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INTRODUCTION 

Q. PLEASE, STATE YOUR NAME AND BUSINESS ADDRESS FOR THE 

RECORD. 

A. My name is Mark L. Stacy. My business address is 229 Stetson Dr., Cheyenne, 

Wyoming 82009. 

Q. BY WHOM ARE YOU EMPLOYED? 

A. I am employed by QSI Consulting, Inc. ("QSI"). 

Q. PLEASE DESCRIBE QSI AND YOUR POSITION WITH THE FIRM. 

A. QSI is a consulting fm specializing in the areas of telecommunications policy, 

econometric analysis and computer aided modeling. I am a Senior Consultant with QSI. 

Q. PLEASE DESCRIBE YOUR EXPERIENCE WITH TELECOMMUNICATIONS 

POLICY ISSUES AND YOUR RELEVANT WORK HISTORY. 

A. Before joining QSI, I was President of Stacy & Stacy Consulting, LLC. Like QSI, Stacy 

& Stacy is a consulting firm providing consulting services to domestic and international 

telecommunications carriers. During my tenure at Stacy & Stacy, I testified on behalf of 

a number of clients in regulatory proceedings in the western United States on a wide 

range of subjects. 

Before joining Stacy & Stacy, I was employed by Kenetech Windpower, Inc., where I 

was the regional manager of business and project development for the Rocky Mountain 
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Region. Before my tenure at Kenetech, I was the Chief Economist for the Wyoming 

Public Service Commission. While at the Wyoming PSC, I was responsible for 

providing the Commission with a wide range of policy, economic, and technical expertise 

regarding telecommunications and other public utility issues. 

In addition to my occupational experience, I hold a Bachelor of Science degree in 

Geology and a Master of Science degree in Public Utility and Regulatory Economics 

froin the University of Wyoming. 

Q. HAVE YOU PROVIDED TESTIMONY AND ADVOCACY BEFORE STATE 

UTILITY COMMISSIONS IN THE PAST? 

A. Yes. Over the past 11 years, I have provided testimony and advocacy before state utility 

commissions in the following states: Arizona, Colorado, Connecticut, Florida, Idaho, 

Indiana, Montana, Nebraska, New Mexico, New Jersey, New York, North Carolina, 

North Dakota, Oklahoma, Oregon, South Dakota, Utah, Washington, Wisconsin and 

Wyoming. 

PURPOSE AND SUMMARY 

Q. WHAT IS THE PURPOSE OF YOUR TESTIMONY IN THIS PROCEEDING? 

A. The Staff of the Public Utilities Commission of South Dakota has asked me to evaluate 

Qwest's testimony and cost studies for Unbundled Network Elements (UNEs), which 

have been submitted to the South Dakota Public Utilities Commission (Commission) in 

DOCKET NO. TC01-098. 
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I have reviewed and considered all relevant testimony and documentation that Qwest 

provided in support of its South Dakota non-recurring charges (NRCs). I have made 

recomnendations for changes to Qwest NRCs in the text of this testimony. 

WHICH NONRECURRING COST STUDIES DID YOU REVIEW? 

I reviewed all of the cost studies filed by Qwest that deal with nonrecurring costs in my 

review of Qwest's filing. I have focused my attention on the October 29,2002 SD NRC 

STUDY 6454 (NRC STUDY), and the following discussion and criticism is directed at 

that study. 

PLEASE, SUMMARIZE THE FINDINGS THAT YOU PRESENT IN YOUR 

TESTIMONY. 

Based on a review of the testimony filed by Qwest in this case, and Qwest's NRC 

STUDY, I have concluded that the study is deficient in the following areas: 

1. There are flaws in the cost study methodology as it relates to the validity of the 

data relied upon by Qwest to generate NRCs. Because the data relied upon by 

Qwest is questionable, the results of the NRC studies are not reliable. 

2. Qwest's NRC studies and calculations are not forward-looking and are 

inconsistent with the Total Element Long Run Incremental Cost (TELRIC) cost 

methodology, which requires that costs be measured based on the most efficient 

telecommunications technology currently available. 
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3. Qwest has not assumed the utilization of forward-looking currently available 

operational support systems in calculating nonrecurring charges in its NRC 

STUDY. The failure to account for such systems overstates NRCs. 

4. Qwest has not demonstrated that it utilizes an efficient process in provisioning 

nonrecurring elements. Fai l~~re to incorporate such an assumption will result in 

the overstatement of NRCs. 

The Qwest NRC STUDY is flawed and the Commission can not rely upon it to produce 

nonrecurring rates that are compliant with FCC pricing rules, or TELRIC principles. 

Because the NRC STUDY as presented by Qwest in this proceeding is fatally flawed, I 

recommend that the Commission reject the Qwest-proposed nonrecurring rates, instead 

adopt the results of the NRC STUDY incorporating the changes and adjustments to the 

study supported by me and my colleague, Mr. Sid Morrison. The rates generated after 

incorporating these changes and adjustments would be more in line with existing pricing 

standards and TELRIC principles. These rates should be in effect on an interim basis, 

until such time as Qwest performs and provides the results of a properly conducted time 

and motion study that would validate the critical task time inputs on which the study 

depends and the South Dakota Commission has had an opportunity to conduct a hearing 

on the appropriateness of the results of Qwest's time and motion study. 
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DURING THE PROCESS OF REVIEWING AND EVALUATING QWEST'S 

SOUTH DAKOTA NRC STUDY DOCUMENTATION AND TESTIMONY, CAN 

YOU EXPLAIN THE FRAMEWORK YOU UTILIZED? 

I evaluated Qwest's testimony and cost studies with the understanding that the cost 

studies must be based on the utilization of the most efficient technology available, and 

that the nonrecurring costs generated by Qwest's model should be forward-looking in 

nature. 

HOW IS YOUR TESTIMONY ORGANIZED? 

In the following section of my testimony, I provide the Commission with general 

criticisms of the Qwest NRC STUDY relating to methodological issues. In the 

subsequent section of my testimony, I address other deficiencies of Qwest's NRC 

STUDY relating to the assumed use of currently available OSS technologies, and the 

failure of Qwest to incorporate assumptions that Qwest operates efficiently in the 

provisioning of nonrecurring elements. I conclude my testimony by discussing the anti- 

competitive ramifications of the Qwest-proposed nonrecurring rates in South Dakota. 

106 METHODOEOGPCAE PROBLEMS WITH OWEST'S NRC STUDY 
107 
108 Q. CAN YOU DESCRIBE WHAT INFORMATION IS NECESSARY FOR THE 

109 COMMISSION TO MAKE AN INFORMED DECISION IN THIS CASE 

110 REGARDING NRCS? 
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A. Yes. In order for the Commission to accept the nonrecurring rates generated by the 

Qwest NRC STUDY, the methodology used in generating the rates must be valid. This 

section of my testimony focuses on the methodological issues and addresses the general 

deficiencies and unreliability of the inputs to the NRC STUDY. Because the study's 

results are directly related to estimates obtained from Qwest subject matter experts 

(SMEs), it is critical that these data inputs can be relied upon to produce costs that are 

representative of forward-looking nonrecurring costs in South Dakota. 

Q. HAS QWEST ESTIMATED NRCS IN THIS PROCEEDING IN SUCH A WAY 

THAT THE COMMISSION CAN HAVE CONFIDENCE IN WHAT QWEST HAS 

PRESENTED, AND THAT THE RESULTING RATES ARE IN COMPLIANCE 

WITH EXISTING PRICING STANDARDS? 

A. No, Qwest has estimated the work times and probability of occurrence factors associated 

with the tasks included in its NRC STUDY relying entirely on information gathered from 

SMEs who are Qwest employees. I have several concerns regarding the methodology 

Qwest used for developing task completion durations and the probability of occurrence of 

those tasks, and consequently, the validity of the NRC STUDY results since it is 

completely reliant upon such inputs. Qwest has failed to provide the Commission with 

any validation whatsoever with respect to these critical inputs, and therefore, Qwest's 

NRC STUDY must be considered to be deficient. Based upon these deficiencies, there is 

not sufficient reason for the Commission to have confidence in the nonrecurring rates 
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produced by the model, and there are sufficient grounds for the Co~nmission to reject 

Qwest's proposed NRCs. 

Q. PLEASE PROVIDE THE COMMISSION WITH SPECIFIC CONCERNS THAT 

YOU HAVE WITH RESPECT TO THE METHODOLOGY USED BY QWEST IN 

THIS PROCEEDING. 

A. As noted, Qwest has relied entirely upon information provided by Qwest subject matter 

experts for the critical task time and occurrence probability inputs to the NRC STUDY. 

The reliance on SMEs to estimate activity times and probability of occurrence presents a 

problem in that it is difficult to quantify the subjective nature of the SMEs' opinions. 

Because the NRC STUDY results are so closely tied to these SME opinions, the costs 

generated by the model are not reliable unless the information has been validated. 

Q. WHAT COULD QWEST DO TO PROVIDE THE COMMISSION WITH SOME 

ASSURANCE THAT THE ESTIMATES OF QWEST SMES ARE VALID? 

A. There are a number of things that Qwest could have done to support the work time and 

probability inputs which are critical to the development of NRC rates. First, Qwest could 

have required the individuals who provided the inputs to the NRC STUDY to participate 

in this case. The SMEs who were responsible for estimating these critical inputs into the 

NRC STUDY have not filed testimony in this proceeding. Therefore, these individuals 

do not have to swear to the correctness or truthfulness of those estimates or to face 

questioning from the parties to this case or the Commission. Alternatively, Qwest could 
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have engaged an independent third party to audit and verify the results obtained from its 

models and provided the results of such an audit as evidence that task time durations and 

occurrence probabilities are valid. Qwest did not do this either. Finally, Qwest could 

have provided validation for their estimates by performing time and motion studies for 

the tasks at issue as Qwest was ordered to do by the Washington Utilities and 

Transportation  omm mission'. Any one of these options may have given the Commission 

comfort that the time estimates were not overstated or biased however, Qwest chose not 

to provide the Corrimission with these assurances. In fact, Qwest does not provide any 

support whatsoever to establish that its survey results are at all reliable or unbiased. 

Q. IN ADDITION TO NOT PROVIDING SUPPORT FOR THE ESTIMATED 

TIMES AND OCCURRENCE PROBABILITY FACTORS, ARE THERE OTHER 

ISSUES WITH RESPECT TO THE PROCESS USED BY QWEST TO GATHER 

SUCH DATA THAT THE COMMISSION SHOULD BE AWARE OF? 

A. Yes. It is my opinion that the process used by Qwest to gather this critical data that is 

used to generate NRC rates is flawed. This is due to the fact that there is no "paper trail" 

that can be followed to determine whether or not the estimates provided by Qwest's 

SMEs were provided using assumptions consistent with TELRIC pricing principles. In 

the absence of such data, it is impossible to know whether SME's estimated times and 

probabilities represent forward-looking operations, today's operations, or the operations 

from 20 years ago. 

' Docket UT-003013 
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Q. DOES QWEST HAVE A CLEAR PROCESS FOR INSTRUCTING THE SMES AS 

TO WHAT THEY ARE SUPPOSED TO BE ACCOMPLISHING WHEN 

ESTIMATING TIME AND PROBABILITIES FOR THE NRC TASKS? 

A. No. Although Qwest purports to provide SMEs with instructions regarding how to go 

about determining time estimates and probability of occurrence to ensure that the 

estimations reflect a forward-looking network and are consistent with TELRIC 

principles, there is a lack of documentation regarding any instructions given to SMEs. In 

fact, QSI has learned from Qwest personnel that Qwest provides no written instructions 

to the SMEs to ensure that these principles are considered when determining these model 

inputs. This is clearly inconsistent with the process other ILECs have in place with 

respect to acco~nplishing the same task, as other ILECs do provide detailed written 

instructions to be followed by SMEs in developing these estimates. Absent this 

documentation, it is unclear as to whether Qwest's SMEs have made estimates assuming 

a forward-looking network, anticipating process efficiencies andlor mechanization, that 

the estimates do not include supplements to the initial order, include maintenance or 

repair time, or that downtime (such as breaks etc.) are not to be included in the 

estimation. Absent such written documentation, it is not even possible to verify that 

Qwest's SMEs had a clear understanding of what they were to do, how they were to do it, 

or even the purpose of the estimates. 
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196 Q. PLEASE DESCRIBE IN MORE DETAIL WHAT YOU HAVE LEARNED 

ABOUT THE PROCESS QWEST RELIES UPON TO GATHER THIS CRITICAL 

DATA. 

QSI was retained to perform consulting services on behalf of the New Mexico Public 

Regulation Commission Staff in the recent TELRIC UNE proceeding in New Mexico 

that is analogous to this proceeding in South Dakota (New Mexico Public Regulation 

Coinmission Case No 3495 - Phase B). As was the case in South Dakota, QSI's 

involvement in the UNE proceeding included the attendance of a technical conference 

held at Qwest headquarters in Denver, Colorado on February 7 and 8,2002. At the New 

Mexico technical conference, QSI was provided with a document entitled 

"NONRECURRING ELEMENTS -NEW MEXICO", the stated purpose of which is to 

support the nonrecurring cost studies for unbundled network elements. Qwest filed a 

similar document in North Dakota (Case No. PU-2342-01-296) entitled "SUPPORTING 

DOCUMENTATION FOR QWEST'S NONRECURRING COST STUDY". These 

documents will be referred to henceforth in my testimony and the testimony of Mr. Sid 

Morrison as "Qwest's NRC Support Documents" (See attachment MLS-I). In each of 

these documents, it is stated that: 

Nonrecurring cost studies are developed to include work activity time estimates and 
probabilities of occurrence as determined by Subject Matter Experts (SME) that represent 
a work center or work group identified in the processing and provisioning of service. 
The SME is a recognized expert in regard to the processes and has experience with the 
work activities being estimated and in addition will consult with other subject matter 
experts that either manage or currently perform the work activities being studied. 

Unfortunately, the SME's who are responsible for providing these critical inputs do not 

appear before the Commission in this case, and, as I will explain below, the process used 
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in gathering and estimating these inputs is haphazard, fraught with potential problems, 

and extremely unlikely to result in inputs that are consistent with forward-looking, 

TELRIC pricing principles. 

Q. PLEASE EXPLAIN IN FURTHER DETAIL THE PROBLEMS YOU HAVE 

DISCOVERED WITH RESPECT TO QWEST'S NONRECURRING COST 

STUDY INPUTS 

A. Through the discovery process in the New Mexico Docket QSI has learned that the 

process relied upon by Qwest to gather NRC supporting data is fraught with 

opportunities for inaccuracy and even abuse. Qwest admits in response to Staff Request 

No. 03-001 in the New Mexico Docket that "There were no formal written instructions 

provided to the subject matter experts (SMEs) that provide the time estimates and 

probabilities for the nonrecurring studies". Rather than relying on a more formal (and 

directly observable) set of written instructions to the SMEs, Qwest instead disseminates 

this information (on which the results of its NRC models are dependent) through the 

haphazard (and unauditable) method of conversations on conference calls, team 

meetings, and e-mails. In other words, instructions to SMEs are not documented. 

Without such documentation, the Commission has no way of knowing what instructions 

were given to the SMEs, no way of knowing if the SME made estimates based on 

forward-looking assumptions no way of knowing if the SMEs knew that the estimates 

would be used to develop CLEC costs, and, really, no way of knowing if the SME (or 
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any of the SMEs that were consulted) was told to overstate the times and probabilities in 

order to increase costs to Qwest's competitors. 

Q. WHAT IS THE RESULT OF THIS METHODOLOGICAL DEFICIENCY? 

A. This slipshod approach to gathering this important data represents a fatal flaw in Qwest's 

NRC model. Since the results of the model are tied directly to these estimates, and this 

uncertainty exists, the Commission should not view Qwest's proposed NRCs as being 

consistent with TELRTC principles. In fact, as I will discuss below, given the incentives 

of the SMEs, the Commission should anticipate that SMEsY estimations would be 

overstated, and that the resulting NRCs would be inflated. 

Q. ARE THERE OTHER CONCERNS WITH THE METHODOLOGY USED IN 

THE NRC STUDY AS IT RELATES TO HOW INFORMATION WAS 

GATHERED AND RECORDED? 

A. Yes. Yet another concern in this area relates to the information provided by Qwest with 

respect to the manner in which work time estimates were obtained. According to 

Qwest's NRC Support Documents, the work times estimated by the SMEs charged with 

that task are average work times. In developing these average times, presumably, there 

were some number of estimates given by various SMEs, and those estimates were totaled 

and then divided by the n~~mber  of estimations to produce the "average" estimated time, 

and presumably, these results ranged from lower times to higher times. Qwest, in 

response to New Mexico Staff Request 03-017 described the process of developing thse 
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average work time estimates as "often a collaborative process wherein a group of experts 

and technicians meet to discuss the tasks and work activities performed. During that 

collaborative process each participant provides input, the estimates are determined and 

the data resulting from the group's consensus is provided to the cost analyst. No other 

data from the SMEs is provided to the cost analyst." 

Q. IS THERE A PROBLEM WITH RELYING ON AVERAGE WORK TIMES? 

A. Yes. As noted previously, this cccollaboration" which relies on the input of multiple 

"experts" is entirely undocumented, and therefore, the average times relied upon by 

Qwest for the development of nonrecurring rates are not supported. Additionally, Qwest 

is not specific regarding these times within the NRC STUDY; for instance, there is no 

discussion of the highest, lowest, average, and median times associated with each of the 

work activities analyzed and averaged, nor are there calculations for such times within 

the NRC model. Such information is valuable to the Commission and other parties for at 

least two reasons. First, the ability of the parties to evaluate the data using this more 

complete set of information would provide a better opportunity to identify statistical 

outliers, which the analysis should address. For example, task time inputs currently used 

in the NRC STUDY that are based on performance of certain tasks which occurred under 

abnormal conditions which may involve longer than usual completion times would 

inappropriately skew the average task times utilized within the study, resulting in 

overstated times, and inflated nonrecurring rates. Second, since rates generated by the 

NRC STUDY should be based on forward-looking, least-cost principles and since lower 
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times may reflect more efficient operations, time estimates that are lower than the 

average are likely the best times to be used as inputs into the model. Running the model 

using these more efficient times would obviously produce lower nonrecurring costs than 

those produced using average costs and mitigate the extent to which the model's results 

contain inherent bias. 

Q. WHY WOULD THE MODEL BE BIASED? 

A. Any time an ILEC relies entirely on its own employees to provide estimates that will 

have a direct impact on the ability of its competitors to compete there should be a 

concern that the estimates will contain bias. Relying on the lowest work times would 

mitigate the inherent bias the estimators (who are all Qwest employees) may have in 

participating in the development of prices for Qwest's competitors. Importantly, because 

the estimates given by these Qwest employees are directly related to the NRCs generated 

by the model, even the most explicit instructions on how to estimate work times could 

not totally eliminate inherent bias against CLECs. This is because CLEC success is 

directly related to resulting rates, and the success of those competing CLECs may impact 

the financial health and competitive standing of Qwest and therefore the job security of 

the SMEs providing the estimates. Therefore, Qwest employees likely have some 

incentive to overstate task times and probability factors, resulting in excessive NRC rates 

for CLECs. This is of particular concern given the fact that there is no documentation of 

how SMEs were instructed before providing these estimates, those SMEs do not swear to 

their estimates, and the parties do not have the opportunity to cross examine these SMEs. 
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Consequently, the Commission cannot be certain that Qwest's task times are reliable or 

representative of an efficient carrier. In fact, based on the lack of support provided by 

Qwest with respect to the methodologies used in gathering this critical data, along with 

the fact that this data is likely skewed, the Commission should view the Qwest task times 

with a high degree of skepticism, and those times should be rejected. 

