsfachion and nconvenence

o

22 Inaddion 10 manual completuon of facsimiles, IMA requires manual order emry at

o —

more than one point in the svstem A0 3 muumum, MO Imetro must enter the order into ns system
and into IMA, and US West must manually enter it 1nto ns system  Because the order must be
entered into three order entry systems, there 1s more room for order entry error

23 If an order entry ervor occurs, MCImetro has no way 1o discover the error after

the order is sent through IMA  IMA 1s not visible 10 the user Therefore, if a mustake 15 made,

-

fr—
-

prowisioned the services. teatures. and directory listings desired by the user  The first nouce that

MClmetro will receive of an error will likely be thrqugh a complaint from the customer  The

customer will not realize that US West, and not MClimeiro, caused the error

o .
- ———

24 Telephone nuraher reservations are also a problem using IMA  IMA requires

*
——

MClmetro to complete an entire work order process (o obtain a telephone number Because

there 15 no clean break between the pre-order and order processing functions within IMA,

MCImetra must complete the work order 1o retan the tefephone number given to the customer

This means that MClmetro may not in all instances be able 1o complete pre-order activities of
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' . . cregit venfication and thrd pany venricauon of local service orders I for any reason these

3ctvities cannot be compicied while (he customer 1s on the telephone. MClimetro musi resubmit

(he order  [f the order later 1s rejected (or any reason dunny the pre-order stage, the order must
e manually canceled by submutting the paper torm by facsimile
25 As these examples demonstraie, US West's IMA applicanion 15 a very manual

process with many pitfalls for users  Without adequate traming of personnel, the problems are

et ———

exaggerated even more  Each manual step causes delay, someumes substantial, and creates

significant nsk of error  Because IMA does not allow the user 10 save. retneve. or track an order,

o U,

. the error will often go undctectea For cxample. the Firm Order Cunfirmanon that US West.

— sends by facsimile to MCimetro does not hist the features ordered It simply confirms that an

were-grven 10 a customer

until the customer calls 10 complaint The customer is unlikely to be satisfied with an_explanation

that this was not MClmetro's fault because US West uses an inadeguatg operations support

system. e —
26 By including manual steps in IMA, US West makes its compeutors dependent on

the hours, efficiency. and accuracy of its own employees -- including their incenuve or lack of

Ry

incentive 10 be efficient and accurate  Also, manual arrangements increase competitors’ costs in

two ways. competitors must employ more people to handle the pracess and to audit US West's

«

performance; and US Wast will try 1o pass its own inflated costs lhmughﬂi—a competitors.

Therefore, a process with manual steps. such as IMA, is unnecessarily inefficient and costly.

Even if the IMA system were (o work perfectly, its inherent limitations would prevent use of it to

. place a large volume of orders because of the various manual steps required.
»

-







IN THE MATTER OF APPLICATION OF

MClmetro ACCESS TRANSMISSION. INC .

FOR A CERTIFICATE TO PROVIDE LOCAL
ENCHANGE SERVICE. NOTICE OF INTENTION
TO EXERCISE OPERATING AUTHORITY ARD
CERTIFICATE OF PUBLIC CONVENIENCE-ND

NECESSITY

FOR THE STATE OF COLORADO

L] - -

DOCKET NO 96A-267T

~ AFFIDAVIT OF TOMPRIDAY

seaspen.

I. TOM PRIDAY. beny of lawtil age and having beén dﬁiy sworn, state:

1 | am the Semor Manager of Local Operations and Suppon Systems

(055"} Implementation for the West Region group of MCl Telecommunications

("MC1") located v Denver, Colorado ! have been employed with MC1 since November

P— ———————"

1985 Over the past eleven-and-a-halt veafs with MCIL, | have held management positions

o

1 3 variety of Financ:ial Operaunons groups in 5t Louss. Atanta. and Denver  This

experience includes more than six yearsm vendor and systems management with Bell

Opesating Companies and ather-mmer MClmetro vendors.

—_—

2 [ currentiv have responsibility for establishing the various 0SS imerfaces

- for pre-order, order. miifitenance. and billing with the three Bell Opemiﬁg Companies

within MC1's West Region - U § WEST Cummunications. Inc. ("US*Wcsx“). Pacific Bell

and Southwestern Bell

Y N

.-

BEFORE THE PUBLIC UTILITIES COMMISSION:  » 3 45 ¢ 353
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3 The purnose ot mv Atfidavit 15 (0 desenbe e current status of
LIS West s development ot an Electromce Data Interchanye ( "EDI”) tor exchange of
informaton berween U8 West and MC Imetro Access Transmission Services. Inc
CMCimero ). meluding US West s own, recently mn:;uaced projected ume line tor that
development,

4 (_)g;um;s support systems (“OSS57) are the computenzed and ausemmd%
systems. together wath associated business processes, that camers use ta conduct business

funcuons such as pre-ordenng, ordenng. provisioning, mantenance and repair, and biiling.

s

These system tertaces are enncal 10 MCImetrg » abalitv 10 provide a quainy local-

product to Colorado consumers -

ep—

S In todav's environment, a camer simply cannot compete without powerful - -
and etficient OSS capabiiigs  Like other Bell Operaunyg Companies. US West has for

years used highly complex OSS sysiems to manage s internal processes and customer - -

interactions_ These weil-tested systems ensure, for example, that cusiomer service -

.

represemanves have immediate real-time access to all information necessary 1o respond

fully and corvectly 10 customer quertes about such things as the vanety and prices of

-

services available or the status of repair calls. The systems also ensure such things as

s

correct processing of customer orders and accurate and timely billing  MClmetro cannot

- *

provide quality service or compete in today's market unless it receives at least the same
scope of infarmation. accuracy of information, and timeliness of communication as

US West prowides 10 nsell

e




P

o Thus Atfdavit deals pnmaniy with the svsiem used for two of the
) uperanonal supporn funcuions pre-ordenng and ordenng  Pre-ordenny generally refers 1o
the ability to prowide 3 customer with miormanon such as the avalabiluy of features and
services of give the cusiomer a ielephone number. Qrde;xng allows a compettive local

service provider to place orders wath an incumbent local camer, such as US West.

-+ At preseat, US West has made operational only ane system for pre-

r———
. e

ardering and ordenng. That system, which is known as Interconnect Mediated Access

{"IMA™). is based on World Wide Web technolagy  Therefare. 1t suffers from any

wdirmities. such as secunty nisks, (W37 are posed bv use of Web 1echnology  Several pants—

of the operational support function must be preformed manually, requiring individuals to

perfarm such non-auiemated tasks as completing order confirmation forms and sending

them by facsimile to US West or tvping and re-typing information into the computer

system. Therefore, IMA is not a wholly electronic {(computer-to-computer) interface.

e

"~ The attached chan shows the number of manual steps required when-processing an order———

using IMA and alsc demonstrates the dispanty in the greater number of manual steps that

MCT must perfGim 1o use IMA as compared 10 US West. Sve Exhibit B, -
8. In the interim, until an electronic interface is available, US West proposes.
10 usi_t_m:r pre-ordening amdordering.  Fof months, MClmetro has aue;u;:d to
obtain information and training 16 al;ow MClmetro to access and use the IMA system to
confirm whether the svstem is sufficient to aliow MClmetro to provide service to

cusiomers in Colorado. Only within the last two weeks has US West even allowed

MClimetro 10 access the IMA system  Actual use of the svstemn has shown that the

T R

s

]



Jdeficiencies are even worse than MCimetro had projected
9 LS West's IMA svstem simply cannot suppon the sigmficant volumes of
customer transactions that MClmetro expects to generate IMA cannot support even a
small number o;‘ customers because & daes not allow MClmetro 10 aceess intormation
regarding geographic zones that 1s neaded to determine pricing in Colorado. For all of the

reasons that the Colorado Public Utilwies Commission ("CPUC™) and the Federal

-

Ccammcmcns Commssion ordered use of an electronic interface consistent with
national standards, the avatability of an apmmﬁuﬁuji electronic ir_tierface 1§ entical 10
\iCImerra's ahility 16 begn proviang quality seoice to Celorado customers
10,7 Although US West premtez;;s Web-based IMA proposal as an -

altermative in the interim until an electromic interface was available. IMA does not even
begin 10 urwsde the support necessary to adequately serve laca! customers. Use of the
iMA system wcntd place MClimetro and other new entrants into the local market at such»
severe competitive disadvantagethat-they would likely nevesre-gain customer cgﬁﬁﬂeace
after a satisfactory system bc:oms available.  The customer experience wsugbe so bad