HAVE OTHER JURISDICTIONS RECOGNIZED THIS POTENTIAL FOR BIAS 

AND THE FLAW OF RELYING ON AVERAGE RATHER THAN MINIMUM 

WORK TIMES IN THE CALCULATION OF NONRECURRING COSTS? 

Yes. The Massachusetts Department of Energy and Telecommunications has recognized 

in D.P.U.1D.T.E. 96-73/74,96-75,96-80181, 96-83,96-94-Phase 4-L, that there were 

serious flaws in the methodology used by Verizon, which, like Qwest, used average times 

as opposed to minimum times. In that proceeding, the Massachusetts Department 

determined that in order to reduce the strong likelihood of bias when, among other things, 

employees are instructed to provide estimates that will be used to derive charges for 

competitors, the Department ordered Verizon to rely on minimum rather than average 

work time estimates in deriving its NRCs. In the absence of verifiable time and motion 

studies, this Coinmission should, as a short term solution find as the Department has 

found in Massachusetts to eliminate the bias from the Qwest study and the nonrecurring 

rates it generates by adopting the adjustments to the NRC STUDY advocated by Mr. 

Morrison. This Commission should, as a long term solution, require Qwest to conduct 

time and motion studies (with the other parties to this case participating) which may 
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provide valid inputs to the NRC STUDY, and rates that are consistent with TELRIC 

standards. 

HAVE OTHER COMMISSIONS IN THE QWEST REGION COME TO THE 

SAME CONCLUSION AS YOU WITH RESPECT TO QWEST'S LACK OF 

DOCUMENTATION REGARDING SME TASK TIME ESTIMATES? 

Yes, the Washington Utilities and Transportation Coimnission, In the Matter of the 

Continued Costing and pricing of Unbundled Network Elements, Transport, Termination 

and Resale, Brief of Commission Staff, Docket No. UT-0030013, Part B, May 29,2001 

made the following observation concerning just this issue 

The cost studies that Qwest filed in this case are based on Qwest's actual 
experience or company practice (TR 182 1; Ex. T-1001, page 5; See also Ex. 101, 
pages 7-8), although they purport to yield forward-looking replacement costs. 
The time estimates for various activities are based on the estimates of subject- 
matter experts (SMEs). However, as brought out in the cross-examination of Ms. 
Million by Ms. Steele (See TR 1834-1836), the information provided to the 
SMEYs to produce those estimates, and the detail of the activities performed, are 
not in the record. The Commission requested that, in briefs, the parties address 
the issue of how it can validate the reasonableness of the opinions of the SMEs 
(Commission Issue No. 1). It is Staffs view that, without time and motion 
studies or the opportunity to observe the activities that are performed, it is 
difficult, if not impossible, to obtain such validation. 

Clearly, the WUTC addressed the same issues in that proceeding which I am bringing to 

the Cormnission's attention here. 

HOW DID THE WASHINGTON COMMISSION RESOLVE THE ISSUE? 
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A. In order to address the issue that Qwest presented an NRC cost study that was completely 

unsupported, the Washington Commission went on to order in Docket No. UT-0030013, 

in the Forty-First Supplemental Order, Part D, October 11,2002, at paragraph 66, that 

"the submission of nonrecurring cost studies without supporting time and motion data in 

the future will be rejected absent extraordinary circumstances." (emphasis added). 

Staff would argue that in the absence of properly conducted time and motion studies 

which provide support for the critical task time inputs to Qwest's NRC STUDY, the 

South Dakota Commission can not conclude that the resulting nonrecurring rates 

generated by that study are in compliance with TELRIC principles or FCC pricing rules. 

Q. IS IT YOUR TESTIMONY THAT IN THE ABSENCE OF PROPERLY 

CONDUCTED TIME AND MOTION STUDIES THE USE OF SUBJECT 

MATTER EXPERTS FOR PURPOSES OF OBTAINING TASK TIME AND 

PROBABILITY OF OCCURRENCE ESTIMATES IS INHERENTLY 

INAPPROPRIATE? 

A. No. In fact, my colleague Mr. Morrison (who is an experienced subject matter expert in 

this area) makes adjustments to the Qwest NRC STUDY by advocating alternative task 

times to be used as inputs. However, in stark contrast to the Qwest SMEs who are 

responsible for providing the Qwest-sponsored task time inputs, Mr. Morrison will take 

the stand in this proceeding and will be available for cross-examination by the parties and 

the Commission. The collaborative process utilized by Qwest does not allow the parties 

or the Commission to cross-examine the individuals responsible for providing the critical 
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inputs. The fact that these critical times are provided by faceless Qwest employees who 

are not required to swear to the accuracy of their estimates further frustrates the parties' 

and Commission's attempt to determine whether those estimates are in fact compliant 

with TELRIC pricing principles. Mr. Morrison has either performed or directly 

supervised technicians who perform the tasks at issue in this case, and he will appear on 

the witness stand to fully support any adjustments he has made to the NRC STUDY. 

Q. IS THE FACT THAT MR. MORFUSON IS FILING TESTIMONY IN THIS CASE 

AND WILL APPEAR BEFORE THE COMMISSION THE ONLY DIFFERENCE? 

A. No. As I understand it, Qwest relies on multiple levels of review in order to obtain its 

estimates, with each level of review having the opportunity and responsibility of 

"tweaking" the original estimated values. While I am not specifically criticizing any of 

the levels of review, I do think that after so many iterations, the potential exists for a 

number to be produced that has very little basis in reality. As noted previously in my 

testimony, there is no documentation regarding the instructions given to the Qwest SMEs 

which could lend support to Qwest's claim that those estimates are consistent with 

established pricing rules. 

Additionally, when multiple levels of review are relied upon, validation of the result 

becomes even more important. Averaging and re-averaging a set of numbers over and 

over again creates the potential that the original objective becomes lost -- that being, to 

generate task times to be used in the calculation of forward-looking costs (especially in 

light of a potential anti-CLEC bias at each level of review). Without knowing 
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information such as the identity of the SMEs who are responsible for estimating work 

times, the qualifications of the SMEs who are responsible for estimating the work times 

and so on, it is difficult for the Commission to take the estimates seriously. 

Given these facts, Qwest's proposed nonrecurring rates must be rejected by this 

Commission. 

HAVE YOU OBSERVED SIMILAR DEFICIENCIES WITH RESPECT TO 

QWEST'S PROBABILITY OF OCCURRENCE ESTIMATES? 

Yes. The probability of occurrence factors relied upon by Qwest in its NRC STUDY are 

faulty in the same manner as the task time estimates with respect to the methodological 

flaws I have discussed above. Since these probability factors reflect the extent to which 

the tasks even need to be performed (and the extent to which Qwest needs to recover 

those costs), questions regarding the validity of those factors have a significant impact on 

the resulting NRCs. These factors, along with the task times used by Qwest in its NRC 

STUDY have resulted in NRCs that are significantly overstated. 

BASED ON YOUR EDUCATION AND EXPERIENCE, WHAT IS YOUR 

CONCLUSION WITH RESPECT TO THE METHODOLOGICAL APPROACH 

TAKEN BY QWEST IN DEVELOPING ITS NONRECURRLNG COSTS IN THIS 

PROCEEDING. 

Based on my review, I have determined that the methodologies relied upon by Qwest 

introduce flaws into the NRC STUDY. The resulting NRC rates are therefore 
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unsubstantiated and not based on FCC-required TELRIC principles. In the long run, this 

Commission can only be assured of the validity of the critical task time inputs (and the 

corresponding validity of nonrecurring rates) by requiring Qwest to utilize the results of 

properly conducted time and motion studies. The Commission should adopt the 

nonrecurring rates proposed by Mr. Morrison in this proceeding on an interim basis until 

such time as Qwest can provide such supporting evidence. 

DO YOU RECOMMEND THAT THE COMMISSION ORDER REQUIRING 

THAT FUTURE NRC STUDIES BE BASED ON TIME AND MOTION STUDIES? 

Yes. Qwest is in the process of complying with just such an Order from the Washington 

Commission. Nonrecurring rates in South Dakota should be based on this valid data as 

well. 

HOW SHOULD THE COMMISSION DEAL WITH THIS ISSUE ABSENT THE 

EXISTENCE OF TIME AND MOTION STUDIES TO SUPPORT ITS NRC 

STUDY IN THIS CASE? 

Absent such studies, the Commission should adopt Mr. Morrison's proposed NRC rates. 

This will eliminate some of the impediments to the competitive market in South Dakota 

in a timely manner. 

Even though I believe that the only way to have true and correct data for NRC inputs is to 

use inputs from a properly conducted time and motion study, I realize that even if the 

Commission acts on my recommendation and orders such studies for Qwest in South 
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Dakota, that those inputs would not be available for some time. CLECs in South Dakota 

are currently faced with NRC charges that are orders of magnitude higher than what 

would be consistent with TELRIC principles, and (as I will discuss later in my 

testimony), the competitive market in South Dakota suffers as a result. The 

methodological deficiencies I have identified are, in and of themselves, sufficient 

grounds for the Commission to reject Qwest's NRC study. The Commission should do 

so. I will provide further support for such a decision in the next section of my testimony, 

and Mr. Morrison will provide support for adopting a modified NRC STUDY (pending 

time and motion studies) in his testimony which does not suffer from the faults that the 

Qwest study suffers from, and would allow for competition to progress upon its adoption. 

OTHER NRC STUDY FLAWS 

Q. HAVE YOU OBSERVED OTHER DEFICIENCIES WITH THE NRC STUDY? 

A. Yes. In its NRC STUDY, Qwest has overstated costs by apparently failing to consider 

andlor account for efficiencies resulting from enhanced Operation Support Systems. This 

failure to consider OSS improvements and to implement process improvements, which 

would allow for increased mechanization in responding to CLEC orders, has resulted in 

an overstatement of the manual intervention required in handling orders and, therefore, 

results in an overstatement of the nonrecurring costs associated with these orders. In 

today's teleco~nmunications environment, automation can be expected to displace much 

of the need for telecommunications technicians to handle orders manually. When orders 
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"flow through" the system on an automated basis, significant cost savings can occur. A 

review of the Qwest filing reveals the existence of OSS technology platforms that have 

the potential of providing these cost efficiencies. These systems should be expected to 

increase system flow-through (decrease the need for man~~a l  intervention) and 

significantly decrease costs. OSS can only provide efficiency savings when used in 

conjunction with the associated connection process. In other words, if Qwest has access 

to these technology platfonns, but is not (1) using these systems to perform these 

activities; (2) nor reflecting the efficiencies of this technology in its NRC STUDY, then 

the NRC STUDY will overstate costs. 

Q. IS QWEST OVERSTATING COSTS BY UNDERSTATING ITS ABILITY TO 

TAKE ADVANTAGE OF CURRENTLY AVAILABLE SYSTEMS? 

A. It is my conclusion that Qwest is indeed overstating costs in its NRC STUDY in this 

manner. As Mr. Morrison will discuss in additional detail, many activities detailed in the 

cost model indicate excessive fallout probabilities that are not consistent with state-of- 

the-art practices, that ignore process improvement methods, and consequently, overlook 

forward-looking cost savings potential. This failure to consider these technological 

advances in the model is a flaw in that reasonable forward-looking assumptions are 

disregarded. In the NRC STUDY, the probability factors reflect the extent to which 

Qwest makes use of state-of-the-art Operational Support Systems and to which orders 

"flow through" or alternatively fall out of a mechanized system. The flow through rate 

associated with each task can have a significant impact on nonrecurring costs. It is 
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extremely important in the context of nonrecurring cost studies that historical fallout rates 

be adjusted to reflect technological efficiencies and process improvements. 

Q. YOU MENTIONED PREVIOUSLY, THAT IN YOUR REVIEW OF THE QWEST 

FILING, THE EXISTENCE OF OSS TECHNOLOGY PLATFORMS THAT 

HAVE THE CAPABILITY OF PROVIDING COST EFFICIENCIES WAS 

REVEALED. CAN YOU COMMENT FURTHER ON THAT OBSERVATION? 

A. Yes. As Mr. Morrison will discuss in greater detail in his testimony, the probability 

factors used in the NRC STUDY do not reflect the flow through capabilities of the state- 

of-the-art technologies widely available to telecommunications carriers. In order to 

present this Comnission with nonrecurring costs that reflect forward-looking costing 

principles, Mr. Morrison advocates making adjustments to the NRC STUDY to reflect a 

2% fallout factor. It is reasonable to expect a fallout rate of 2% to reflect forward- 

looking qualitylcost efficiencies from a company that is committed to ongoing process 

improvements. In fact, the state Colnrnissions in Connecticut (Docket No. 97-04-10, 

May 20, 1998 and Docket No. 98-09-01, January 5,2000) Michigan (Case No. U-11280 

-- November, 1999) and Massachusetts (Docket No. D.P.U.1D.T.E. 96-73/74,96-75,96- 

83, 96-94-Phase 4-L Consolidated Arbitration Ruling, October 19, 1999) have ordered 

2% fallout factors to be applied to the entire nonrecurring cost estimation process. 

Further, it is important to view fallout in the context of the complete connect process 

rather than accepting it at each process step, which would in effect, compound the quality 

failure effecting customer service. Therefore, in order to appropriately apply fallout, the 
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fallout factor should be incorporated once to the entire process rather than to each step in 

the process. 

Q. WHAT DOES THE 2% FALLOUT FACTOR REPRESENT IN TERMS OF 

TODAY'S TECHNOLOGIES? 

A. The 2% fallout rate reflects technological advances that have occ~rred over the past years 

and is reasonably attainable by Qwest. Over the past five decades, technology has 

evolved fi-om an era when most connect and disconnect activities were performed on a 

manual basis, to a point where mechanization of these activities began to occur through 

the utilization of stand-alone databases. An example of such technological advances 

would be the replacement of paper records with databases in the 1950s. This 

technological improvement reduced the time associated with telephone company 

employees finding information. Over the past fifty years, such advances have reduced, 

and in some cases eliminated, the need for manual intervention and allowed tasks to 

"flow through" a mechanized system where activities occur by way of systems 

interacting directly with other systems to provide a given output. Over the past ten years, 

systems have been further automated so that support systems and related databases have 

been coupled with intelligent network elements that allow all of the activity steps 

required to connect and/or disconnect services to be automated, thereby eliminating the 

need for manual intervention in many cases. 
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DO EFFICIENT CARRIERS TYPICALLY HAVE PROCESSES IN PLACE 

THAT IDENTIFY THE CAUSE OF FALLOUT SO THAT FLOW-THROUGH 

CAN BE MAXIMIZED? 

Yes. Efficient carriers have a formalized process which allows them to achieve 

maximum flow through and to minimize manual intervention and costs. 

IS QWEST'S NRC STUDY BASED ON SUCH A FORWARD-LOOKING 

PROCESS? 

No. The FCC's basic TELRIC costing principles dictate that a forward-looking 

methodology must be used to determine the costs associated with unbundled network 

elements' nonrecurring costs by making use of the most efficient technology available. 

Therefore, once an efficient baseline is established, it is critical that the NRC STUDY 

reflect a forward-looking efficient framework. A review of the testimony and cost 

studies filed by Qwest in this proceeding suggests that the rates generated by the NRC 

STUDY are not based on forward-looking or efficiency-enhancing concepts. 

CAN YOU EXPLAIN HOW YOU CAME TO THAT CONCLUSION? 

Yes. It is important that Qwest have a process in place designed to ensure the efficient 

use of technology. Ignoring situations in which technology could be better used to avoid 

repeated manual handling of problems is neither forward-looking nor efficient. An order 

that falls out of a designed OSS flow-though process, which has the potential for 

generating significant manual work in order to resolve the associated problem over a 
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three year time horizon, creates the type of manual work that is a candidate for 

elimination by applying basic quality improvement procedures or a fonvard-looking 

technology overlay. More progressive users of technology rely on a root cause analysis 

("RCA") process which is used to examine the reasons for fallout problems and to seek 

ways to improve system flow through once a problem has been identified. It is not clear, 

based on Qwest's cost studies, testimony, and data request responses whether Qwest has 

an effective RCA process in place. In fact, based on Staff Request 01-033 in the New 

Mexico proceeding Qwest admits that there is no specific threshold that triggers system 

enhancements. This lack of employing fonvard-looking concepts and applying those 

concepts within the NRC STUDY is yet another deficiency in the model making the rates 

generated by the NRC STUDY suspect. 

Q. HAS STAFF MADE ADJUSTMENTS TO THE QWEST'S NRC STUDY TO 

REFLECT A 2% FALLOUT? 

A. No. Even though Qwest incorporates fallout factors of anywhere from 5% to 40% or 

higher - factors that are clearly out of line with TELRIC standards, and the overstatement 

of these probabilities results in the assumption that tasks are perfonned more often 

manually than mechanically (a much more costly process), Staff is unable to make this 

adjustment to the NRC STUDY. I have found that adjusting fallout within the Qwest 

model - due to the manner in which it is designed - is nearly impossible. 

I have identified a serious flaw in the Qwest NRC model in that adjusting these factors to 

reflect TELRIC standards is an extremely cumbersome manual process which if 
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attempted may introduce errors into the model. This is because in order to adjust these 

factors in Qwest's model the user must adjust each of the approximately 150 factors 

which may be applied separately, for each of the 244 NRC elements. Adjusting the 

model would therefore involve changing tens of thousands of individual cells located at 

different locations throughout the model. This process would take days, and, as noted, 

making these thousands of adjustments manually would introduce an unnecessary 

element of error into the adjusted model. 

This flaw in the Qwest model is not present in other models I have reviewed. The NRC 

models of other ILECs I have reviewed around the country (Verizon's wholesale 

nonrecurring cost model for example) are extremely user friendly, providing a matrix of 

NRC-related tasks and their associated occurrence factors on a separate worksheet within 

the workbook model. This allows for the user to adjust those factors in a matter of hours 

rather than days, because copylpaste techniques can be used, due to the central location 

of the cells, with a high degree of accuracy. 

The inability to adjust these critical input factors represents yet another flaw to the 

model, and the fact that these factors can not be adjusted reflects the conservative nature 

of Staffs resulting proposed nonrecurring rates. 

THE ANTI-COMPETITIVE NATURE OF QWEST'S NRC STUDY 

Q. CAN YOU DESCRIBE THE IMPACT ON COMPETITION IN SOUTH DAKOTA 

OF THE COMMISSION ADOPTING THE NONRECURRING RATES 

PROPOSED BY QWEST IN THIS PROCEEDING? 
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Nonrecurring costs ("NRCs") are associated with the activities required in the initiation 

and provisioning of wholesale services, interconnection, or unbundled network elements. 

NRCs are incurred by CLECs when they order a service from, interconnect with, or 

purchase UNEs from an ILEC. Because NRCs are nonrecurring, by definition, these are 

one-time, up front costs that must be paid before the CLEC is allowed to provide service. 

The total costs associated with the tasks required in the provisioning of the UNE 

comprise the NRC for the UNE. If these costs are biased, based on inefficient estimates, 

or overstated in any other way, as are Qwest's proposed nonrecurring costs, carriers not 

only pay an amount sufficient for Qwest to recover its costs, they pay an additional fee to 

Qwest. Because nonrecurring rates are paid up front, before the CLEC can begin 

providing service and recovering its costs, this fee can be thought of as a market entry 

fee, to which Qwest is not subject. 

WHAT ARE THE COMPETITIVE RAMIFICATIONS OF THIS MARKET- 

ENTRY FEE? 

Obviously, CLECs who would have to pay in excess of TELRIC rates would have a more 

difficult time (from a financial perspective) entering the market and building a broad 

customer base than if rates were in line with TELIUC pricing principles. Additionally, to 

the extent that CLECs are subject to charges to which Qwest is not, Qwest would have an 

additional competitive advantage (in addition to being the dominant carrier) over CLECs 

making entry into the market less likely. 
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By adopting the adjusted NRC rates as proposed by the Staff in this proceeding, the 

Commission can mitigate the anti-competitive impact of these up fkont fees and increase 

the likelihood that South Dakota consumers will benefit fiom sustainable competition in 

South Dakota. 

CONCLUSION 

Q. PLEASE SUMMARIZE YOUR TESTIMONY AND PROVIDE YOUR 

RECOMMENDATIONS. 

A. The Qwest NRC study suffers from many deficiencies with respect to the inputs used by 

Qwest. These deficiencies result in NRC rates that are overstated and inconsistent with 

FCC pricing principles. I therefore recommend that the Commission reject Qwest's 

proposed NRC rates, and instead, adopt the rates proposed and s-upported by Mr. 

Morrison. 

I further recommend that the Coinmission order Qwest to conduct time and motion 

studies, in concert with the parties to this case. The results of these properly conducted 

studies would be used as inputs into the NRC STUDY in order to set permanent rates for 

Qwest in South Dakota. 

Q. DOES THIS CONCLUDE YOUR TESTIMONY? 

A. Yes 
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Camer  Facilities Assignment 

Circuit Identification Code 

Competitive Local Exchange Camer  

Common Language Location Identifier 

Circuit Layout Order 

Central Offke - 

Central Of'iice Resource Allocation Center 

Central OiTice Technician 

Communications Processor 

Common Planning Document 

Automated Order Load in WFA-DI (Work Force Administration -.Dispatch In) 

Circuit Reset Testing 

Common Systems Planning & Engineering Center 

Customer Service Record 

Cnstomer Transfer Charge 

Circuit Work Location (eacb Central Ofice location involved on the order) 

Carrier or  Call Transfer 

identifies frame locations for camer  systems. Is a means to add restrictions or  update m m e r  records. 

Displays framing locations for a camer fac-llity. 



Glossary of Acronyms 

- - 

CXRH 

CXRS 

DAIOPR 

DACSEDSX 

DD 

DIP 

DlTSC 

DLR 

DOSOI 

DRI 

Displays header portion of camer  system records 

Diipiays vacancies or individual circuits working on each channel slot of a specif~c carrier. 

Directory AssisrancelOperator Services 

Digital Access & Cross Connect System 

Due Date Critical Date - 
Dedicated Inside Piant 

An Innallation or Trouble Work Request screen in WFA-DI Work Fom Adminht ion-  Diispuch in) 

Design Layout Record 

Service Order Installatioa screen in WFA-DO (Work Force Adminisnation - Dispatch Out) 

Design Related Information 

DS I&M Technician Designed Services installation and Maintenance Technician 

DSX 

DSX-1 

DSX-3 

DTr 

DVA 

EAS 

EF 

EPOC 

EXACT 

FACS 

FCD 

FEYXA 

m 
FOC 

FRS 

Fr 
GCNOTE 

GCOCCA 

GCOCMA 

GOC 

HDSL 

I&M 

LABS 

Digital Signal Cross Connect 

Digitai Signal Level 1 Cross Connect 

Digital Signal Level 3 Cross Connect 

Direct Trunk Transport 

Dtsigned, Verified, and Assigned Critical Date 

Extended Area Service 

Enmnce Facility 

Engineering Point of Contact -. 
Exchange Acccss Camer Tracking 

Facility Assignment and Control System 

Frame Continuity Date 

Displays the # of carrier sy~rems i M e c f  pading md plannd Used tc: 1) add new carrier gronpr 2)  rrmwe arricr dloeatir 

gronps 3) add ar rcmwe daigns from m rllorr~cion group. 4 )  update p v c t o ~ g e  of planned adds 

field Identifier Code 

Firm Order Confirmation 

Frame Relay Service 

Flow through 

A m a n s  to record pertinent notes penaining to a particuiar design. 

A l l a  w to perform initial logging of pending amit o r d a  ancding or ddeting misting ordas ss wdl is the tlrbseqoml 

snppkmmtiag. correcung and raellnldi of orders This ~oeco is d a i g ~ t e d  for Erchmgc A a s r  lrs~ 

Generic Order Control Message Access 

Generic Order Control 

HiiBit Rate Digital Subscriber Line 

Installation and Maintenance field forces 

Integrated Access Billing System 



Glossary of Acronyms 

ICACI 

ICCA2 

ICDF 

ICNTS 

ICO 

ICORD 

ICS 

IMA 

IOF 

ISC 

IXC 

Iws 
LAN 

LFACS 

LNO 

LOA 

LPADM 

LPC 

LRAC 

LSR 

LST 

MDF 

NPA 

NSMC 

NXX 

OCO 

OPS/INE 

OSP 

OSSCN 

OSSCWL 

OSSLOG 

A c u s  Service Request Additional Circuit Information Screen 

Access Service Requcn Circuit Administration Center Response Screen 

Interconnector Distributing Frame 

Access Senice Request Notes Screen 

Independent Company 

Access Service Request Order Screen 

Internal Cornmanications Services 

Jnterconnect Mediated Access 

Inter Office Facilities 

Interconnect Semce Center 

Interexchange Camer 

lntellegent Work Station 

Local Area Network 

Loop Faalities Assignment and Control 

Local Interconnettion Semce 

Local Network Operation 

Letter of Authorization 

'Ihit is a screen a, record the catside Lciliti~~ i . ~  pr Or DSO ordas oniy. The inforuution is then umsfarrd over to the 

& the sysum. 

~ecor;ds the add- and coatam mmes & numkrs for tach cad of the cknii  mad then transferred o v a  tD be put of the de 

Loop Provisioning Center 

Load Resource Administration Center 

Local Service Request 

Line and Station Transfer 

Main Distributing Frame 

Multiplexer 

Network Interface Device 

Number Planning Area 

Ketwork Servicts Mainteaance Center 

First three characters of a seven digit telephone number 

Overall Control Ofice 

Operations Processing S_memAnteIligent Network Element 

Other Semce Provider 

Circuit Notes screen in W A - C  (Work Force Administration - Control) 

Circuit Work Location screen in WFA-C (Work Force Administration - Control) 

Work Request Log screen in WFA-C (Work Force Administration -Control) 



Glossary of Acronyms 

0s- 

OSSOI 

OWliDOC 

PAWS 

PCFLOW 

PCLIST 

PDAC 

POA 

POTS 

PTD 

RCI CIC 

RCl ClT 

RDLOC 

RID 

RMA 

RTAD 

R'IT 

SCR 

SDC 

SIG 

SOA 

SOAC 

SOP 

TAG 

TAS 

TASASG 

TASTGN 

TAXI 

TG-B 

TIRKS 

TQ 
TRDB 

TSC 

TUFtIABS 

Order List screen in WFA-C Work Force Administration - Control) 

Order innallation screen in WFA-C (Work Force Administration - Control) 

WORD (Work Ordm Rtemd Detril) Doclrmrnt saa in W A C  (Work F o m  Adminisrration - Control) 

Position Analysis Workstation 

Traces the history of a given work item. - 
This is a work management list for a given work position. 

Planning Design Access Code 

Proof of Agenq 

Phin Old Telephone Service 

Plant Test Date 

Compiiment screen allows user to create, update, remove or display a TCIC compiiment 

This activity screen allows user to post or  nnpost TCICs to one or more message r r u n h  

Venue for locating addresses, locations andtor specific locations within a Cennal Office by CLL? cod 

Recbrd Issue Date 

Request for Manual Assistance 

Thk firocciDn implcmatcd on the a d  derail scmn brings in& p a f o m m c c  mwitoxiag (lating) infomuliou on the dtsig 

fhis is the Refnrrl Tnelriag Tool thit is oxd rs commnniatioa berrre~~~  daigaaz, tcmrs and apdty provisioning to mw 

bdd mdas in aced of eqnipmenL fad i i t i~ ,  job site vism. etr 

SCCXR b wbac phnncd carrier rymms arc wad mainmined and removed SC- is 1 confiop.doll of this wmn 

Saeiner Critical Date 

Semce Delivery Coordinator 

Signal Interval Guide 

Semcc Order Adminismator 

Service Order Analysis and Control 

Service Order Processor 

Technical Advisory Group 

Tmnk Assignment S-vstem 

Trunk Assignment System Assignment Screen in Generic Tmnk Assignment System 

Trunk Assignment System Trunk Group Screen in Generic Tmnk Assignment System 

Terminal Accss  for Interexchange Inquiry 

Trunk Group Message R e c o r ~ r u n k i n g  Record Database 

Tnnk Inventory Records Keeping System 

Translations Questionnaire 

Trunking Record Database 

Two Sir Code (Trunk Group - 2 alpha, sir numeric) 

Traashror of U S 0 0  fiaivernl S c m a  Order Coda) md F D s  ( F ~ d d  ladmcificr Codcs)Antegrrtld A- BltIinb Sysmn 



Glossary of A m n y m  

UDC 

mrr 
USOC 

USW 

WA 

WFA 

WFA-C 

WFA-DI 

WFA-DO 

WFM 

WORD 

WORD Document 

B O X  

ZRGRP 

Universal Digital Channel 

Unbundled Dedicated Interoffice Transprr 

Universal Service Order Cods 

U S W E S f  

Work Authorization 

Work Force Administration 

Work Force Administration - Control Module 

Work Force Administration - Dispatch In Module 

Work Forte Administration - Dispatch Out Module 

Work Flow Manager 

Work Order Record Detail 

Work Order Record Detail Document 
Is the piace w b a  TWO sets of pairs are a n d  KI provide coatinuhy to the c i rdr .  iL, able  pnvs come from tlrc C 

and art eonneaed to r dificrtllt set of mMt pain to the c u m m a .  

Tmnk group record. 



TAB 3 



INTERCONNECT SERVICE CENTER 

Serves as the primary order provisioning contact for Competitive Local Exchange 
Carrier (CLEC) customers who purchase unbundled network elements products 
and services (i.e. Number Portability, Unbundled Loop, Unbundled Lineside Port, 
Resale) from Qwest. 

The center provides end-to-end order coordination from request through order 
completion and serves as the primary liaison for the customer for all downstream 
organizations. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 

. that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SMEs for the determination of time, estimates and 
probability of occurrence include the following key assumptions: i 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 18 month time horizon should be considered. Anticipated 
process efficiencies andor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



UNE-P POTS, CTC process & times received from Sami Hooper 303-965-371 1 I 
Update March, 2001 to reflect full /MA flow through (95%). I I 

Process, Times & Probabilities for POTS to UNE-C I 

I I 
I 

t i 

Task Description 1st Line (mechanize& I I Time in Min 

I I 

Screen and routel 5 1 0.05 1 OS scale 7 
I I I 

Probab- I Waue Scale 
I 

1) If LSR errors in the SOP or fails flow through edits 
I 

I 
the LSR is screened and routed to an order writer i I 

I 

2) Order Writer accesses LSR, manually enters order in SOP 1 
and faxes an FOC (Firm Order Confirmation) to the reseller. Logs1 

! 
I 

I 
, Probabilitv ( Waue Scale Task Description Additional Line (mechanized), 

3 )Order Writer manually enters order in SOP and faxes an 
FOC (Firm Order Confirmation) to the reseller. 

minimal data in CRM. 

Time in Min 
I 

1 
I 
I 

Type Change Of Service Provider Adl Line 

I ! 

Task Description 1st Line (manual) 

3 

11 Dre order, Outsourcer receives request for CSR 
, eseller, accesses CSR via BOSSICARS database, gathers - 

r t  .ds & faxes to reseller. (CSRM) I 

Type Change Of Service Provider 1st Line I 10 1 0.05 

Time in Min 

I 
Receive request & send CSR~ 3 1 

OS scale 7 

I 

OS scale 7 

I I 
Task Description Additional Aditional Line 

I I I 

0.05 

I 
Probabilitv 

I 

OS scale 7 

2) Order Screener receives firm LSR (via fax), screens for fatal 
rejects, faxes LSR to appropriate center for logging and typing. 

Receive & Screen LSRl 5 

4 )Order Writer (using LSR), manually enters order in SOP 
and sends a FOC (Firm Order Confirmation) to the reseller. 

fmanuaa 1 Time in Min / Probabilitv / Wage scale___( 
I I I 

OS scale 7 

Waoe Scale -- 

I 
1 

I 

Order Writer (using LSR), manually enters order in SOP and j 
sends a FOC (Firm Order Confirmation) to the reseller. Logs 
minimal data in CRM. I i I 

I 

I 
T v ~ e  Chancre Of Service Provider 1 st  Line 1 1 10 

I 
- -  -- 

I 
nt codes - OS scale 7 6623 12300 I i 

I I 

Type Change Of Service Provider Adl Line 1 3 I 1 SOA scale 7 



. -, ,. ,,- - 1 1 ~  u rn -  ror transfenng existing PRNATE U N E  cuszomers. 
Private Line products include: DSO, DS?, 053, OCn, Integrated T? 
Prepared By Sami Hooper 303 9653'1ll 
Design times from Kathy Platts 
Jun-OO I 

Task Description 1 st Circuit Conversioq . Time in Min Probability . Labor Grouo 

ISEF~VICE DEL [VERY CENTER i 
Each circuit received and typed separately no additional circuit efficiency. no IMk efftciency all orders manually typed 

7 )  Servrce Order Administrator receives firm LSR (via fax). - 
screens for fatal rejects. and logs LSR. ISC 

Receive & Screen LSR' 5 1 

2 )Service Delivery Coordinator (using LSR), verifies address . 

and NC NCI combination. Manually emen a disconnect(lABS) IWSC 
and New connect order in SOP [Service Order Processor). 

Type Change of Service Provider! -20 1 

3) Service Deiivery Coordinator faxes a FOC 
(Firm Order Confirmation) to the co-provider and logs CRM 1 WSC 

Fax FOC to co-provideri 2 1 

4) Service Delivery Coordinator accesses order in SOP. corrects . 

all service order errors and completes order. lWSC 
C o m a  & Complete Order in SOPS ' 5 1 02 



TAB 4 



Subject: Re: Fwd: Collocation Transitions] 
Date: Thu, 30 May 2002 14:33:50 -0500 

From: Deni Toye cdtoye@qwest.corn> 
Organization: Qwest Corporation 

To: Daniel Deffley cddeffle@qwest.com> 

Yes, if it is designed service, the Implementor would be the one to do the 
documentation and completion of the WFA order. 
Deni 

Daniel Deffley wrote: 

> D, 
> I 'm ok w i th  t h a t  f o r  t h e  c o l l o  s t udy .  That one i s  done. Now I 'm r e f e r r i n g  t o  a 
> Priva te  Line t o  Unbundled Element conversions.  I t s  m o s t l y  work i n  t h e  ISC t o  
> change b i l l i n g  b u t  was t o l d  a t  one t ime  t h a t  t h e  Design Center w i l l  have a small 
> amount o f  work t o  do on t h e s e  orders .  Again, v e r i f y i n g  which t e ch  does this work. 
> I c u r r e n t l y  show a des igner  b u t  t h i n k  i t  should b e  t h e  implementor. 
> Thanks, 
> DD 
> 
> Deni Toye wrote:  
> 
s > H i  Dan, 
> > T h i s  work i s  done by t h e  Implementor, no t  t h e  Designer. T h i s  would b e  when one 
> > CLEC buys  another CLEC c o l l o c a t i o n  and t h e  B i l l i n g  name needs t o  change t o  t h e  
> > New CLEC. T h i s  should a l l  be f low through f o r  t h e  designer.  
> > Mahalo, 
> z Deni 
> > 
> > Daniel D e f f l e y  wrote: 
> > 
> > > Deni, 

I > > Here i s  t h e  memo you s e n t  b e f o r e .  Jus t  checking t o  see  i f  this app l i e s  - > > f o r  Pr iva te  Line t o  Unbundled Element conversions.  Current ly ,  I show 
> > > this work be ing  performed by a Designer f o r  conversions r a t h e r  than an 
2 2 > Implementor. 
> > > Thanks, 
> > > D D  
> > > 
> > > ........................................................................ 
> > > 
> > > Subjec t :  Re: Col locat ion  Trans i t i ons  
> > > Date: Mon, 08 Apr 2002 13:22:27 -0.500 
> > > From: Deni Toye <dtoye@gwest. cam> 
> > > Organizat ion:  Qwest Corporation 
> > > To: Daniel D e f f l e y  cdde f f l e@gwes t . com  
> > > References:  c3CBlB9E2. EBC92A480qwest. corn> <3CB1CA8A.A1F71662@gwest. corn> 
> > > 
> > > The t o t a l  t ime would b e  5 min.  I f  i t  needs t o  be broken down, t h e  screening 
> > > would b e  2 min and t h e  c lo seou t  would b e  3 min.  
> > > Deni 
> > > 
> > > Daniel D e f f l e y  wrote: 
> > >  
> > > > Deni, 
> > > > Yes,  p lease  add t h e  t ime  per  s t e p  or  summarize t h e  t o t a l  t ime  t o  perform 
> > > > t h e se  a c t i v i t i e s .  
> > > > Thanks, 
> > > > Dan D. 
> > > >  
> > > > Deni Toye wrote: 
> > > > 
> > > > > H i  Dan, 
> > > > > When one company buys  another  companies co l l oca t i ons ,  t he se  a re  t h e  
> > > > > s t e p s  t ha t  t h e  Implementor w i l l  need t o  do: 
> > > > > 1. Screen t h e  order 

> > > > 2 .  Close out  a c t i v i t i e s  inc lud ing  CLEC contac t  and c l o s e  ou t  o f  WFA/C 
> > > > screens  wi th  r e s p e c t i v e  f i e l d  completion. 

> > > > >  
> > > > > Are you needing more verbiage? 
> > > > > Thanks, 



2 > > > > Deni 
> > > > >  
> > > > > - -  
> > > > > - Con f iden t i a l  Use O n l y  - 
> > > > > Disc lose  and D i s t r i b u t e  Only t o  Qwest Employees Having a  Need t o  Know. 
> > > > > Disclosure ou t s i de  o f  m e s t  i s  p roh ib i t ed  without  au thor i za t i on .  
> > > 
> > > - -  
> > > - Conf ident ia l  Use Only - 
> > > Disc lose  and D i s t r i bu t e  Only t o  Qwest Employees Having a  Need t o  Know. 
> > > Disclosure ou t s i de  o f  mest i s  proh ib i t ed  without  au thor iza t ion .  
> > >  

> > > Deni Toye cdtoye@qwest. corn, 
> > > 
> > > Deni Toye 

> > cdtoye@qwest.corn> 
> > z Pager: 800-946-4646 Pin 148-1534 
> > > F a :  515-323-0181 
> > z  Work: 515-286-6440 

> z Addit ional  Information:  
> > > Last Name Toye 
> > > F i r s t  Name Deni 
> > > Vers ion  2.1 
> > 
> > -- 
> r - Conf ident ia l  Use Only - 
> > Disclose and D i s t r i b u t e  Only t o  Qwest Ehployees Having a  Need t o  Know. 
> > Disclosure o u t s i d e  o f  Qwest i s  p roh ib i t ed  without  au thor iza t ion .  

- Confidential Use Only - 
Disclose and Distribute Only to Qwest Employees Having a Need to Know. 
Disclosure outside of Qwest is prohibited without authorization. 

1 i 
; Deni Toye <dtove@qwest.com> 1 
! j 
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Subject: Resale Frame Relay Account Consultant info 
Date: Fri, 9 Mar 2001 08:48:20 -0600 

From: mrushen@uswest.com 
To: ddemeaqwest. corn 

Hello- 
Here 1s the information I promised you yesterday. Let me know if you have 
any questions. 
Thanks ! 