(hat customers likely would be unwdling to give ‘MCimetro or other competitors another

_ chance. A fully automated system is emnuz! —

R premm——

- t1. ~ InFebruary of 1997, us Wndrcawd that it planned to provide ordering

i,

through an EDI. EDI is the method by which the customer data is formatted or
‘arganized. 1t is a less sophisticated type of automated access than a type known as
electronic bonding. At 2 meeting on March 771997, US West estimated that its EDI

application would be operational in approximately October of 1997




3 %

M in Apr: MCimeiro noutied US West tnat MCimetro would foliow the
recomMmeEngation Ot an industry standards hodv catled the Eizciromc Commumicanions
tmplementation Cummuzee ¢ TCICT  LCIC has endorsed the Transactions Capability
Protocot (" TCP " Vinternet Protocol 1" 1P} using Secured Socic Logic (“SSL37). also

known as “TCP/AP/SSLI " as anwuenm solution  TCP/IP 15 the transportation protocol

__{sumlar o an envelape for a letter) by which the ED1 formatted data is transferted or sent

]

.......

between the two compames  SSL provides the secunty layer for the data interexchange

Unike US West's Web-based {MA proposal, TC ?s_’}!’fSSLJ i$ more consistent wath

evoiving nauonat standards and will aliow 3 smoother transiton t& the long-term solution

for pre-ordenny and ordenny

13 In mud-Apnl US West agreed 1o pch’orm atechnical evaluaonon T
US West's use of TCP/AP/SSL3  On Apnil 28th, Robert Van Fossen of US West informed
MCImetro that US West's technical evaluatian did not uncover any lintitations that would

prevent use of TCRAP/SSL] - R

14 DnMav th Mre Van Fussen contirmed that US West would support and

_— pre——

was inposing two conditions on 1ts consent to use TCP/AAP/SSL3. First, he indicated that

US West would not impiement TCP/IP/SSL without an executed OSS contract with

detailed prowisions in a Jaint Implementation Agreement (“JIA") Second, he stated that

“chargeable” development costs would have to be negotiated with MClmetro before any

implementation of TCP/IP/SSL]

1S On. Mav 12th, MClmetro asked Diane Vogel of US West 10 include the




opes of use of EDE tur . rdenny. ose of electnc bonding 1or mantenance and repar, and
wndustry siandards in 3 techmcal meeting to be held on May 22na  MClmetro received
contirmauon that US West wouid he prepared to discuss EDI and electrome bonding

Howeve.. atter the meeting was estabiished and a number ot MClmetro employees had
made plans to fly 1o Denver. Ms. Vogel noufied MClmetra that US West would not

address EDI, electronic bonding, ur wndustry starfards at the meeting because she was

Ta—

unable to get the Ippropnate subject matter expernts to aitend the meeling.

16 Oniy after MClmetro escalated it: request within US West did US West

agree 10 discuss these topics - but nat untl a future. unspeciried meeung date Even

though a commutment for the meeuny was received. MClmetro was forced to escalaté us

commit 10 a meeung date to discuss EDI and electronic bonding  See Exhibit A

-

17 Before the requested techmcal meeung, MClmetro asked US West scveral
times fos LS West's EDI svstem specificauans in advance of the meeung. US West . -
provided no specifications 10 MClmetro before the mesting

18, OnJune th. the meeting to discuss EDI and electronic bonding was finally

Eand —

held. MCImetro came 10 the mesting anticipating that the requested specifications would

be made available. Instead. US West provided only a draft of AT&T-speiific )
requirements to MC1. US West indicated that it was sull in the process of finalizing

requirements and did not expect to have them finalized untl at least July 18th.
19 US West was prepared to discuss onlv EDI implementation for resale of

plain old telephone service ("POTS™) US West did not provide a commitment date for

(4]




the urdenng of Plattorm. Ceatrex. PBX Trunks. or Unbundied Network Eiements

CENES™) nor was it oven prepared to discuss these issues. These omissions tram
US West's proposal sexerchy liem MClmetra's ability 1o provide these products and
services for the indefinite periog unni US Wess will commit to development of an
operationdl support sysiem tar them.