Marilyn Rushenberg 
Account Consultant 
612-664-3438 (voice) 
612-680-9515 (pager) 
612-664-4776 (fax) 

< < . . . O L E  Obj . . .  >> - 



March 9,2001 

Hello- 
Here is the information you were requesting yesterday a s  it regards Account Consultant action for 
resale frame relay orders. 
The following is the breakdown of the general activity: Input order into FRSR (Frame Relay 
Service) 
This activity includes: 

1. Verifying or building customer name and address into !SYS database 
2. Verifying that all pertinent information is provided on LSR including (but not 

necessarily limited to): 
-Type of service required (access link type etc) 
-Billing information 
-Billing contact information 
--Contract information 
--Service address 
-W~ring instructions 
-Site contact information 
-Repair contact information 
-PVC information 
-Due date 

3. Build the FRSR applet and send fonvard to DAOS (order specialists) 

Also, the average amount of time for these activities, a s  we discussed yesterday, is 12 minutes, 
in my opinion, assuming that all pertinent information is on the LSR. 

Call me with questions. Thanks! 

Marilyn Rushenberg 
Account Consultant 
61 2-664-3438 (voice) - 
612-680-951 5 (pager) 
612-664-4776 (fax) 
<<.. .OLE-Obj. ..>> 

NOTICE 
The Information contained herein is mrf!&l a n d p m p m  
and should not be disclosed to unauthorized person% Ris meant 

for use by authorized representatives Of fhE& Ofl& 



Subjec t :  change i n  numbers 
Date: F r i ,  9 Mar 2001 11:37:34 -0600 
From: tbeager@uswest.com 
To: ddeffle@qwest.com 

Customer s e r v i c e  d e l i v e r y  (Data Applicat ions Order S p e c i a l i s t )  
Ver i fy  FRSR (Frame r e l a y  s e r v i c e )  10 
Address V e r i f i c a t i o n  C 

Send t o  EXACT/Assign o r d e r  
Send information t o  IABS and updates ORACLE 3 
I s s u e  IABS o rde r  7 n 

Complete TABS o rde r  and send t o  b i l l i n g  

Here i s  an exp lana t ion  f o r  t h e  t ime frames surrounding what t h e  DAOSs due. 
Ver i fy  PRSR (frame r e l a y  s e r v i c e )  

Verify t h a t  a l l  of t h e  information on t h e  FRSR i s  complete and a c c ~ -  ' r a t e :  
Verify d isconnect  f o r  pending order  
Verify accu ra t e  c i r c u i t  information 
Calcula te  t e rmina t ion  i f  necessary 
Ver i fy  3AN 
Verify customer name 
Verify NC code f o r  t y p e  of c i r c u i t  
Verif Y MCN 
v e r i f y  ACNA 
Verify b i l l i n g  and c o n t r a c t  information 

Address V e r i f i c a t i o n  
Verify CFA i n  f a c i l i t y  check 
Verify address  i n  f a c i l i t y  check 
Verify LSO i n  f a c i l i t y  check 

I s s u e  IAES o rde r  
V e r i f i c a t i o n  of o r d e r  
Manual e n t r y ' o f  remarks 
Manual i s suance  of ' R r r  orde r s  
Disconnects may r e a u i r e  EBD 
Disconnects r e q u i r e  " fe tch ing"  t h e  c i r c u i t  

t o  0 '  
and changing a l l  a c t i o n  codes 

Af te r  i s s u i n g  t h e  o rde r  go back t o  FRSR t o  update t r a n s l a t i o n  d a t e  
Complete IABS o rde r  
When on o rde r  can not  complete au tomat ica l ly ,  i n v e s t i g a t i o n  a s  t o  why. f i x  t h e  
problem, and complete t h e  o rde r .  

Dan anytime we a r e  doing v e r i f i c a t i o n  i t  can r e s u l t  i n  having took f i x  a  problem 
be fo re  proceding. I f  you have any ques t ions  p l ease  g ive  me a c a l l .  

Thanks, 
T e r r i  
612 664-3469 



SERVICE DELIVERY COORDINATOR 

Wholesale markets - Service Delivery serve as the primary order provisioning 
C 

contact for CLECs, Interexchange Carriers and Wireless customers who purchase 
complex wholesale and retail products and services (i-e., Private Line, F m e  
Group, LIS T m g ,  Centrex Resale, Nurnber Portability) &om Qwest. 

The center teams provide end-to-end order coordination irom request thou& 
order completion and serve as the primary liaison for the customer for all 
downstream orgdzalions. 

TIME ES'ITMATES AND PROBABILITIES OF O C a m N C E  

Nonrecznring cost studies are developed to include work activity r ime estimates 
and probabiities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience witb the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
cmently perform the work activities be'mg studied 

Insuctions provided to the SPUIE's for the determination of b e ,  estimates and 
probability of occurrence mclude the following key assumptions: 

The time estimates and probabili~ of ocamence are forward-look&. If 
possible, a 12-1 8 month time horizon should be considered Anticipated 
process efficiencies a d o r  mechanization are examp1es of fonvard-looking 
assumptions the estimates are to include. 

The time esimates are based on an avenge that does not include problems 
encountered during rhe work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
oftime t h ~  is excluded 

The time estimates do not include supplements to the initial order. 

The time estimaxes do not include any maintenance or repair times. 



Subject: Cost Study 
Date: Tue, 21 May 2002 10:37:36 -0600 
From: "Cindy Kalakis" <ckalaki@qwest.com> 
To: ddeffle@uswest.com 
CC: "Terri McQuiston" <tporter@notes.uswc.uswest.com> 

, "Linda Kae Olsen" <lxolsen@notes.uswc.uswest.com~ 
, "Ronda Bergstedt" ~rbergst@notes.uswc.uswest.com> 
, "Nancy Chapman" ~nljohns@notes.uswc.uswest.com~ 

Dan : 

Attached is the cost study spreadsheets for Private Line, Switched Access, 
LIS and UDIT. 

I did a comparison on like functions and it seems we are in synch. There 
are some differences with the SHNS-SST because of the complexity of the 
product but I think we are either the same or justifiably different where 
appropriate between all the products. 

If you need to get us all together again to discuss, let me know, 1'11 be 
happy to set up a meeting, or you can talk to the Product Process 
Specialist for each product if you have questions. 

Thanks for your patience! 

Cindy 

(See attached file: SDC TIMES 2002-Summary-all prod.xls) 

Name: SDC TIMES 2002-Summary-all 
prod. xls 

SDC TIMES 2002-Summary-all prod.xls Type: Microsoft Excel Worksheet 
(application/vnd.ms-excel) 

Encoding: base64 
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INSTALL I 
Item Item Work Actlvlty 

# Descrlptlon 

ASR is received mechanically through 
1 Receive ASR mechanically EXACT on a mechanized work list . - - -. . - - - - - - -- . . - - - -. - - . -. - -- - - - . - -- . - - . .. 

Input ASR Into EXACT Manually 

Validate ASR in Check for the accuracy of the ASR fields 
2 EXACT and make sure all Information is present - -- - - -- - -- - - - . - - - - - - - - -- -- I / CheckRDLOC screen to validate who I - 

l~alidate ACTL in TlRKS I owns the ACTL. . -. -. - .. ,. .. ....... . -- 
Check to see if LOA is necessary. If LOA 

I lis needed is it on file or does the SDC 

lVe ify 
need to request a new one. - - 
In TRDB assign TSC If request is for a 

( ~ s s i ~ n  new TSC I new trunk group. . ..- -- 

Make sure the TSC and circuit ID passed 
by the customer Is the same on our TAXI 
records. Verify the BAN provlded by the 
customer is accurate and if not accurate 

1 min. 11 rnin. 

2 minutes 2 minutes - - - - -. -- -. -. -- - 

6 Verify TAXI - . - --A . - - - t locate the correct BAN. 2 minutes 2 minutes --. - -- - - -. 
Call billing SDC to verify credit check has 1 I 
been completed and security deposit 

7 Credit lnfo/Security received If required. -- - -  . - 5 minutes 5 minutes I - - -. -. . . 
Check the IABS TlCR table/contract to 
ensure rates are loaded for LIS USOCs in 

7a Validate Contract Rates the customer's contract. - 3 . - -. 

Make sure the TQ is required for type of 
service and that all required entries are 

8 Verify TQ present. na 5 minute3 

lmates 
KS 
NSTALL 
SA ADDL 

otes 

his is the length of time it takes the SDC to pull up 
e ASR by ASR number in EXACT. 
)O% of ASRs are mechanical 

his Is the time that it would take the SDC to manually 
 put the lnformation on all the EXACT screens. 
10% of ASRs are manually faxed. - . . - - - -- - -- -- -- - . . - - - - - . - . 
nlries are made to add order number, circuit ID and 
llervals to the service order. The address Is validated 
)r accuracy. TheQwest EXACT screens are 
opulated in this step. -- - - . - . - - . - - . - . - .. . . - -. - - - . . . - - . - . . - - . . . . . . . 

65% of the time - .. -. . . .. . -- .. .- 

10% - -- of the .- time . . . .- . . .- - .. . . . - . . . . . - .. . . . . -. . - - . . . - , . . . . . - . . . . - - 

Jot required on new . installations .. - only - ...... change .. . ... orders . . 

lnly required on the first Install in the LATA. . . - . . . . - . - 

lone 100% of the time. 
-. . . - - . . . . . . . . 

=or LIS, verify that the NPAINXXs listed on ICTQA are 
ocal to the SECLOC or that they have the type of 
arrangement that allows crossing LCA boundaries. 
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I 
I I /  andl ling calls from the IXC and from 

9 ............ lntra Company - ....... -- - Calls - -- lwilhln the company regarding the ASR. . . . . . . . - - -  - . - - - . . .  -- - . -- .... ............................ 1. I Order Distribution - DSI 
10 facility andlor EF I . - -  . .  ..... - .  ....... - I 

Ready order from EXACT TO TUF into 
10A EXACTTTUFIIABS the order formal in IABS. ............. - ...... - .... - ............... - ......... - .- .................. - ........ I I 
10B .. 

to billing system so 
Distribute Order in IABS can validate charges, etc. -- . - .. - .... . - .- - 

Validate USOC suffixes for mileage and 
billing USOCS for circuit elements. CFA 
and HBAN. Check to make sure the 

Validate IABS Service order service order is complete and accurate. rmanually eamlaleznemeu ,, ....... - -.................... 

the service is InterLCA Add additional mileage USOC and 

10C . - - 

Check the SOAC database for 3 success 
messages. This means the order has 
logged into TIRKS. If order has an error, 

Facility or other manually calculate rate using the intrastate tariffed 
billed products (Tandem rates (fixed and variable) for the mileage 
Exhaust, etc.). increment. . - - - - - - - -- - - - - - - - - - - -- -- - - - - - -. - - - - - -- 

I I lit must be resolved in the appropriate 
Validate 3 successes in service order processor before it will flow 
SOAC TlRKS interface - through -- all necessary systems. I Order ~isribution Trunk - .... 

EXACT to TUF into the 
12A EXACTTTUFIIABS -- . -. 

Validate OCL, and delete TSC's if 
multiple were fetched that do not pertain 
to this order. Verify CFA and HBAN. 

I I kheck to make sure the service order is 
128 Validate IABS Service order complete and accurate. ........... - .... - . - .............. - . - ..... -- ............. - .. I I t 

I I l~istributes order to billing system so 1 12~1~istribute Order in IABS /billing SDCL can validate charges, etc. 

3 min - - - -. - - - - . 

min .... , . - 

! min. 

I min 

1 min 

3 min ... - .... 

............. 

-. - . - . - . - . 

............ 

. - . - - - - . - 

- - - .. - . --- - -. 

1 min - - . - - . - . 

2 min ..... -. ....... 

1 min 

3 . min -. .. _. ._ _._._. .-_ ............ 

! min I -- .- . ._ . . . . .  ........ 

-- 

i . min ... 

Applicable if the SPEC code of XLCAL1 or XLCAL2 is 
present or if in a state where tandem exhaust exists 
and other arrangements required. Contract 

-_ -_ _- ._ 
This is a manual ready command by the SDC but the 
translations lo IABS is a mechanical process within 

EXACTTTUF. ..................................... 

amendment required. 3% of the - ASRs. .... 

.... 1 min _ ._. . _ _ . _ . . . . _ _  . . . . . .  

....... ....... 1 min _-- . . . . _ _ . . . . . . . . . _ _ .  I 

1 min 
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I 
PC List ASR to Tirks to mechanically 

13 PC List ASR build the template for the - word document. . - 

14 -. FOC* -. 

Manually confirm the ASR, print the 
screen and fax or email to the customer. 
Includes the FAX of the DLR. - -- - - - -- - 

I I Confirm ASR in EXACT, mske sure the 
customers DRC code is present so the 

148 .- - - FOC Electronically -- -- -- -. DLR -- .- will - -- - print to the custbmers - location. 
Service Order Completion . 

Check WFA order for completion date 

15 Check WFA I and any pertinent notes or missed 
function codes 

.. -- - . - -- . - . -. .. - - -- - - -- -- - - - - - 
Add any additional information from WFA 
that pertains to the service order. Make 
sure IABS service order is accurate for 

16 -- Check IABS Service Order billing. --- -- -- 
Complete IABS Service Type the correct codes to complete the 

17 Order .- . -. .- -- - -. - order in IABS and process. 
Type correct information into EXACT anc 

18 Complete EXACT I I c&nplete the ASR. - -  ---- - 
19 Note EXACT Make any applicable notes in EXACT 

DISCONNECT 

Item Item Work Actlvlty 
# Descrlptlon 

I 1 ASR is received mechanically through 

1 min 

- - 

3 min - -- 

5 min 

1 min 

1 min -- 
I min 

1 min. 1 (~eceive ASR mechanically (EXACT on a mechanized work list 

5 -_-I min 

1 min na 

I min 

3 min 

1 min 

3 min 

5 min 

1 mln 

1 min I=-- 

.- - -. . - - - - - . - - - . - - - - - .- . -. . -. . . . - - . . -. -. . . - .. . . . . . . 

'You can only do one of these on an ASR. You canr 
mechanically and manually FOC the same ASR. 
*Mechanical FOC is 90% 
"Manual FOC is 10% - - .. .. .. .. .. . 

required FiDs are present. 
.. . . 

- -. -. -- - . . - .. -- -- - - - . - - -- . . - -- . - .. -. -. - . . . . - . .. - 

FIRST 1 EA ADDL I I 
I I l ~ h i s  Is the length of lime it takes the SDC to oull UD 

I I Ithe ASR by ASR number in EXACT. 
' 

I 1 min. Ina 11 min ]*go% of ASRS are mechanical 
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Input ASR into EXACT Manually - -. . . - -- - .- -- . . - -- -. 1 a . - - 

[validate ASR in l ~ h e c k  for the accuracy of the ASR fields 

Receive ASR via FAX* - - .- - - . -. - -- 

2 EXACT I land make sure all Information is present -- - - - - - - - - . -. - - - - - - - . - - - -- - - - 

I l~andling calls from the IXC and from 

3 - - 

4 

5 lntra Company Calls within the company regarding the ASR. larder Dlstrlbution DS1 an&it-  

Verify TAXl -- -- - - - . - - - - -- 

Verify TQ 

1 l~istributes order to billing system so 

Make sure the TSC and circuit ID passed 
by the customer Is the same on our TAXl 
records. Verify the BAN provided by the 
customer is accurate and if not accurate 
locate the correct BAN. 
Make sure the TQ Is required for typeof 
servlce and that all required entries are 
present. -- 

6 

6A 

6B -- 

10 min 

10 min -- - 

2 minutes 

EF ---- - 

EXACT/TUF/IABS 

Validate IABS Service order - - 

3 min 
-- 

I min 

-- 
Ready order from EXACT TO TUF into 
the order format In IABS. -- 
Validate CFA and HBAN. Check to makc 
sure the service order is complete and 
accurate. I2 min. 

6C Distribute Order in IABS \billing SDC's can validate charges, etc. 1 min -I-- --- I-- 
Check the SOAC database for 3 success 
messages. This means the order has 
logged into TIRKS. If order has an error, 
it must be resolved in the approprlate 

Validate 3 successes in service order processor before it will flow 
through all necessary systems. A 1 min 

--- - - -- - - - 
Ready order from EXACT to TUF into the 
order format in IABS 

0 mln 

i minutes I na 

5 min C 

10 min 

2 min 

iis is the time that it would take the SDC to manuallq 
put the information on all the EXACT screens. 
0% of ASRs are manually faxed. -- --- - - - - -. . 
ntries are made to add order number, circuit ID and 
tervals to the servlce order. The address Is validate1 
r accuracy. TheQwest EXACT screens are 
~pulated .- In this step. - - -- - - - - -. .. - - . . . . . . . - . . - -. - 

ot required on new installations - only change order: 
Q required on complete disconnect of group to 
nsure that traffic is re-routed if approprlate. Not 
3quired on partial disconnect. - - -- - - - -- - - . - ?. 

'his Is a mechanical process within EXACT, - - - - -. - - - - - -. 
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I I I 
Validate OCL, and delete TSG's if 
multiple were fetched that do not pertain 
to this order. Verify CFA and HBAN. 
Check to make sure the service order is 

Distributes order to billing system so 
C Distribute Order in IABS billing SDC's can validate charges, etc. _ _  1 min 

B PC List ASR - ..- - -- - - .- -- - -- . -- -- - . - -- - -- -- - - - - - - - - -- 

9 FOC' - - .- - .. -. a-. - -- -- - - - -- - .. . - - -- . - . - - - . -- - . - .- - -. . - - - - - - 

3A - - . FOC Manual min min - - - - - - 4. -- - - - - -. . . -- - - - 

I Confirm ASR in EXACT, make sure the 
customers DRC code is present so the 1 I 

96 - FOC Electronically .- - DLR will print to the cusl-omers location. -- -. 1 . . - min . - - - - - -- 1 min 
Service Order Completion 4- - Check WFA order for completion date - - 

and any pertinent notes or missed 
10 Check WFA function codes 3 min --- -- - 

Add any additional lnformatlo~om WFA 
that pertains to the service order. Make 
sure IABS service order is accurate for 

I 1  - - Check IABS Service - - - . - 5 rnin 
Comolete IABS Service Tvae the correct codes to complete the 

in IABS and process. - - - - -- 
correct information into EXACT and 

13 Complete EXACT . - - - - - - -. - -- - -- c&nplete the ASR. 1 min 1 min - - -, - - - - - - . - . . - . - --- - . - - - - - . - - . - - - . . - - - . - . . . - - . 
14 Note EXACT Make any applicable notes in EXACT 1 min 1 min na 

2 rnin 

1 rnin 

min -. 

---- 

3 min -- 

I min 

3 min 

5 rnin 

'You can only do one of these on an ASR. You cannc 
nechanlcally and manually FOC the same ASR. 
'Mechanical FOC is 90% 
'Manual FOC Is 10% -- - - -- . - -- - - . - - . - - - --- -. . , . . .- .. . .. - - - - . . . . 

Validate required FlDs are present. ". - ... . . - .-. . -.. . - . . . . -. .. . ,. . 

-. .- . . . . . -. . . . . . . . . . . . - . . . . . . .--. . - . . . .. - . . , - 

. . - . . . . . . . . . . . . . . . . . . . , 
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DESIGN 

Overall responsibility for RID (Record Issue Date) cornpietion. 
Upholding Qwest design standards 
Assi-gs interoffice facilities and equipment at the circuit level 
Prepares and disrributes WORD (Work Order Record Detaii) incIudhg DLR 
(Design Layout Record). 
Ensures that TIRKS (Trunks hte-mted Record Keeping Sysrem) desi-sp meer 
the customer expectations. - 

Escalates as necessary to ensure pre-RID dates are mer 
Advises Qwest sales forces or order oriDbinaton ofjeopardies as they are 
discovered. 