20,  Evenmore damaging 1o MCimetrd's plans 10 serve ws‘tggm inColorado,
US West stated that it will not be prepared to roll out Bhiase 1 EDI funcrionality until
Apal of 1998. That 15 six "*"“‘Jﬁi fater than LIS West's previous projection - and jeven
mgnhgatter the CPUC '3 residennal resalédeadline of July st

oo

21.  Furthermore, US West 5pid that full 333! funetionality for pre-order &ﬁﬂ -

ﬁfﬁﬂ‘ will nat be avmiame umil sometime.in Eourth Oy 998 US West's limited

EDI mpnﬂimhtuﬁ um Loeat Sﬁwicg.ﬁrdaﬁng.ﬁﬂiﬁtﬁa&{“&ﬁﬁﬁ“} Version 1.
LSOG Ver

i 2 was effectivein April of 1997, and it s expm%ﬁm: LSOG Version 3

Mh&ffb&tm A ”“”ii&i 1997 Ev. the imETS N

est: pmwdas full functionality in Phase  —
i :he systetn will be A minimum of two versions behind industry standards.

22, Thewell-documented deficiencies of IMA make it unsuitable even asa
very short-tenn solasion. Through no faoh of b&f:immro the tustainer's expenience when

RPN,

“buying resold products (o ¥ICT « would be volatile and negative cweraﬂ MClmeiro's

wmm waiild bé so badly damaged if it had.1o usé IMA until the Fourth Quarter of -
1998 that MClnietre would likely lose not only its 16cal customers but also its long -

distance customers.




— - ."’ PR "y

3 Neither MCimetro nor Colarado customers shouid be burdened wath the
Jelavs and complications that would result trom use of US West's largely manual svstem,

parucularly for that length of ume

Tom Prday

ame— -

i

SUBSCRIBED AND SWORN to before me this _L{/2_ day of June, 1597

P

hot * . W o

Notary Public . ! - -

v
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Dear Jassun.

.

For some tme. -ICl has ceen iscing LS Wen 10 move forware with Overanonal Suppore
Svsremns 1OS5) Ji3CuINONS 13 KOO Jur Tuture JUSINESS AeeGS.  As we nave repeatediy
adicates. ‘onn terme use of 1S "Vest s [nterconnect NMediatea Accsss (IMA) aopucation does not
GODOIT (ResE meSas. | T IAMSWIL. T UTIUST T AsSislance 0 eMiNg YD greviousis reauesisa

Crzamcsi meelngs (3 Cialaldl N iawing

11 Urdenag via Elecromc Data intercnange (EDDY —
21 ReparMamtenance via Electronic Bonaing (EB)

tn Joe Zell's letter 1o Michaes Beacn on February 13, 1997, Nir. Zell indicated that USWC was
slanmag 3 pravide Ordennz sa EDD and RepmnMamtenance va EB. Mechanized
specifications ana stancards tor e Ordenng of Resate POTS. Saargnt Line Lisunes. Loops and
Pars have geen finahizes 3v he Ordening and Billing Forum (OBFY.,  Electronic Bonaing tas
been approved as e wndustrs sangara for Repaw 3id Maintenance. Thererore. coth parues neesd
:0 move torward expediiousiv with the necessary technical discussions on unpiementation, MCI

s more than readv 16 procesa wah thige discussions.

- p——

Sn Mav 2% MICT askea Crane voges ot US WesTTo inciuae 0oth1ooies in the teennical mesnung
a3t was ot w23 Maw LI 0 rrzewvea contirmation inat LS West svouid have ne
.oproonate udrect Matter Sizerts ananame 0 discuss £D1 ana EB.  However, irer tne meeung
vas vstaplished ana 3 numoer of MCI seooie had maae pians o Iy @ Denver. Diang Vogel
~gufied MCI that EDI ana Elecvomic SBonaing would not be coverea Because sne was nat abie 10
et thg, ADPrownate LS Wes: peope 1o attene the meenng,

.

=atn Prdav ot MCI contactea Rob Vin Fossen. US West s Senior Qirector of Locdl Svstems. en
*tav o0 and 22 o finalize 3 nmettr inese aaditiona discussions. LS West W Brovided with
‘nree BGOTSIOTE-Wates it canv June 10r mése miscussions.  Me. “an Fossen nas not responded to
‘mese sroposed dAET. Tlereore. € 3te S5CAAUNT ThiS rEGUEST 10 VOu.

“sur ILSISIIACE 10 TRBINT 10 e2nv Sate 1Or this meeung and ensuring that ine aoprovnate US
Ilest teSARICI CLO0IE ITE 1T JTENCANCS 13 IpPrecidiea. ) '

seerer
i

—

EXHIBITB
(to AfTidavit of Tom Priday)

.
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FOR THE STATE OF COLORADO e I

- 57 SmIG M o353
IN THE MATTER OF \PPLICATION OF i
wChncwo ACCESS TRANSMISSION. INC . 0
FOR A CERTIFICATE TO PROVIDE LOCAL b

EXCHANGE SERVICE. NOTICE OF INTENTION 1 DOCKET NO. 96A-207T .
TO EXERCISE OPERATING AUTHORITY AND)

CERTIFICATE OF PUBLIC CONVENIENCE AND }
NECESSITY. - = )

—

———

AFFIDAVIT OF SUSAN TAYLOR

—1. SUSAN TAYLOR. bany o lawiul sye and having been usly sworn. Jg state:
1 As Manager ot Lucai {ustomer Sernce for MCI Telecommunications -

Corporation (“MCI™). t am responsiblc tor managing more than 100 Local Customer Service

. memional; who deat direcily with customers regarding their sales and service needs. The
—sepresentatives | manage are i daily contact with Pacific Beil. Amerttech. and Nynex Local
Interconnection Customer Service and Tclephone Number Reservauan Centers. This

Tommunication 18 necessary for MCI customers4o-he migrated to. ararrange new scrvice with.

-

\MCHmeirs Access Transmussion dcrvices. fne ¢"MClinetro™). In the course ot the last ton

- months-1 have also commumicated on numerous occasions with management at Pacific Bell in

—

—

— the pursuit of rectifying sscalated customer concemns with regard to tum-up intervals associated

———

with migrations. new tines. features. and medical emergencics.

“-

on——

-

b The initial response of cusiomers in California 1o MClmetro’s entry into the local

——

-

market was strong. Delays in ardering and provisioning of service. however. have ranged

anywhere rrom three weeks 10 three months. Many of the problems stem trom the largely paper

(non-automated) pracess provided by Pacitic Bell. Provisioning ot orders required manual

sending of information by facsimile. in addition 10 the additional tme required for using a2’

o




LASSHTIEC PIINGE RGN A ATl b SO LIUS DIOCISS SIS rIsunSd (N orders nemy lostin

1INSTNISSION Jul 10 cqupment aiurt or BUMman CITor

-

The probiums wore mcreused b uaaderstarting at Pacenic Bell's Local
Imerconaccuon Service L uatiee and ihe Phone Numoper 1 AND Assignment Center. Because of
tius understatfing, MClmcteo cxpenenced excessive hold times when representatives auempted
1o obiain wnformation on hehalt ot the customer. MClmetro would {requently reach a voice mak

hox. rather than 3 person who could answar questions. which caused {urther defry -- © the

nm———

inconvenence and annovance oi customers.

4 As | stated. the customer response o MClmetro’'s eniey in o the focal market in

Calitorma was strong. MU Imero pottica Pacitic Bell of the monthly onder projecuons and.

theretore. Pacific Bell should have heen prepared to handle the large number of orders generated

by MClImetro. Pacific Belt's tailurc to plan resulted in backlogs starting on the tirst' day. The .

backlog resulted in MChnetro having to change its tum up commutment from 7-10 days. 10 10-15

Jays, to 15-20 days. 0 20-30 days. 1o 6-8 weeks over the caurse of eight months. Customers

responded negatively to these delavs.