TIME ESTIMATES AND PROBABKXIXES OF OC(SURREN(SE 

Konrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition witill consult with other subject m e r  experts that either manage or 
currently perfom the work activities being studied- 

Instructions provided to the SME's for the determinarion of time, eshmes  and 
probabiliv of occmence include the following key assumptions: 

The time esba tes  and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipared 
process efficiencies and/or mechanizadon are examples of forward-looking 
assumptions the estimates are to include. - - 
-1 he rime estimates are based on an av-e that does not include problems 
encountered during the work activities to process the service order System 
downtime or rimes spent resolving internal order flow procedures are exampies 
of time that is excluded. 
The time estimates do not include supplemenu to the initid order. 

The time estimates do not include any maintenance or repair rimes. 



Subjem Switched Design Costing 
Date: Mon 22 Jan ZOO 1 13 : l5:27 -0600 - - 
From: Lori Burchert <leckKd@qwestcorn> 

Organiration: Qwes Communicaionr Internafiooai, Inc. 
To: "Deffley, Daniel" <ddeBe@.uswest.corn> 
CC: "-Miran Marlene" <rnmirirn@swest.corn> 
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includes data for feature Group. US. Wireless Type U, CCSAC, Link trunks and aseckzed Fadises. 

SbOLlldrn&nrkii~ : 
popuktc GC0CX.L : 
S C C S  8: SCCLZ. ; 
DRL '.'..A CD. !f t 

wxssfu l  h-59 ratlm j 
W i t h  3 '2-8vt %d6' i I m w e  os a k  \i;.i. 

I I 

I 



Inward Disconnect 
45rnin @ 5% = 2.25 8 rnin @ 5% = .40 
25 min @ 95% = 23.75 3 min @ 95% = 2.85 
6 min @ 5% = -30 5 min @ 5% = -35 
3 min @ 95% = 2.85 3 min @ 95% = 1.90 
15min @ 20% = 3.00 3min @ 5% = .I5 
5 min @ 80% = 4.00 2 min @ 95% = 2.00 
4m.h @1000/c= 4.00 2 min @ 10P! = 2.00 

Total 40.15 minures 9.45 minures 



WORK ACTIVITY 
lfis1Z1u 
OROER I IANIjI.INGlSCt3l~ENING 
GOC OltDER 1.00 
EN'rIiI3 WA MASK 
PREP 1.001' INP(JT1ORI 
CIIICI J l  t DESIGN 
DISTRIUIJl'E WOIW DOC 

QlscoNNEcS 
ORDER HANDI.INOISCI3EENINOG 
GOC OIIIIER 1-00 
ENTER WA MASK 
IIISCONNECT CIRCUIT 
OISTRIOUTE WORD DOC 

NOTE: 
The llrno esllrna1es nnd prohablllly percer~lages lleled are forward-looklng lo year and ISSO. 
Tlteie work acllvlles are roqltlred l o  process a aervlce roquest thsl falls out o l  Ihe TlRKS syslern 
lor rnechanizod deslgn. 
Those are svernge times. Tho tirnos a s s m e  1110 Iecl~nlclarl wlll tlol ertcounler probloms during 
lhe manm l  process necessary lo  process tile sowlco reqcresl. 
UDlT OS31061 ~nrt l l ip le~ing reqr~iros all ordsrs worked n l  Ihe same limo. A lolal of 20 orders will be worked. 
UUlT DS1IDSO m\~ l l l p lex l~~g  11igh sldu arid low slde ordars are worked separately, low slde channels may 
bo ordorod AI dillororll limos 

SOIJRCE: 
KAWY B U T T 8  
DESlQN CENtER STAFF 
1100 
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CENTRAL OFTICE 

Responsible for service connection in the central of3ice and associared testing and 
adminimarive fuactions. Places cross-comects ('jumpers), pexfonns cross-office 
testing, and provides support to field installation and control center for circuit 
testing as required. 

lTME ESTIMATES A\?) PROBABILITlES OF OCCURRENCE 

Nomecuning cost studies are developed to include work acriviry time estimates 
and probabilities of occurrence as deetennined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in resard to the 
processes and has experience with the work activities being esrimaxed and in 
addition will consult with other subject matter ewe= that either manage or 
currently perform the work activities being =died. 

m c t i o n s  provided to the SME's for the determination of time, e'stimates and 
probability of occurrence include zhe following key assumptions: 

The time estimates and probabiliq of occurrence are forward-lookine If 
possible, a 12-1 8 manth time horizon should be considered. ~ntici&ted 
process efficiencies d o r  rnechanizarion are examples of fornard-iooking 
assumptions the e-es are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are exampIes 
of time tha~ is excluded. 

The r ime estimates do nor include supplements TO the idrial order. 

The time estimates do not include any maintenance or repair times. 



TO: 

FROM: Kinicei 
Designed Senices S-Mmager 

Work groups indudeti for ~ 5 s  review inciuae: 

Kev Assumaoions: 
4 The rimes documented here arc average times. 
+ They do not reflect problems encounrered daring the processing of the 

service order. 
+ They do not indude suppbents to  the initial order. 
+ These estimates do not indude any maintenance or repair time 
+ This process is forward-ioohg to  ymr-d 1999, 

If you have my queszions concerning zh= axacxeti please ctiI me on 362-896-1672 



Central Office Time Estimates for Switched Access Service 
Received from Diane KinkeilW98 

Assumptions: 

There is no Cemral Office work performed at the DSO level on trunks in DigFdi 
Switches. All work is software. This study assumes all digital switches. 
CO activites are for facility (Entrance Facility and or Direct Trunk Transport) 
orders. 
Work is performed per central office. On average. CO activities occur in the 
serving office, one intermediate office 50% of the time. and the end office. 

WORK ACTIVITIES MINUTES 
install 

Analyze order 5 
Complete Cross Coneects 4 
Complete WFA-Dl Order 2 

Complete Order with CCT-I 3 
Total Time 14 

D ' i n n e a  
Analyze Order 5 

(Enrrance Faafity) D i l e  Cirarit 2 
Remove Cross-Connects 2 3  

Complete WFA-DI 2 
Total Time 17 -3 
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Perfoms necessary fled work on new orders and changes to e x i ~ g  service 
including: 

Travel to customer premises 
Cross-comect activity at feeder plant to distribution plant field locatiom 
Customer premises work activities to connect circuit at Ehe network interf8ce 
Circuit testing as required 
Order completion with LRAC 

TlME E S m T E S  AhiD PROBABILITIES OF OC(SC'RRE,Vm 

Nonrecurring cost studies are developed to include work activity rime -s 
and probabilities of occurrence as determined by Subject Matter Experts (Sm) 
that represent a work center or work group identified in the processkg and 
provisioning of a senice. The SME is a recognized expen in re_md to t6e 
processes and has experience with the work acriVi.ties being estimated and in 
addition will consult with other subject matter experts that eimer manage or 

C 

cmently perfonn the work activities being studied 

Inmuctions provided xo the h e ' s  for the determination of time, esrimates and 
probability of occurrence include the following key assumptions: 

The rime estimates and probabiliq of occwence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered Anticipated 
process efficiencies and/or mechanization are exampies of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the senice order. Symm 
downtime or times spent resol* internal order flow procedmes u e  examples 
of time that is excluded. 

The time estimates do not include supplements ro the initial order. 

The time estimates do not include any maintenance,or repair times. 



DATE: 05-06-99 

TO: Dan Deffiey 

FROM: D i e  W e 1  
Designed Senrices StaEManager 

A review of the work acdvities requid for p r o m  senice orders for Unbundled 
Network Elemems and Local WemrmeCrion Semire har been completed as of May 
1999. 

Work groups included for this rwiew include: 

Cexnal Office Tecimician 
Load Resource Adminismion Center 
hstaWion and Maintenance Technician 
Customer Communicadon Technician - ImpIanentor. 

Kev Assumotions= 
The times documented here are aveage times. 
meg do not reflect problems e n c o m M e  daring the processing of the 
service order. 
They do not ixtci.de snpplemfnts to the i n i  order. 
These estimates do not indude any maintenance or repair time 
This process is forward-looking to year-end 1999. 

Eyou have any questions concerning rhe artached data, please call me on 303-896-1672. 



Travel to end user premises 
Contact CCT-I to work order 
C a m  jwnperactivity 
Place Foopiadr Test Plug 
TesrwithimpiementeA ' 
Remove Loopback Test Plug 
Contad Load Speciaftitto dose work request. 

21 minubes 
3rrdnutes 
4 minutes 
2minutes 
I S  minuks 
2 mutes 
3 minutes 

h e  instailer wili test with the implemer&Jr 50% of tfie time. 50% of ihe ihe  a Network trrterface 
Unit is ptaced with no test particioation requhed. I 
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Has overall cone01 responsibiliry for provisioning, mainrainins coordination and 
testing, of designed services. 
Contacts other centersitechaicians for the coordinated e30n to complete senice 
order activirq- requirements. 

Tesrs with central office, field instdlation personnel as necessasy 
Provides test resuits to customer. 
Noti@ customer of work comple~ed 
Complere order in required symms (Work Force Administration) 

TIMI2 ESTllMATES AND PROBABILITIES OF OCCIjTIRENCE 

Nonrecurring cost studies are developed to include work activiq time esrimares 
and probabilities of occwence as determined by Subject f i t t e r  Experts (SME) 
that represent a work center or work group identifled in the processins and 
provisioning of a service. The SME is a reco-nized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consalt with other subject matter experts that either manqe or 
currently perform the work acrivities being studied. 

Insructions provided to the S-ME'S for the cieteI-mination of time, estimates and 
probabiliv of occurrence include h e  followh - key assumpti011~: 

The rime estimates and probabiliry of occurrence are forward-loohg. If 
possible, a 12- 1 8 month dme horizon should be considered -4nricipaxed 
process efficiencies andlor mechanizadon are examples of fom-ard-looking 
zssumptions the estimates are to include. 

The time estimates are based on an average tha~ does not include problems 
encountered during the work aclivities 10 process the service order. Synem 
domtlme or times spent resolving internal order flow procedures are examples 
of time thar is excluded. 

Tne time estimates do not include supplements to the initial oraer. 

The time estimates do not include an); maintenance or repair times. 
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l n s a  
I. Screen WFA-C for Order accuracy. 
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rarftrrx!r&W~COSSQV(CiEiam)wrrz T k e n r & o m c c i a + f i s n d i a & ~ ~ e n ~ ~  
izuacid 

4. Coordinate Cooperarive Tesihg 
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COMPLEX TRANSLATIONS 
NROC (Network Reliability Operations Center) 

Complex nanslations has the responsibiii~ for 

Administrating switching machines 
Vdidaring update dau, line equipment, central office trmslations, m c  
patterns usage 
Coordinates monitoring machine growth jobs 

TIME ESTIMATES AhTD PROBABILITIES OF OCCURRENCE 

Xonrecurring cost studies are developed to include work activiv time estimares 
and probabiliities of occurrence as determined by Subject Marrer E x p m  ( S m )  
that represent a work center or work group identified in the processkg aad 
provisionins of a senice. The SME is a reco-@zed expert in regard to the 
processes and has experience with the work activities being estimared and in 
addition will consulr with other subject experts that either -e or 
currently perform the work activi6es being studied 

Insrructions provided to the SME7s for the determination of time, estimaes and 
probability of occurrence include the following key assumprions: 

The time estimates and probabilir). of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered Anticipated 
process efficiencies andior rnechmintion are examples of fonvard-looking 
asszlmptions the esrimates are to include. 

The time estimates are based on an average rhar does not include problem 
encountered during the work activities ro process the service order. System 
downtime or times spent resolving internal order flow procedmes are eramples 
of t ime that is excluded. 

The time estimates do nor include supplemenu to the initial order. 

The time esrimates do not include any maintenance or repair times. 





Subject: 
Date: 

From: 
Oqganization: 

To: 

questions 
Mon. 05 Mar ZOO1 09:57:02 -0700 

-1-vze PSR/TQ .- Upqr .  receipt of the ASWTQ, =he 
s=znslatoz revifws the d o m e n r  co cecerrrir.e hou zo 
build =he t z a k  group, zccxacy, arzd crapieteness, 
such 2s hunzfng sequence, giare coa=rol, a l t e r r s t e  rout in^, 
sivaiing, KPA-hXXs, Z=i?-Clk ~ Z O L Z  =ype, arc. If :be=e are 
any questions, -=he t razs ia tors  gets back =he S X  f3z 
cLa=Ff icarion o r  csrrer-Fczs. 

?erform Test C a l l  - the t rznsiator access -he remote office test 
L i a e  for -&e cffice being testec- The =ranslator =kes sure c!xe ==st 
l ine  has -de co-yec c h s  of senice assigned. The T--;.ssfato= 
cials zke tes t  numbex prooiaea, Idtenea for -&e reszrfts, zzakes zr,v 
co==e=f 3-ls necessa-ry if zest z o t  cmpleted sarisfec=czil y. 

C a q i e c e  Fork Iterr! - Transiztors doc-nr =.hat w o r t  is cozqlete 
L3 a t rack3g sys=ezn caflec PWTZLL .  The caugietioa Fzacates 
:br ',e work is ccne a d  =Bere is a separate Iran to Fnciicare c l e  cesr 
-2.1 xas ca+erea-  , . 

- 
j ~g~ DOT c dkdotyrwestcom > i 
I T h i t a i  Supporr Manage: 
. NROC / ~ m a r i r  b-ia  mica 



TRANSLATIONS 
SWITCI4ED ACCESS - CIC, NEW ACTIVATION TIME ESTIMATES NOl'ES 
GROUP - TRANSLATIONS 
DEB DOTY - STAl'f: MANAGER 
TRUNK GROUP(s) 
Assl!jn I'GN ('l'r1111k Group Ntr~i i l~ut j  10 lnhi per l rwk  0rottp basts 
Annlyzo ASI?IlmQ for Ir~rnkirl[j I l o r~~s  10 t n l r l  por lrmk group bask 
01111d new Trunk G r o l l ~  wl\lcl\ 11icl11tlr)s ll iu 20 lriltl per lrtt~ik group l)asIs 
loll ow in^ lrunk (jroup lovel tlaln: 

-slgnnlltr{l typo 
- l l t l l l I  ly(l0 
-{jlt~re rosol~rlior, lypc 
-Itrconllnl) scroctiltlg 
-CIC 

nvorngo 2 rlllrunk group 
pcr W r k  group I ~ ~ s l s  

nvorngo 2 rlllru~rh group 

II Is osll~nelod 111111 now lrlrtlk ~~IUIIOS are ortlcrerl 50% of lho Illne on ASRs per SDC. 
Tl~cre Is no Irnnslnllot\s work nocossaly lor h n k  group nugtrietil ordars. 

Page 1 
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SERVICE DELIVERY COORDINATOR 

Wholesale markets - Service Delivery serve as the primary order p r o v i s i o e  
con- for CLECs, Interexchange Carriers and Wmeless customers who p w h a ~ e  
complex wholesale and retail products and services (i-e., E v e  Line, Fea- 
Group, LIS Tnmking, Cenrrex Resale, Number Portability) h m  Qwest 

The cenm teams provide end-twnd order coordination &om request throu& 
order completion and serve as the primary liaison for the customer for all 
do- o r g ~ o n s .  

ThlE ESTIMATES Ah?) PROBABILITIES OF OCCT'RRENCE, 

N o ~ l l e c ~  cost sr~dies are develo~ed to include work activi5- time estimates 
and probabilities of occunence as deie~nined by Subject -Matter Experts (Sm) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currentiy perfom the work activities being studied. 

Instructions provided to the SME9s for the determination of time, estimates and 
probabiliv of occurrence include the following key assumptions: 

The rime estimates and probability of occurrence are forward-look*. If 
possible, a 12- 1 8 month time horizon should be considered Anticipated 
process efficiencies and/or mechanization are examples of forward-loo@ 

c. 

assumptions the esdmares are to include. 

The time esdmares are based on an average that does not include problems 
encountered during the work activities to process the senice order. System 
downtime or times spent resolving internal order £low procedures are exampies 
of time that is excluded. 

The r ime  estimates do not include supplemenrs to the initid order. 

The rime estimates do not include any maintenance or rmair t ime 



Subject: Cost Study 
Date: Tue, 21 May 2002 10:37:36 -0600 
From: "Cindy Kalakis" <ckalaki@qwest.com> 
To: ddeffle@uswest.com 
CC: "Terri McQuiston" <tporter@notes.uswc.uswest.com> 

, "Linda Kae Olsen" <lxolsen@notes.uswc.uswest.com> 
, "Ronda Bergstedt" <rbergst@notes.uswc.uswest.com> 
, "Nancy Chapman" <nljohns@notes.uswc.uswest.com> 

Dan : 

Attached is the cost study spreadsheets for Private Line, Switched Access, 
LIS and UDIT. 

I did a comparison on like functions and it seems we are in synch. There 
are some differences with the SHNS-SST because of the complexity of the 
product but I think we are either the same or justifiably different where 
appropriate between a11 the products. 

If you need to get us all together again to discuss, let me know, I'll be 
happy to set up a meeting, or you can talk to the Product Process 
Specialist for each product if you have questions. 

Thanks for your patience! 

Cindy 

(See attached file: SDC TIMES 2002-Summary-all prod.xls) 

..................................................................... 
Name: SDC TIMES 2002-Summary-all 

prod. xls 
SDC TIMES 2002-Summary-all prod.xls Type: Microsoft Excel Worksheet 

(application/vnd.ms-excel) 
Encoding: base64 



UDI' '3LLO CINDY 4KIS 
STAF' \GER 

I I 

INSTALL 

Item Work Activity 
Descrlptlon 

ASR is received mechanically through 
Receive ASR . - - . mechanically . - - - EXACT on a mechanized - work - list . .  

I .... . . . .  ....... ...... .......... Receive ASR - via - FAX' - 

Validate ASR in Check for the accuracy of the ASR fields 
EXACT and make sure all information is present ..... - .... 

Check if customer is already established 
Check ................ Credit - InfolSecurily with Qwest or if credit info is required. ....... ... 

CheckRDLOC screen to validate who 

. ...................... ..... -. . ......... ..... .. I TlRKS -- owns the collocation. - - - - - - -. - -- - - - 
TIRKS Check CBLP to validate if slot is spare ............................... - ...... - . - . - .. - . - . - -- ....... - . - - 

Check to make sure the address is premi 

l~alidate ................ address - - ..................... in TAG (valid - - - .- ... - -. -- . - -. -. . - -- - .. 
meek the IABS TICR table to ensure 
rates are loaded for UDIT for customer's 

Validate Contract Rates contract. ..... ...... . Check'i6 see CaA-isne&-ssa-iy;' If-i-i 

is needed is it on file or does the SDC 
Verify LOA" - - - - - - - need to request a new on& . . . . . . . .  .. ...... . .. 

rmafi'S;urefi=iiicircuit ID p a s s i i ~ ~ ' t ~ " ~  
customer is the same on our TAXI 
records. Verify the BAN provided by the 
CUSTOMER is accurate and 1 not 

. - .. -- .. - .......... -. ..- -. - . Prify I accurate locate the correct BAN. 
If lhTZ@S3 G ' E E i - m d s e r v i c e ,  

I Ithe SDC must make sure all entries are 
on the ASR and negotiate dates with the 

.............. -- - . -- -- Coordinate as ICO 
Hananngcaiis from EiXCchange'T~"Z 

I !provider and from within the company 

I~echanical FOC* (~echanically confirm the ASR 

C , INSTALL 

Item Work Activity 
bescriptlon 

CONVERSION 

FROM ACCESS 

COLLO 
XlFER OF USE FIRST 

;hange 3. Notes 

This is the length of time it takes the SDC to pull up thc 
ASR by ASR number in EXACT. 
"90% of ASRs are mechanical ........... . . . . .  
Ths 1s the time that it would i ike the SDC ii5 manudiy 
input the information on all the EXACT screens. 

... "10% of ASRs are manually faxed. 
Eiiitiie5~ZEiii5diXi 5da Zi?a6i.iiiiml%i, ciGit ID %id 
intervals to the service order. The address is validated 
for accuracy. TheQwest EXACT screens are populate 
in this step. . . . .  ..................................... ,, 

This is .......... done 100% of the time. .......... ..... - ............. .- - - - ..... - . . . . . - . .  - 

... .. ................... ...... 
.................... ............... I This is to verify if CCEAISCCEA entries are valid. . . . . . . . . . . . . . . .  - 

This is done 100% of the time. - . . . . .  ............................ 

This is done 100% of the time. . - ...... - . . . . . . . . . . . . . . . . . . . . .  

Not required on new installations - only change orders. . - -..- . . 

35% of . . . . . . . . . .  the time. per Rhonda Bergstadt . . . . . . .  - ... - . . .  

. -...-........ ........-... . 
You can only do one of iheG 'on an ASW. 'You caiiiioi 
mechanically and manually FOC the same ASR. 
"Mechanical FOC is 90% I 

Time Estimates In Mlnutes 

I TRUNKS I 
CONVERSION I COLLO 1 INSTALL I INSTALL I Change Notes 



CINDY QKlS 
STAFl \GER 

I 
Manually confirm the ASR, print the 
screen and fax to the customer, Includes 

Manually FOCf - - -  - - the FAX of the DLR. 
SGd i h i  od iF6 i iug i i  6; EXACTRiii 

Distribute the order to IABS module in TIRKS --- and -- into IABS. 

Check to make sure the service order is 
Validate - . . .  - IABS .. - Service order complete and accurate. - . . . . .  - .......... - - - -. . - . - .. - 

Send order to RSOLAR, Sa-i.R'bi 
" ' 

Distribute Service Order to SOPAD. This is automatically done when 
the SOPS ...... -. ..... -. .... - ... - ......... the order is processed in IABS. .- -. - -- . - - - - - - - - . - - - 

Check the SOAC stabase for 3 success 
messages. This means the order has 

Check ... .... SOAC . logged into TIRKS. - ..................... -- . - - - -. - -- -- -- .... - - .... - - ..... 
Check WFA for completion of service 

Check WFA order. ................................. 
Add inyiddiii6~3l?TiformiIio'n F K W F K  
that pertains to the service order. Make 
sure IABS service order is accurate for 

Check .... .- - . - IABS . -. Service Order billing. ...................... - -. - .......... - .... -- - - - -. .. - ........ 
Type the correct codes to complete the 

Complete IABS Service Order order in IABS. ............................ . -. . - - - . - - - - -- - -- - - . - .. - - - - - - - - - - 
lTy pe correct information into EXACT and 

Complete .... EXACT complete the ASR. .... - - - - ................... -- ..-....-.....- - .... , ... - ... - . - 
Note . - - EXACT Make any applicable notes in EXACT ..................... -- ..-......... - .................................................. 

DISCONNECT 

Item JWork Actlvlty 
l ~ e s c r i ~ t l o n  
IASR is received mechanically through 

l~eceive - - ......... ASR - ......... mechanically - - ... - EXACT - . - -- on - a mechanized - - -- work - list. - - ..... . . .-. .. ..- 

ieceive ASR via FAX - - - Input ASR into EXACT manually . ...................... 
MSkesureiGEifiif ICTpassea 67'Wii-'-' 
customer to be disconnected is the same 
on our TAXl records. Verify the BAN 
provided by the carrier is accurate and if 

ferify . - TAXI not accurate locate the correct BAN. .................................. - - -- - - . -- -- - .... 
Make sure all necessary entries are 

I ...... ............ . Validate ASR in EXACT present on the ASR. I - 
Verify all sub-circuits have been removec 

Validate in TIRKS if muxed circuit. - - - . - . -. - .-- - . .- -. . - . -. -. . - -- - . -. 
Handling ak-hframfk-lXCchange~ 
provider and from within the company 

Intra-Company Calls regarding the ASR 

UDI' 3LLO 

CONVERSION 

FROM ACCESS 

........ 

................... 

.................. 

. . . . . . . . . . . . .  

- .................. 

TRUNKS 
T DISC I DISC COLLO 

WFCR OF USE 

..... .- ....-.. - ... 

................... 

. . . . . . . . . . . .  

. . . . . . . . .  

. - .... - ............ 

- . . . .  - . 

. . . .  

. . . . . .  

........ 

. -. . . . . . . .  

.......... 

........... 

. . . . .  

........ 
. - ... -. . 

change 
. . 

........ 

. . . .  

. . 

... 

'You can only do one of these on all A*. You cannot 
nechanically and manually FOC the same ASR. 
Mechanical FOC is 90% 
Manual . . . . . . . . . . . . .  FOC is 10% - . . . . . . . . . . . . . . . .  

'his is a mechanical correcf Tgi6 process e l e F ; i e i , .  within Dc EXACT. and 

 onr recurring charges application. 
Order must be created from scratch . . . . . . . . . . . . . . . . . . . . . .  

/alidate .. - . . . . .  required - . . . . . . . . . . . . . . . . . . . . . . .  FlDs are present. 

rhis is the length of time it takes the SDC to pull up the 
4SR KT;is is.ihe-cme by ASR number ihai in --..--id EXACT. ia-ke.ihe S6E io man"aiii 

nput the information on all the EXACT screens. . . . . . . . . . . . . . . . . . . . . . . . .  

3 % . . . .  probability. 



JUUKbc: 

CINDY ZKlS 

I~echanical FOC* . I .. . . .- . . . . . . . .  - ... - -. . -. . - . . . . .  - -- - - - - - . - - . - - - . - -- .. - .....-. Mechanically confirm the ASR 
Manually confirm the ASR, print the 

I tw lscreen and fax to the customer. Includes 
'7 the FAX of the DLR. ............. - . .- .................. - -, -- - . - . -- - - .. - ... - - - . - - - - . - .. lManually F°C' 

Isend the order through the EXACTlTlJF 
Distribute . - .. -. the order lo IABS module in TlRKS and into IABS. ....... - .........-.. - - ... - .... - - -- - .. -. - -. - - - - . -. - - - . - . - - .. - .- - -- ... 

Check to make sure the service order is 
Validate .. .- -. . -. . - IABS Service order complete and accurate. ......... - - . .- . -. ..... - - . - - ..... -- - -. - - - - - - - . - - . - -. ...- .. - . 

Send orber to RSOUR, SO-R or 
Distribute Service Order to SOPAD. This is automatically done when 

the . SOPS .. ........ ....... the order is processed in IABS. ... ......... . . .. -. - - - - - - - - - -- - -- -- - - - - - - - - - - 
I Check the SOAC database for 3 success 

I !messages. This means the order has 

. - . - . - - . - -- . .- - . - -- . - - . - . - - .- . - lCheck logged into - TIRKS. . - - - - - . -. . 
Check WFA for completion of service 

l ~ h e c k  WFA lorder. 

Item Work Activity 
Descrlptlon 
Add any additional mformatlon from Wl-A 
that pertains lo the service order. Make 
sure IABS service order is accurate for 

Check ... IABS Service Order billing. - - .. - ... - ..... - ....... - .... ....... - - ....... 
Type the correct codes to complete the 

Complete IABS Service Order order in IABS. 
Type correct information into EXACT and 

I Complete EXACT complete the ASR. - -- . - -. -- - - - 
u i t e  EXACT Make any applicable notes in EXACT ............ - . ..... - ................................. ......... - - - -..... 

UDI' 3LLO 

CONVERSION 

FROM ACCESS WFEROF USE I FIRST 

?ou can only do one of these on a ~ ,  . d K .  You cannot / 
~echanically and manually FOC the same ASR. 
blechanical FOC is 90% 

. . . . . . . . . . . . . . . . . . . . . . . . . . .  

Create order from scratch - ......-.- -. . . . . . . . . . . . . .  .... 



TASK DESCRIPTIONS 

Receive ASR - If the ASR is received mechanically the SDC pulls up the ASR number from their work 
list and begins the next step of validating the ASR. 
If the ASR is received manually via FAX the SDC must input all information from the paper copy on to 
the electronic screens. 

Validate ASR in EXACT - Validating EXACT screens and reviewing the ASR for errors, adding 
additional information required for service order processing. Screens may include: ICORD, ICTRK, 
ICCKT, ICACl and ICNTS. 
This includes verifying all information required to issue a 2 point or multiplexed circuit has been received. 

Verify address in TAG - Check the Telephone Address GUI (TAG) system to verify that the address is 
premis valid. This eliminates problems downstream for assignments. 

Verify LOA - Check to see if LOA is necessary. If LOA is needed is it on file or does the SDC need to 
request a new one. 

Verify Taxi - Verify circuit ID passed by the customer matches TAXI. Verify anylall sub-circuits 
removed prior to disconnecting multiplexed circuit. 

Coordinate as ILEC - Validate appropriate entries in EXACT for co-provided service, coordinate due 
dates with Exchange Carrier. 

Check TIRKS - If the request is for a muxed facility the SDC must check TIRKS to determine the name 
for the circuit. With SSTISHNS verify SClD in TIRKS. If disconnecting multiplexed circuit verify 
all sub-circuits have been disconnected /moved. 

Call LCON - All requests ending up at and end-user location must be called to verify wiring location and access information. 

Verify EXACT - This includes verifying all information required to issue a 2 point or multiplexed circuit has been received. 

Intra-Company Calls - Handling phone calls from the lnterexchange carrier and calls from within the 
company to resolve issues surrounding the ASR and Service order. 
When SST is multiplexed the SDC must also call the project manager for the circuit ID, SClD and due date. 



Mechanical FOC - Firm Order Confirmation transaction completed in EXACT. Required on all ASRs 
sent mechanically. Mechanized customers receive automatically when transaction completed. Customers 
receive the DLR automatically from TIRKS. 

Manually FOC - On non-electronic ASRs, after FOC task completed, the EXACT screen is printed and 
either faxed or mailed to the customer. The DLR is pulled from the printer and either faxed or mailed to 
the customer. 

Order Distribution to IABS - Complete the command to send the order through the EXACTITUF 
translation module and send to IABS. 

Order Validation - Check the entries that were passed from EXACT/TUF and make sure they are 
correct. 
Any additional information necessary to process the order. 

Distribute the Service order to the SOPS - Complete the command to send the order to the Service 
order processors. 

Check SOAC - The order must be checked in this database to make sure there are two successes, the order 
logging and the word logging portion must be successhl for the order to then pass to TIRKS. 
If MAP T FID present on order, verify order has NOT passed through SOAC. 

Order Completion - Check WFA for any additional USOCs that must be added to the service order, note 
the completion date of the service order. 

Complete IABS service order - Add any additional billing information to the service order and complete 
the service order. 

Complete EXACT - Make appropriate entries in EXACT and complete ASR. Make appropriate entries 
in EXACT notes. 



Conferred with: 
Ronda Bergstedt - Process Specialist DSO, DS I & SHARPISHNS services 
Nancy Chapman - Process Specialist DS3 & SST 
Cindy Kalakis - Process Specialist UDlT 
Linda Kae Olson - Process Specialist LIS 
Terri McQuiston - Process Specialist - Switched 
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DESIGN 

Overall responsibility for RlD (Record Issue Dare) completion. 
Upholding Qwen design standards 
Assi-p interoffice facilities and equipment at lhe cirtuir level 
Prepares and disnibutes WORD (Work Order Record Detail) including DLIi 
(Design Layom Record). . Ensures that TIRKS ( T k  Integrated Record Keeping System) desi_sls meet 
the customer expecrarions. - 
Escalates as necessq to ensure pre-RID dates are met. 
Advises Qwest sales forces or order originators of jeopardies as they are 
discovered. 

Maintains TIRKS database inte-sity by making design changes as they occur 
(i.e. cable pair changes, etc.) 

TIME ESTIM4TES .AND PROBABILZTIES OF OCCURRE,NCE 

Nonrecurring cost studies are developed to include work activiv time estimates 
and probabilities of occurrence as determined by Subject Ma- Experts (ShE) 
that represent a work center or work group ident5ed in the processing and 
provisioning of a senice. The SME is a reco-nized eqert  in regard to the 
processes and has experience with the work activities being, estimatd and in 
addition will consult with other subjecr matter experts t h a ~  either manage or 
currently perfonn the work activities being studied 

Inmuctions provided to the SME's for the determinadon of time, estimates and 
probabiliw of occurrence include the following key assumptions: 

The time estimates and proba3ility of occmence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anricipated 
process efficiencies and/or mechahtion are examples offorward-lookinn - 
assumptions the esrimates are to include- 
The time estimates are based on an aveqe that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving imernal order flow procedures are examples 
of time that is excluded 
The time estimates do not include supplements to the initial order. 

The t h e  estimates do nor include any maintenance or repair times. 



Subject: CIec to CIec Backup 
Date: Thu 18 Feb 1999 142696 -0600 

From: "Kathryn Plat&" <kPh@notesmnetuswestcom> 
To: "Daniel V DeBeyn ~ e @ u s w e s r c o m >  
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Responsible for senice connection in the c e n a  office and acsosiated testing and 
administrative hmaiom. Places cross-connects (jumpen), performs crosseffice 
testing, and provides support to field installation and control center for circuit 
testing as required. 

TIME ESTlMATES AW PROBABILITIES OF OCCURRENCE 

Nonrecuning cost studies are developed to include work activity time estimates 
a d  probabilities of occurrence as determined by Subject M a m  Experts (Sm) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience wirh the work activities being estimated and in 
addition will consult with other subject matter experts that either -e or 
cmently p e ~ o m  the work activities being studied 

hstructions provided to the SMEYs for the determination of time, esdmares md 
probability of occmence include the following key assumptions: 

The time estimates and probability of occurrence are forward-iookins. If 
possible, a 12-1 8 month time horizon should be considaed Anticipated 
process efficiencies andor mechanization are examples of forward-look@ 
assumptions the estimates are to include. 

The h e  estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downdme or rimes spent resolving inremal order flow procedures are examples 
of time that is excluded 

The b e  estimares do not include supplements to the initial order. 

The time esdmaxes do nor include any maintenance or repair times. 
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Has overali control responsibiiiq for provisioning, e - g ,  coor&&on and 
testing of designed services. 
Contacts other cmters/technicians for the coordinated effofi to complete s e ~ c e  
order acdviv requiremenr~. 

Tern with tend office, field installaxion personnel as necessary. 
Provides test results to customer. 
Notify customer of work completed 
Complete order in required systems (Work Force Admjnisstration) 

Nonrecurring cost studies are developed to include work activity dme e h e s  
and probabilities of occmence as determined by Subject Matter Expea (SME) 
that represent a work center or work _soup identified in the processbg and 
provisioning of a senice. The SME is a recognized expar in regard to the 
processes and has experience wirh the work activities being e h e d  and in 
addition will consult with other subject m a w  experts that either manwe or 

c. 

currently perform the work activities being studied 

Insructions provided to the SMEYs for the determination of time, estimates and 
probability of occurrence include the following key  assumption^: 

The time esbates  and probabiliq of occurwce zre fomd-looking. IC 
possible, a 12-1 8 month rime horizon should be considered A n d c i p d  
process efficiencies &or mechaTli7i,tion are exampler of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an a v e q e  that does not include problem 
encountered d~&g the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedvres nre -pies 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



C TO CLEC 

Subject CLEC TO CLEC 
Date: Fri, 5 Feb 1999 1 6: 1 4 2  -0600 

From: "Linda Hendricksn ~ ~ d r @ n o ~ ~ ~ e t u m - e s r . c o m >  
To: ddeffle@w~com, gshypul@uswestcorn 

<See attached file: CLZC T3 C S C  CO?SS. eoc: 

I 
I Name: CLEC TO CLEC CO-'MBO.doc 1 

Type: Wmwori Fie (applicariodl~~sword) I 
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THE FOLLOWING NETWORK TIMES FOR UNLOADING 

LOOPS HAVE BEEN REVIEWED AND STILL APPLY TO 

THE CURRENT SERVICE ORDER PROVISIONING 

PROCESS. 

Per A1 Meins 
Lead Process Analyst 



FOR: 
Cac Dzffiey 



TAB 18 



INTERCONNECT SERVICE CENTER 

Serves as the primary order provisioning contact for Competitive Local Exchange 
Carrier (CLEC) customers who purchase unbundled network elements products 
and services (i.e. Number Portability, Unbundled Loop, Unbundled Lineside Port, 
Resale) from Qwest. 

The center provides end-to-end order coordination fiom request through order 
completion and serves as the primary liaison for the customer for all downstream 
organizations. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



Subject: Documentation of flowthrough expectations 
Date: Wed, 21 Mar 2001 11:06:41 -0700 

From: "John Cunis" ~jxcurr2@uswess.com~ 
Organization: -MSF&1Ir SOF7TV.UE 

To: adeffle@uswest.com. dgolieh~uswest.com, rmiiIio~uswes~.corn. 
Wendy Jackson <w~acks~@swesr.com> 

........_.- I".....__..._ . ....................................... .......... . . . ., . "... .̂".." -... ". ................................................................ - .--. 
:i Same: LSR flow through documentation 
i for cosr rnodels.doc ELSR flow rhrouzh documentation for COST rnodels.doc; Type: Microsofi Word Documem 
i (appiicariow'msword) 



IMA Flowthrough Improvements Qwest Infomation Technologies 

LSR flow through - March 9,2001 

Si=Pnifica.nt effort has been directed to decreasing the manual handling of competitive 
local exchange carrier (CLEC) orders. 

EM4 releases 6.0 (Decembqr 2000), release 6.01 (February 2001), release 7.0 (April 
200 1): release 7.0 1 (June 2001) and release 8.0 (AuZw 2001) in conjunction with FTS 
have made (will make) improvemenrs in CLEC order flow thro@ 

While the actual performance of the IMA flow h u &  e h c e m e n t s  may take some 
time to achieve maximum efficiency, the 271 Benchmarks for OSS testing are being set 
at a relarively high level. Ih4A release 7.0 has been selecred for testing. For 4 of the 
wholesale products for which Qwesr is esrablishing SGAT pricing, the Benchmarks have 
been set as follows: 1) resale POTS = retail pariry for POTS order flow throu& 2)  UNE- 
P = retail pariry for POTS order flow thou_& 3) unbundled loop = 85% flow through 
and 4) shared loop = 85% flow through. 

The a d  experience of Qwest retail flow through ranges from 94.3 1 % to 96.04%, 
therefore it is reasonable to use a 95% flow through rate where the benchmark is rerail 
parity. 

Since these system'enhancements are intended to reduce the ISC manual handling of 
CLEC LSR to the reciprocal of the bencbmark, it is reasonable to reflect the benchmark 
flow through razes in the development of the UNE ordering costs in the Qwest SGAT 
pricing of fhe affected products. 

The following seaions are examples of the business requirements that are being met with 
the system enhancements. 



INTERCONNECT SERVICE CENTER 
LOOP SERVICE REQUEST (LSR) PROCESS AND TIME ESTIMATES 
REVIEW 
MAY - JUNE 2001 

SUBJECT MATTER EXPERTS PROVIDING INPUT TO REVIEW 
JOANNE GARRAMONE STAFF MANAGER 
LINDA h4ILES STAFF MANAGER 
SAMI HOOPER STAFF MANAGER 
MARLENE DIMANNA STAFF MANAGER 
MARK EARLY STAFF MANAGER 
CHERYLL GILLLAN STAFF CONSULTANT - PROCESS 
MARK ANDREWS SERVICE DELIVERY COORDINATOR 
MARY ANDERSON SERVICE DELIVERY COORDINATOR 
CRYSTAL SODERLUND SERVICE DELIVERY COORDINATOR 
DANIEL DEFFLEY COST ANALYST 

During May and June 2001 a number of conference calls were held to 
conduct a review of the Interconnect Service Center LSR (Loop Service 
Request) process and time to issue senice orders. The purpose was to 
assure consistency with assumptions made when estimating times for 
processes that pertain to unbundled element products. 