RO, —o— —

s Because vl the hackloy. 1t 15 impossibic 1o determine haw long it takes Pacific

Bell 1o complete an order “on average.” One way 10 get a sense ol the magniude of Pacific

Bell's defav in completing orders is 1o start with a universe GTcompletions (zather than of orders)
and measure the time span between cach completion and the corresponding order submission.

s tom—————

For all Mass Markcets orders compicted dunng the week of Apnl 7-11. the a;erage time_from
order submission to order completion was 10 davs. Pacific Bell routinelv misses the scheduled
due dates provided on the Firm Order Commitments ("FOCs™). Of all Business Markels orders.

Pacific Bell completed as of Apnl 4th. only | 1% were completed by the FOC-provided

commitied due date. » -

b




i Bacuic Bon s Juilh TSNS Juslomer Crawee When J custamer $cieCls scnace
iront \CImetro. or anv wther tampeitar, sacs voting wath her oot i 1s thererore 2 slap in the
< soe ot that customer. and ourkaps + AulStaniial UNNCCESSAY CXPENSE 100 tor Pacitic Dell to take
veehs uf cven manths Holerd rospucling hwr choice. )

The trustranon vt customer chowee -- and of the competitor’'s lar opportunity 10
compete 18 cypecially a0uIC 1 CIses 1 which 2 customer 1§ requesuny enuircly new service.
Lipaging I customer whg 18 moving 10 3 new residence and is prepared to select local iciephone

service 3§ much as 3 monthan advance of the move. Because Pacific Bell 15 so delinquent in

salfiliinyg resale orders. VICT will got b able o assure the customer that we can_turmish service

o ot——

-

by the ume the customer wul raguire 1L I contras. Pacitic Bell will promise the would-be

customer 1hat 1t Can WM up new service on three davs nouce. On accasion, MClImetro

.w | representatives were farced 10 cncouraye customers to obtan their new line with Pacific Bell and

then migrate the new numper 10 MClincuro 1o rminimize sny distupuions in service or delavs in

-

- acguining dial tone. This depnved the cusiomer of choce and caused extra work and delay for

oo
o

the customer  in short. Pasitic Beil’s falure 10 gxedmc resale orders 10 a-sne trame that is even —-

o .

yemnotcly cornparable puls JOMPCULSTS .t 4 substanual compeutive disadvaniage and hinders tree

—customer choyee.

- .

8. Some customers iaced with delays in obtaning MClimetro resold local exchange

service became frustrated and returned 1o Pacific Bell for _gg_r_y;c MClmetro d@:@:ﬁhis
-praucrn indirectly. Typrcally. 3 mqucsx‘ for new service 15 sent 1o P:sc‘;ﬁc Bell. No response 1s
receaved uniil after the requesicd service date. A c;)up%c of davs later. Paciﬁ? Bell sends 2
}c;ecunn notice which miorms MClhinctro that the end user has called Pacific Bell and ordered

new service with the same elephone number. Obviously. cONSUMETs arc entitled to seek out the

1clephone company that can provide them with prompt and etficient service. However. MClis

3
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toreciosad rom sulnilimg g SusAMEs st PASIC o 1o dil lone o Pariric Bell's roiusal o

JPOCCSS 1S TCQUEs!S 17 restiu S3M 18R o Lumely mannger wWheiner intentional or not. Pacinc

-

Beli » detav i processing MO Imetro s oanders tor now Ltepnene serice constitutes a device by
which customers arc 1orced 10 suhscnne o Pacitic Bell local semvice.

9. The growing backloy slso makes € impossibie for MCImerro to expand its
presence 1n the market (0 s3usty Luent customer demand. Because we are committed 10 assisung
Pacitic Bell reduce the backloy so that they can process existing orders :fjfﬁ less delav, we are

constramed 11 marketny 10 new cusiomers lost the backlog increase. thereby slowing down

current processinyg oven tunthier  tnshant. M Imetro s crfectively competled to constrain us

s ra——o—s. -

—

markeuny etforts. s thevypense of would-hecusiomers. just because Pacatic Bell 1s so siow in

completing pending orders submutted by MCImetra and other compentors on behalf of other

customers.,

10. tn dildition 10 Pacific Beil's inability 1o sdequately process orders for new and

migration scrvice. Pactiic Bell dropped teatures. failed to install features ordered on

e

supplemental orders, dropped customers from.ihe Dircctory Assistance databases. and caused

. —

loss ot dial 1oné ™ Cach of these problems obviousiv negatively alfecied 3 customer's service.