Key assumptions considered include: 
Forward looking process, 12- 1 8 months if possible 
Time estimate based on average that does not include internal order flow 
problem solving, system down 
High skilled experience level of subject matter experts making time 
estimates 
Time estimates should not include supplements to initial order. 

IMA flow through was addressed and flow through percentage weightings 
has been applied to the product that will have flow through. 

DVD 
June 2001 



Date: June 4,2001 
UNBUNDLED LOOP 

PROCESS, TIME ESTIMATES. PROBABUTES 
From: Jonnn Garramone 
Title: Staff ManngerService Delivery 
Inttrconnect Service Center 

INSTALL 
Work aniviry begins: 

Reviews LSR for complercness and accuracy, conPacrual 

I loo I 

(%I 

entries (analyze n q u s r  to determine -provider, type of 
Receive LSR order and installation option) 3 

Verifies CFA or facilirykircuit availability 1 

Exchange Info-Obtain Central Office. name, address and 
office rypc, Access Telephone Address Guide to obtain the 

ICPPD-lookup billing USOC's for c ~ p 6 6 d e r  1 2 I I 100 
I~urnmary Bill Lkx-Look up BTN#. tax code, and Bill date 1 2 100 

May include t h s e  tasks: 

100 
5 --. 

1 , .. . . d ~ - w  - - ---- 1 
lDetcrminc if the end user has Qwcst directory advertising I NIA 1 I 
(Detnmine if the end user has Qwcst d l  connact 1 . N/A 
b a a m i n e  critical dats 1 1 I I 100 

First 
(minutes) 

Analyzes request to dctcnnine the mprovider, type of orda  
and installation option. 
Vaify Qwsr end user Customer Service Record to dctamine 
if order issuance is applicable to provide the produn. If 
arr~iicable. mav include rtiarine the LSR 

I - 
- - - .- 

1 1 I - - -  
Issue appropriate forms andlor ) I I I 

Ea Add1 hobability 
(minutes) of 

2 5  

NIA 

100 

I :  

(CRM) 

(manually typing and formatting of all orda for billiig and 

ordm 

Customer Request Managcmcnt 

Review FOC 
Issue scrvicc order 

I 

DISCGNNECT 
Work activity begins: 1 May include these tasks: I Tiieused: 1 I 

Populate r a p i d  fields 
Typs review and submit to customer rhc Firm Order 

If there is either dimtory advntising or a mail con~an or 
both, issue the order to m o v e  the information fiom the 
account An cstimae of 50% of the accounts will have these. 

Confinnation (FOC) 
Input unbundled loop order into service order processor 

3 

Reviews LSR for completcnss and accuracy, validate circuit 

3 

3 

Receive LSR 

50 

3 

100 

(minutes) 

beview FOC 
lssue service order 

100 

I 
belongs to the co-provider 
Verifies cxining account (accesses CSR in BOSSICARS) and 

(manually typing and formaaing of all orda for billing and 
provisioning of the loop) 

obtains closing bill a d d m  if applicable 
Type, review and submit to customer the Finn Order 
Confirmation (FOC) 
Input discomax of imp order into the service order pmccssor 

3 

10 

100 

2 

2 

100 

100 

5 100 



I I 1 I 1 1 

The times described in rhis chart are for all unbundled loops. These rimes are based on the projected savings 

Customer Request Management 
(CRM) 

with the order creation by IMA and increased experience level in the ISC. IMA does not create a complete order 
for ail types of Unbundled Loop; some manual typing is required. 

The Job Title and Job Function.Account Code for the individuals performing r h s e  tasks is: 
SDC (Service Delivery Consultant) Job function code 6623.123 
ISC Work Time for Unbundled Loops 

Populate required fields 

Key Assrunpcions: 
The times documented are forward looking. 
The times documented hen  arc average rimes. 
They do not reflect problems mcountmd during the prowsing of the service order. 
They do not inciude supplements to the initial order. 
These estimates do not include any maintenance or repair time. 
This process is as of today and the current funEtionality if RvLA for ordering formaaing. 
IMA panial order creation. IMA wil c r c a ~ ~  a pomon of the service order and may vary by Unbundied Loop product 

3 
Service Order Analysis % Control 
(SOAUSOP) 3 

Ensure order is sucftssfully distributed to the systems and is 
d y  for provisioning 

3 100 

3 100 
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LOOP PROVISIONING CENTER 
&PC) 

Utilizing the Facility Assignment Control System (FACS), ensures customer 
service order activity is provisioned with outside plant and central office facilities. 
FACS automatically processes the order with the facilities assignments. 

Assignment Consultants are responsible for FACS component exception messages. 
A Request for Manual Assistance (RMA) is generated when all conditions for a 
customer service cannot be met. The assignment consultant resolves the RMA and 
the order is placed back into the system. 

ThlE ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurhg cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 1 8 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of fonvard-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



LPC info 

Subject: LPC info 
Date: Wed, 16 May 2001 07:44:25 -0500 

From: "Jeanette S. Cainjc" <jcain@uswest.com> 
To: ddeffle@uswest.com 

Dan, 

Better late than never. Sorry this took so long - no excuses, just 
busy. Everything has been concurred in by Diane Diebel's staff (LPC 
Process) so, feel very comfortable with this letter. No changes to 
times/dollars, they felt the Specials flow through rate was still a good 
average even though they have some months that hit the low 70ties. 

I've changed some of the text as we've done more automation of RMAs. 

Good Luck, 

Jeanette 

[IjlpcO 1. doc 

a 

Name: Ipc0 1 .doc 1 
Type: Wmword File (appIication/msword) 1 

Encoding: base64 ! 



May 10,2001 

TO: Dan Deffiey 

FROM: Jeanette S. Cain 
IT Development-FACS 
(402) 422-83 19 

RE: Loop Provisioning Center (LPC) Service Order Flow Through Rates and Error Resolution 
Times 

The LPC is responsible for ensuring customer service order activity is provisioned with outside 
plant and central office facilities in a timely and accurate manner. The Facility Assignment 
Control System (FACS) which is comprised of components; Service Order Analysis and Control 
(SOAC), Position Analysis Workstation (PAWS), Loop Facilities Assignment and Control (LFACS) 
and SWTCH is the provisioning application supported by the LPC. Assignment Consultants are 
the employees responsible for FACS component exception messages. 

Brief descriptions of the FACS components are; 

SOAC - maintains control and status information on all service order requests, a s  well as the 
input image and certain data resulting from processing. This system interfaces with the service 
order processor (SOP) and the other service provisioning systems. SOAC generates assignment 
requests to LFACS for outside plant and to SWlTCH for central office facilities. After assignments 
are made, SOAC receives responses from LFACS and SWITCH, merges and formats this data 
into a service order assignment section and automatically returns it to the SOP. SOAC sends the 
formatted assignments to Work Force Administration/Dispatch Out (WFAIDO). For switched 
customer service requests SOAC sends the telephone number, office equipment and features to 
MARCH for translation to the physical switch. 

PAWS - a software system linked to SOAC to receive messages on service order activity. The 
primary function of PAWS is to distribute exception messages to Assignment Consultants for 
resolution. 

LFACS - maintains a mechanized inventory of outside plant facilities (i-e., customer addresses, 
cables, cable pairs, cross box and customer serving terminals, assembled loops and loop 
makeup) and assigns the outside plant facilities to assignment requests received from SOAC. 
LFACS also generates work sheets for cable transfers and reconcentrations. These activities are 
updated mechanically upon notification of completion. In addition, LFACS is used to make repair 
changes to working customer service. 

SWITCH - used to inventory and assign central office switching equipment and related facilities 
i-e., range extension equipment, tie pairs and bridge lifters. Assignment requests are received 
from SOAC after successful LFACS assignments are made. 

When all conditions for a customer service request cannot be met by the FACS components a 
Request for Manual Assistance (RMA) is generated. An RMA indicates service order processing 
has been stopped. The RMA identifies the reason the service order cannot be automatically 
processed, the FACS component that failed processing and provides an image of the customer 
service request 

All RMAs are sent from SOAC to PAWS. PAWS places the RMAs into a 'next work package' 
queue. Assignment Consultants using an intelligent work station (IWS) terminal access PAWS to 
retrieve RMAs for resolution. Assignment Consultants are trained to resolve all RMA types for all 



service requests. Meaning, they can resolve exception messages for POTS, nondesigned 
specials, specials and Wholesale productlsenrices(s) service order activity. s he objective for 
RMA resolution per Assignment Consultant is forty (40) per day. 

U S WEST has developed two (2) applications which utilize artificial intelligence to resolve 
various RMAs The applications are ARMAR (Automatic RMA Resolution) and APP (Automated 
Provisioning Platform). ARMAR is used to resolve working left-in RMAs. APP resolves RMAs 
which are a result of, exact match for address cannot be found, no available/compatible cable 
facilities, restricted terminals and loop makeup not available . These applications have reduced 
the number of RMAs sent to Assignment Consultants for resolution. Assignment Consultants will 
get these RMAs only if the artificial intelligence applications cannot resolve. 

FACS flow through objectives have been established for; total customer service requests, special 
service orders and artificial intelligence (mechanical) applications. The overall flow through 
objective is based on total service order volume that includes; POTS, nondesigned specials, 
coin, specials, Wholesale product/service(s) and artificial intelligence applications. Individual 
flow through objectives have been established for Special Services (orders provisioned in 
TIRKS) and artificial intelligence RMA resolution. No individual flow through objectives have 
been established for POTS, nondesigned specials, coin or Wholesale productlservice(s). The 
flow through and RMA objectives consider all order activity types: inward, oulward and change as 
well as, single and multi-line requests. There is a single objective for Assignment Consultant 
RMA resolution, this objective does not differentiate between type of customer service requests 
(inward, outward, change) or number of lines per requests. 

The following summarizes the flow through (R) and Assignment Consultant objectives for 2001: 

Overall P 85% 
Special Services FT 60% 
Mechanical FT 85% 
Assignment Consultant 40 RMA's per day 
Avg clearing time per RMA" 11.25 min 

'POTS flow through is included in this objective, there is no individual objective for POTS. 
"Average clearing time per RMA includes all activity types; inward, outward and change as well 
as single and multi-line requests. 
The flow through and Assignment Consultant objectives as well as average clearing time are 
based on all service order activity types; inward, outward and change. Specific objectives have 
not been established for inwardfchange or outward activity 



Subject: Re: Loop NRC Process 
Date: Tue, 04 Dec 2001 1 1:20:22 -0600 

From: Jeanette Cain <jcain@qwest.com> 
Organization: Qwest Information Technologies 

To: Daniel Deffley <ddeffle@qwest.com>, dgolleh@qwest.com 
CC: rstrunk@qwest. com, jcain@qwest. corn 

Dan 
Doug 

Thought I ' d  send you an email  of what I s a i d  on t h e  c a l l  t h i s  morning; 

When U S WEST (Qwest) began work on Competive Provis ioning of  Unbundled Loops we 
f i r s t  looked a t  
what order  flow, POTS v s  Designed, would be t h e  most e f f i c i e n t / e f f e c t i v e .  When t h e  
dec i s ion  was 
made t o  use t h e  Designed flow we then  looked a t  t h e  p rov i s ion ing  systems, (SOAC, 
LFACS C SWITCH) 
involved and used by t h e  LPC, t o  determine i f  enhancements w e r e  needed t o  ob ta in  
optimum flow 
through. There was never  an i n t e n t  t o  have 100% flow through, t h i s  i s  l i t e r a l l y  
impossible bu t ,  
we wanted t o  make c e r t a i n  we could  g e t  as high a p recen t  a s  poss ib le .  This  is t h e  
same p r a c t i c e  
w e  u s e  f o r  Q w e s t  r e t a i l  product  deployment. 

No major software changes were needed i n  t h e  provis ioning a p p l i c a t i o n s .  SOAC 
requ i red  
modif ica t ions  t o  support  o rde r  w r i t i n g  and product deployment. The changes were i n  
SOAC s i t e  

I t a b l e s ,  some of these  t a b l e s  a r e  updated by Telcordia  ( s i x  week turnaround) and 
o t h e r s  a r e  updated 
by Q w e s t  FACS SYAD, t o  add FIDs and USOCs. LFACS and SWITCH requ i red  no changes. 

The main reasons f o r  f a l l o u t  i n  t h e  provis ioning a p p l i c a t i o n s  a re ;  

1) i n v a l i d  i n p u t  from t h e  CLEC e -g . ,  end user  address o r  product  reques t  
2)  no f a c i l i t i e s  a v a i l a b l e  t h a t  m e e t  t h e  q u a l i f i c a t i o n s  f o r  t h e  CLEC product  
requested e - g . ,  CLEC 
reques t s  loop with no b r idge  t a p  o r  l o a d  c o i l  and spa re  f a c i l i t i e s  do n o t  m e e t  t h i s  
c r i t e r i a  
3) no compatible, spa re  f a c i l i t i e s  a v a i l a b l e  
4) compatible f a c i l i t i e s  a r e  au tomat i ca l ly  assigned however, t h e r e  is no a v a i l a b l e  
loop makeup 
f o r  t h e  loop assigned ( loop makeup i s  such i t e m s  as;  cab le  gauge, length ,  b r idge  
t ap ,  loading)  

Actions taken by LPC when t h e s e  cond i t ions  occurred; 

1) r e t u r n  t h e  order  t o  t h e  ISC f o r  v e r i f i c a t i o n  with Co-Provider 
2 & 3 )  attempt t o  l o c a t e  compatible f a c i l i t i e s  using t h e  11 s t e p  delayed o rde r  
process .  I f  
unable t o  l o c a t e  then e n t e r  t h e  o rde r  i n  RTT (Refe r ra l  Tracking Tool) a s  a  delayed 
order  (he ld  
o rde r )  
4 )  t h e  e r r o r  i s  automat ica l ly  routed  t o  t h e  Design Advisory Group (DAG) t o  e n t e r  
the  loop make up 
f o r  t h e  loop assigned t o  t h e  o r d e r .  Once t h e  DAG e n t e r s  t h e  informat ion  the  order  
w i l l  
au tomat ica l ly  be re-s tared  through the . sys t ems  and continue on t o  design. 

The LPC would follow t h e  same p rocesses  f o r  f a l l o u t  wi th .des igned o rde r s  f o r  Re ta i l ,  



the only 
exception is verification on input errors (#I) would not go to I S C  but, to a Qwest 
market unit. 
There is a web site that tracks volume associcated with these errors unfortunately, 
cannot 
differeniate between Wholesale or Retail counts. Further, the LPC doesn't care 
whether the 
fallout is Wholesale or Retail their measurement is to resolve in today out today 
fallout. If 
volume of fallout exceeds what LPC can handle in a day then, the fallout is 
prioritized by due 
date. 

Jeanette S. Cain 
(402)  422-8319 

Daniel Deffley wrote: 

> Attached i s  the  f i l e  I re f e r red  t o  on my voice  message. 
> 
> The conference c a l l  i s  scheduled for  1O:OO c e n t r a l ,  Tue, Dec. 4 
> Call i n  # 877-591-8687 
> Conf. id X 325-1015 
> Your attendance o r  a represen ta t i ve  from your center  i s  c r i t i c a l .  
> 
> Once again, t he  c r i t i c a l  need i s  t o  defend -st nonrecurring c o s t  with 
> regard t o  serv ice  order processing and provis ioning o f  unbundled loop 
> and other  elements. At this time fhe focus i s  on centers  tha t  touch the  
> order due t o  f a l l  out  o r  o ther  manual provis ioning requirements. ISC 
> i s sues  w i l l  be addressed separately.  
> 
> Dan De f f l ey  
> Cost Analysc 
> 402-422-7281 (curren t l y  voice  message only)  
> 
> ........................................................................ 
> Name: AZ NRC Qh?EST-ATT AFJALYSIS.xls 
> AZ NRC QWEST-ATT ANALYSIS.xl s Type: Microsof t Excel Worksheet (applica tion/vnd.ms-excel) 
> Encoding: base64 

StaffIT Analyst 
f IT 
f Soflware Development 
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DESIGN 

Overall responsibility for RID (Record Issue Date) completion. 
Upholding Qwest design standards 
Assigns interoffice facilities and equipment at the circuit level 
Prepares and distributes WORD (Work Order Record Detail) including DLR 
(Design Layout Record). 
Ensures that TIRKS (Trunks Integrated Record Keeping System) designs meet 
the customer expectations. - 
Escalates as necessary to ensure pre-RID dates are met. 
Advises Qwest sales forces or order originators of jeopardies as they are 
discovered. 

Maintains TIRKS database integrity by making design changes as they occur 
(i.e. cable pair changes, etc.) 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies and/or mechanization are examples of forward-looking 
assumptions the estimates are to include. 
The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 
The time estimates do not include supplements to the initial order. 

@ The time estimates do not include any maintenance or repair times. 
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CENTRAL OFFICE 

Responsible for service connection in the central office and associated testing and 
adminismtive functions. Places cross-connects (jumpers), performs cross-office 
testing, and provides support to field installation and control center for circuit 
testing as required. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

C 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are fonvard-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of fonvard-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 
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Stcve Hilltary STAFF MANAGER 

MAY. 2000 

Install 
1. Analyze work request 

The COT acccsw the WORDICDOC documcn~ 
The COT d c t a m i  ifassignmcntsfequiprnm~ requested by the work 
order arc available 

'Ihe COT verifies the Circuit Design is complete. 

2. Complete Cross-Connect 
The COT places thc aossconn#t(s) betwtcn the ICDF and the MDF 
or DSX frames. The type of Loop ordered dttemina the number of 
noaconmanttded 

3. Perform Loop Qualification 

The COT perfinns a fkiility test with 77s or comparable rest wt 

4. Record Test Results 

The COT records the facility test results in the WFAC O S S W  
5. Post work requst complete in WFA-DL 

The COT accesses the DITSC scrrcn in WFA-DI to complete the 
WFA-DI work r r q ~ a r  

6. Analyze Due Date work request & call CCIl 
The COT rmlyzrs WADI worL quest for appoimmem rimc and 
tcmthcncal l s theC(JT-I to~t i fy thyarr~r~paformat  
location 

7. Set up for Due Date tests with I&M tech. *2 
COTsasuppsrequipmn!tforDDtesrs 

8. Complete work request with CCT-L *2 
The COT calls the CCT-I to notify the physical work and ttsting in 
thcCenualOfEiahmbccncomplctc. 

9. Complete Continuity Stress Testing 
Digitai p a m  testing md to end o v a  M i t y -  

*2 = O r b  with coordinated Due Date testing only. 

Disconnect 
1. Analyze Order. 

The COT aunscs the WORDlCDOC document 
The COT dumnincs if assignmmtr(quiprnm~ rcquened by the work 
ordaatcacarrarc. 
Thc COT verifies the Circuit Design notifies C(JT-I of order 
inacwacy. 

2. Remove Cross-Connects. 

The COT removes the Pwsanmcl(s) between the ICDF and the 
MDF or DSX frames. The type of loop ordered dcunnincs the 
number of rrw-conmcl that will be moved .  