One can understand the trustration of a customer who waits for a feature change, which took

ot

hours or days at Pacitic Bell. but 1akes weeks at MClmetro. The customer’s concemns were even

wreater in situations m whick dial tone was acwally Tost due to Pacific Bell's processing errors.

e————

-

When dial tone 1s iost. the customer’s iclephone “yoes dead.” The costomer cannot make or

receive calls. Loss of dial tone is 2 tremendousty scnous problem because the customer is then

unable 1o call 911 i the event ot an emergeney.

11.  These problems began 1o dominate the ume o1 our customer service

-

representauves. 3s customers continually called to inquire as (0 the status of their pamcular"

-4




requests.  The nepgative impact 1o productivity and ctficiency increased Js cusiomer complaints
begeme the ruie rather than the cxception. The number of repeat catiers 1o MClmetro customer
serviee mereased dramancaily duc 1o the nabiiity 10 resolve customer wnquirics on the tirst call.
MClmetro did ot have the smbity 10 resolve ssues on the tirst cati becaase Pacitic Bell’s non-
sutomated process did net allow tor on-hine resoiunion of prablems. First ¢all resolution is a key

indicator for MClmetro's quality measurement. Theretore. performance in this ares was also

adversely atfected. -

..... .
e ———r.

12, Due o ihe prohfid number of datly escalations. supervisors spent their entire

shifts talking with wrate cusinmers and aiempting (0 obtawn nformauoen from Pacific Bell. They

st
o~

were unable 10 pertorm thasr Jaly hine responsiniiues. Theretore. MClmetro cfemed an —
Executive Resolution Group in 3n attempt 10 enable the supervisers to resume their front-line

duties. This was an unplanned cxpe‘iii&"{gr MClimetro. Mdiaionaiﬁi&fﬁngﬁﬁmmay under

-

review due 10 continued untesolived problems in interactions with Pacific Bell.

13.  Customer representatives behieve that theyy credibilicy with customers has been

severely tarnished. Existing MCT long distance customers have come to expect premier service |
from MCI. MClmewro's inability 10 provide the same level of service in the local market has

resulted in some fomyg-tenm customers canceling their long distance scrvice. As MCI cnrers new

e

markeis. its revenue stream is ot risk Jue to (e pussibility ofJasing not only new local service

custoriers. but also losing cxisting jong distance customers that become irritated at what they
c ) ] . * X LS T e— . . .

pereive 10 be MClmetro's inability to provide service. Customers associate their negative

cxperience with MClmetro and MCI, even though Pagific Bell's inadequate support system is at

-

the treart of the problem. MClmetro customers do not attribute problems caused by Pacific Bell

-

1o Pacific Bell, because MClmerro is their local service provider.

¥




13, The umanons that | have recounted n tus Affadawat reter specitically o the

sudenences MClmerre has had wah Pagitic Beil. und not US West. Based on my knowiedge af
ihe svsiems and processes propased by 1°S West tor local resale. hawever. it 15 my opwnion that
we are likely 10 expenence the same (vpes ol customer service problems if MClmewo enters into

lucal resate in Colarado using US West's Web-based Interconnect Mechated Access ("IMA™)

svsiemn.

.

15, MClmetro’s suceessdepends oft 15 ability 1o provide high quality service 1o its

"

customers. MClmetro cannot campete without the same type of powertul and efficient

aperauans suppon svsiems that e Remonai Betl Operatng Companmies use for their own

businesses. Thosc systems cnsurc that cusiomer service representatives have all of the

information they need to respond fully, carrectly, and promptly to customer inquinies, The

systems also ensure that ordors arc pr;éasm praperly, which reduces the number of customer
comptaints and the time neesded to resolve them. They are less costly and more efficient than

manual processes. Without ¢iTicient and nondiscriminatory operations support systems,

— -
- [ER—

customers will not be samt:éix‘wnh the service tbey rccewc o

3 ‘.‘3“"
—Sus Taylors

—
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