3. Complete work request in WFA-DI. 
The COT acccsxs the DITSC screen in WFA-Dl to complete the 
WFA-DI work rrqucrt 



ACRONYM 

CCT-1 

CDOC 

CORK 
COT 
CRON 
CWL 

DD 

DrrSC 
DOSOI 
DS l&hf Technicinn 

DSX 

DVA 

I m l  
ICDF 
LNO 
LRAC 

MDF 
OCO 

OSCN 

OssCWL 

OSSLOC 

OSSLST 

OSSOI 
OWDWC 

SCR 

SDC 
I USW 

WTAC 

WFA-DI 
WFA-DO 

WORD Dwrman 

DEFINITION 
C~nmmct Communication Technician-Implanmror 

CI Rp DoamMt (Ccnml Ma version of the WORD docmoau) 
Central O F f i  Rerwse Alloation Caun 
Cclrml OmaTedmicLn 
Auurmmtd order lord in WFA-Dl 
C i m i t  Work Lomion (a& Cmenl Office W o n  involved on Ibc order) 
Duc Rw Critid D m  
An Imallrttoa or Trouble W d  Rcqtm s x m  in WFA-DI 
SkukOrdcrIrmrlL.rion~inWFA-DO 
DcsigncdSmrios lnsnlLt ioarrd~Tcchnidrm 

Digital saviccs CrmsComwcl 
hi& vmtiea .ad Am& ctitisll Due 

lndl&im.adM ' fidd form 
IaterararvcrnDimibmhgF- 
LDcllNPwatOpcrrrioa(lypidly includatbe~OffiscPndIQMwDlkforocs 

LOadRaauocM " 'on Cenm 

WDisaibutingFrmrc 
OvallCrmtmlOfFia 

CiradtNomSauJlinWFAC 
CiraritWorkL0caiaasaeminWFA-C 

WorkRcqDeaLag~srtninWFAE 

O n k r L i n ~ i O W F A C  
OrdcrlnQllnirmsuunin W A C  

W o R D D o s m n c n t ~ t a W F A C  

Work F m  MmhhmioeDkpeb Out Mahrlc 

WakOrdPRaofdDCmilDoannmr 
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IMPLEMENTOR 

Has overall control responsibility for provisioning, maintaining, coordination and 
testing of designed services. 
Contacts other centers/technicians for the coordinated effort to complete service 
order activity requirements. 

Tests with central office, field installation personnel as necessary. 
Provides test results to customer. 
Notify customer of work completed 
Complete order in required systems (Work Force Administration) 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 1 8 month time horizon should be considered. Anticipated 
process efficiencies and/or mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



Cusrermer Communrt;m 
. . 

a= 
Technician - lmplememor 

7%. Complete Performance Testing. 



Customer CommMicatipns 
Technician - lmplernemor 
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CENTRAL OFFICE RESOURCE ADMINISTRATION 
CENTER (CORAC) 

Utilizes Work Force Administration/Dispatch In (WFAIDI) to build installation 
daily service order logs. Monitors and logs service order progress and completion 
in WFNDI. 

Re-loads and re-schedules service orders that cannot be completed. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject maaer experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of t h e ,  estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 1 8 month time horizon should be considered. Anticipated 
process efficiencies and/or mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



Subject Re: looptimefiles 
Date: Tue, 09 May 2000 16:08:27 -0700 

From: "Caroiyn Mills" <camiils@uswen. corn> 
Oqpnization: U S WEST 

To: "Deffley, Daniel" <daefD@uswen.com~ 





MAY, 2DOO 
Caotyn Mills - Staff Manager 

LOAD RESOURCE ADMINISTRATION CENTER 
Work Activity Descriptions 

INSTAU. 
1. Streen Work Force AdminMion Dispatch Out 
Screening DOLST (WFA-DO WORK LIST) - 
Validate the load to ensure PLD Satus in WFAlDO for loadableldispatchable work item 
Match ti Merge work items (resolve all erainions in WFADO falioui and exceptions) 
Monitor (DOLST) continuously for new work item 
Balance the workload. Move resources Wen necessary to meet Miticai dates 

Load woa request to Technician 
Manual build T echniuan Load 
Prloritize Technician Load 
Dispatch Technician 
?ut notes ir, OSSLOG 

Closesut Work Request 
Crea'te handoff ticket to other depafimem when a~pty(hsndoff to Construc3iun or Cable Maintenance) 
?ut notes in OSSLIIG 
Delete cr Add USOC when appiy 
Jeopardize and escalate 

DISCONNECT 
Screen Order 

CENTRAL OFFICE RESOURCE ADMINSTRAnON CE (COMCJ 
Work Activity Destriptmns 

INSTALL 
1 Screen Work Force Adrninstration Dispatch In 
Monitor the (DITTWL) screen for Provisioning work steps 
Balance the vnridoad . Move resources when necessary to meet critical dates 

Load work request to Technician 
CRON'd fallcG (manuat load provisioning orders) 
Dispatch Technician 
Priontlze Technician b a d  (for appointment) 
Note W A C  CSSLOS via OSSRMK 

Closeaut Work Request 
Create hanooff ticket (handoff to another Central Office or Central Office Technician) 
Note WFAC OSSL3G via OSSRMK 
Jeopardize and Escatation 
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LOCAL RESOURCE ADMINISTRATION CENTER 
(LRAC) 

Utilizes Work Force Adminismtion/Dispatch Out (WFADO) to build installation 
daily service order logs. Monitors and logs service order progress and completion 
in WFAIDO. 

Re-loads and re-schedules service orders that cannot be completed. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject mattex experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies and/or mechanization are examples of fonvard-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 
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LRAC PROCESS DEIJUL 

Install 
1. Screen order., 

?hcLRACLo;rdSpo;riza~chewri:rrquerrzothDS&U 
T&aidm m WFA-DO. 

3. Close work request with DS I&hf Technician. 
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INSTALLATION 

Performs necessary filed work on new orders and changes to existing service 
including: 

Travel to customer premises 
Cross-connect activity at feeder plant to distribution plant field locations 
Customer premises work activities to connect circuit at the network interface 
Circuit testing as required 
Order completion with LRAC 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perfonn the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are fonvard-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies andor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



LOOP TIMES 
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.+ha mcr. S d i h q t z .  NCS 

331 Rodri- Suffh-a.  NCS 

May. ZOO0 

Insrail 
1. Anal!ze work request 

T i  I&M -the WORDXDOC da=umcru. 
7he 1&.M Trirnidan dnmnmes wira! work r+n=menu u c  asnciycd lo 
r h c ; r m ~ m e q u p n m c e r h c w o ~  -. 
The l&M v d - i  the Circuit h i -  is a c a r u .  

2. Travel rime t o  end user premises 
Enciudes time to drive to -4cces Point or Sening . , ,  

Interface and End User premises including senice terminal as 
required 

3. Access Pointlsening Area Interface work (as required) 
T ~ u l  to APlSU Box 

T a  a d  verify fadliris arc W i e  for scrmet. 
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INTERCONNECT SERVICE CENTER 

Serves a;s the primary order provisioning contact for Competitive Local Exchange 
Carrier (CLEC) customers who purchase unbundled network elements products 
and services (i.e. Number Portability, Unbundled Loop, Unbundled Lineside Port, 
Resale) fiom Qwest. 

The center provides end-to-end order coordination from request through order 
completion and serves as the primary liaison for the customer for all downstream 
organizations. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Lnstructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 18 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



INTERCONNECT SERVICE CENTER 
LOOP SERVICE REQUEST (LSR) PROCESS AND TIME ESTIMATES R N l R N  
MAY-JUNE 2001 

SUBJECT MATTER EXPERTS PROVIDING INPUT TO RNlEW 
JOANNEGARRAMONE STAFF MANAGER 
LINDA MILES STAFF MANAGER 
SAM1 HOOPER STAFF MANAGER 
MARLENE DIMANNA STAFF MANAGER 
MARK EARLY STAFF MANAGER 
CHERYLL GlLLlLAN STAFF CONSULTANT - PROCESS 
MARK ANDREWS SERVICE DELIVERY COORDlNATlOR 
MARY ANDERSON SERVICE DELIVERY COORDlNATlOR 
CRYSTAL SODERLUND SERVICE DELIVERY COORDINATIOR 
DANIEL DEFFLN COST ANALYST 

During May and June 2001 a number of conference calls were held to conduct a review of the 
Interconnect Service Center LSR (Loop Service Request) process and time to issue senrice orders. 
The purpose was to assure consistency with assumptions made when estimating times for processes 
that pertain to unbundled element products. 
Key assumptions considered include: 
Forward looking process, 12-18 months if possible. 
Time estimate based on average that does not include internal order flow problem solving, system down 
Highly skilled experience level of subject matter experts making time estimates. 
Time estimates should not include supplements to initial order. 

IMA Row through was addressed and flow thmugh percentage weightings have been applied for produc 
that will have flow thmugh. 

DVD JUNE 2001 



UNBUNDLED LOOP 
Date: June 4,2001 PROCESS, TIME ESTIMATES, PROBABILITIES 
From: Joann Garramone 
Title: Staff Manager-Service Delivery 
Interconnect Service Center 

Work activity begins: 

Receive LSR 

Issue appropriate forms andlor 
orders 

Customer Request Management 
(CRM) 

Review FOC 
Issue service order 

Service Order Analysis & Control 
(SOAC/SOP) 
Call Handling 

Error on Service Order (ESOI) 

Work activity begins: 

INSTALL 
May include these tasks: 

Reviews LSR for completeness and accuracy, contractual 
entries (analyze request to determine co-provider, type of 
order and installation option) 
Verifies CFA or facility/circuit availability 
Exchange Info-Obtain Central Office, name, address and 
office type, Access Telephone Address Guide to obtain the 
central office address 
CPPD-lookup billing USOC's for co-provider 
Summary Bill List-Look up BTN#, tax code, and Bill date 
Analyzes request to determine the co-provider, type of order 
and installation option. 
Verify Qwest end user Customer Service Record to determine 
if order issuance is applicable to provide the product If 
applicable, may include rejecting the LSR 
Determine ifthe end user has Qwest directory advertising 
Determine ifthe end user has Qwest retail contract 
Determine critical dates 

If there is either directory advertising or a retail contract or 
both, issue the order to remove the information from the 
account An estimate of 50% of the accounts will have these. 

Populate required fields 
Type, review and submit to customer the Firm Order 
Confirmation (FOC) 
Input unbundled loop order into service order processor 
(manually typing and formatting of all order for billing and 
provisioning of the loop) 
Ensure order is successfully distributed to the systems and is 
ready for provisioning 
Includes handling calls from other depamnents working the 
order. 
Handling of problems on the LSR, provisioning issues such as 
conditioning, facility problems, cable & pair, and typing 
problems handled by the center. 

DISCONNECT 
May include these tasks: 

Receive LSR 

Review FOC 
Issue service order 

First 
(minutes) 

3 
1 

4 
2 
2 

2.5 

NIA 
N/A 
NIA 

1 

3 

3 

3 

10 

3 

5 

5 

Time used: 

Reviews LSR for completeness and accuracy, validate circuit 
belongs to the co-provider 
Verifies existing account (accesses CSR in BOSS/CARS) and 
obtains closing bill address if applicable 
Type, review and submit to customer the F i  Order 
Confirmation (FOC) 

Input disconnect of loop order into the service order processor 
(manually typing and formatting of all order for billing and 
provisioning of the loop) 

Ea Addl 
(minutes) 

3 

5 

3 

1 

1 

Probability 
of 

occumnce 
(%I 

100 
5 

100 
100 
100 

100 

100 

50 

100 

100 

100 

100 

60 

8 

(minutes) 

3 

2 

2 

10 5 

100 

100 

100 

100 



The Job Title and Job Funct.on/Account Code for the individuals performing these tasks is: 
SDC (Service Delivery Consultant) Job function code 6623.123 
ISC Work Time for Unbundled Loops 

Customer Request Management 
(CRM) 
Service Order Analysis & Control 
(SOAUSOP) 

Key Assumptions: 
The times documented are forward looking. 
The times documented here are average times. 
They do not n f l ea  problems encountered during the processing of the service order. 
They do not include supplements to the initial order. 
These estimates do not include any maintenance or repair time. 
This process is as of today and the current functionality if IMA for ordering formatting. 
IMA partial order creation. IMA wil create a portion of the service order and may vary by Unbundled Loop product. 

The times described in this chart are for all unbundled loops. These times are based on the projected savings 
with the order creation by IUA and increased experience level in the ISC. IMA does not create a complete order 
for all types of Unbundled Loop; some manual wing is required. 

Populate required fields 
Ensure order is successfully distributed to the systems and is 
ready for provisioning 

3 

3 

3 

3 

100 

100 



Probability 

occurrence 

CONVERSIONS - Private Line to Unbundled Loop, EEL, LMC 
Date: 6-13-2001 PROCESS, TIME ESTIMATES, PROBABILITIES 
From: Sami Hooper 
Title: Staff Manager-Service Delivery 
Interconnect Service Center 

Work activity begins: 

Receive LSR 

Issue appropriate forms andlor 
orders 

Customer Request Management 
(CRM) 

Review FOC 
Issue service order 

Service Order Analysis & Conmol 
(SOAUSOP) 
Call Handling 

Error on Service Order (ESOI) 

INSTALL 
May include these tasks: 

Reviews LSR for completeness and accuracy, contractual 
entries (analyze request to determine co-provider, type of order 
and installation option) 
Verifies CFA or facilitylcircuit availability 
Exchange Info-Obtain Central Office, name, address and 
office type. Access Telephone Address Guide to obtain the 
cenh-al office address and validate end user address 
CPPD-lookup billing USOC's for co-provider 
Summary Bill List-Look up BTN#, tax code, and Bill date 
Analyzes request to determine the co-provider, type of order 
and installation option. 
Verify Qwest end user Customer Senice Record to determine 
if order issuance is applicable to provide the product. If 
applicable, may include rejecting the LSR. 
Determine if the end user has Qwest directory advertising 
Determine if the end user has Qwest retail contract 
Determine critical dates 

If there is either directory advertising or a retail contract or 
both, issue the order to remove the information from the 
account. An estimate of 50% of the accounts will have these. 

Populate required fields 
Type, review and submit to customer the Firm Order 
Confirmation (FOC) 
Input order into service order processor (manually typing and 
formatting of all order for billing and provisioning ) 
Ensure order is successfully distributed to the systems and is 
ready for provisioning 
Includes handling calls from other departments working the 
order. 
Handling of problems on the LSR, piovisioninp issues such as 
conditioning, facility problems, cable & pair, and typing 
problems handled by the center. 

First 
(minutes) 

3 
N/A 

4 
2 
2 

N/A 

2 
N/A 

2 
1 

N/A 

3 

3 

10 

3 

NA 

NA 

Ea Add1 
(minutes) 

N/A 

3 

c 

3 

NA 

NA 
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DESIGN 

Overall responsibility for RID (Record Issue Date) completion. 
Upholding Qwest design standards 
Assigns interoffice facilities and equipment at the circuit level 
Prepares and distributes WORD (Work Order Record Detail) including DLR 
(Design Layout Record). 
Ensures that TIRE3 ( T ~ n k s  Integrated Record Keeping System) designs meet 
the customer expectations. 
Escalates as necessary to ensure pre-RID dates are met. 
Advises Qwest sales forces or order originators of jeopardies as they are 
discovered. 

Maintains TlRKS database integrity by making design changes as they occur 
(i.e. cable pair changes, etc.) 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work p u p  identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SMEYs for the determination of time, estimates and 
probability of occurrence include the following key assumptions: - - - 

The time estimates and probability of occurrence are fonvard-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies and/or mechanization are examples of forward-looking 
assumptions the estimates are to include. 
The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 
The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 
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IcOSTELEMEKT I I 

- I I I 

These are average times. The times assume the technician will not encounter problems during I 
the manual ~rocess necessarv to oracess the service reauest~ I I I I 

DSI, DS3 CAPABLE LOOP 
FEEDER SUBLOOP 

DESIGN 
WORK ACTIVITY 

INSTALL 
ORDER HANDLlNGlSCREENlNG 
GOC ORDER LOG 
ENTER WA MASK 
PREP LOOP INPUTlDRl 
CIRCUIT DESIGN 
DISTRIBUTE WORD DOC 

I 

I I I 

SOURCE: 
KATHY PLAlTS 
DESIGN CENTER STAFF 
1/99 1 

0.70 
DISCONNECT 
ORDER HANDLINGISCREENING 
GOC ORDER LOG 
IENTER WA MASK 
DISCONNECT CIRCUIT 
DlSTRlBUiE WORD DOC 

NOTE: 

MARCH 2000 Per Kathy Platts, these 
times and probabilities are appropriate 
for high cap loop and feeder subloop 
order processing. 

x 
DSlIDS3 MUM 

PRO6 

I 

I 5 
6 
5 
5 
2 

I 

5 
6 
5 
15 
30 
2 

0.70 I 
0.70 
0.70 1 
0.70 

I 

I 

0.20 
0.20 
0.80 
0.75 
7.00 
0.90 

The time estimates and probability percentages listed are forward-looking. 
These work activites are required to process a service request that falls out of the TlRKS system 
for mechanized desion. I I 
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CENTRAL OFFICE 

Responsible for senrice connection in the central office and associated testing and 
administrative functions. Places cross-connects (jumpers), performs cross-office 
testing, and provides support to field installation and control center for circuit 
testing as required. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies and/or mechanization are examples of forward-lookirig 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



COTTIMES . 

L STAFF MANAGER 

I 'I. This assumes reuse of a q- digital loop. Loop Qual'iration tests are perfDrmed for aU loops not 
pmousJy qualified for dioital service. 
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Steve t i i i i c q  Sf A= MANAGER 

%iAY. 2090 

Install 
1. Anatye work request 

Tnc COT the WORDfCbOC dearmmt. 

Tnt COT delPmma if z s s i ~ c n u ~  rccrrcned by mt work 
omer art avaiiabic 

l 3 c  COT verifies me Circun kip IS compiec. 

2. Complete Cross-Conneh 
f i e  COT places thc crasslormmrs) b c m m  rht I C E  a?d m e  MDF 
or DSX frama. Thc t?.p oi loo0 or- -ma me n- oi  
imSKOrmttt IICtOCd 

3. Perform Loop Quaiification 

Tt COT nzxnds rbc faciiir). test mrr m me W A C  OSSLOC 
5. Post work requn complete in WFA-DL 

The COT acasscs rirc DITSC sar=n in WA-Dl to compictt he 
WA-Dl work rcqnca 

6. Anaiyze Due Date work rqaest  & cail CCri 
%COT- W F A D I w o r L m p c u f o r ~ b m d  
rars then calls rhr Cn- I  to n o w  k y  arc ltaoy to priorm a: 
loaxion. 

7. Set up for Due Date tem with I&M tech. *2 
, COT srs up IUI cqu~pmmr for DD tcar 

8. Complete work request witb CCT-I. '2 
The COT calls the CCT-1 to noue & phyrlcai woti  and mting in 
the Cen'Ed Office has bccn eompk. 

9. Complete Continairy Stress T a i n g  

Disconnect 
1. Anal)ze Order. 

The COT ac=~scs the WORDCDOC doprmn. 

Tht COT a m m a  ~f assipmuwcqwpmcnr requcncd by rhe work 
orau z= .--=. 
Tne COT venilcs me Cirzur: Design nouxies CCT-1 oioma 
tn-? 

'I Remove Cross-Connects. 

. Cornpiere work requm in WFA-DL 
The COT - me DlTSC SUCCI :n WFA-Dl rr, complerc the 
WFA-Di won: rcouu~. 
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Has overall control responsibility for provisioning, maintaining, coordination and 
testing of designed services. 
Contacts other centers/technicians for the coordinated effort to complete service 
order activity requirements. 

Tests with central office, field installation personnel as necessary. 
Provides test results to customer. 
Notify customer of work completed 
Complete order in required systems (Work Force Administration) 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occmence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

h m c t i o n s  provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies andor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



DSltDS3 LOOP 

I COST ELEMENT : COSTELEMENT ; COST ELEMENT I COST ELEMENT i COSTELEMENT 

BASIC N E W  COORDINATE COORDINATED BASlC NEW 
DSl/DS3 CAPABLE LOOP BASIC WITH INSTALL W INSTALL NO m 

I COST ELEMENT : COSTELEMENT ; COST ELEMENT I COST ELEMENT i COSTELEMENT 

I 1 BASIC N E W  1 COORDINATE 1 COORDINATED 1 BASlC NEW 
-- 

DSl/DS3 CAPABLE 
REUSE I F T E S T  I COOPTST TEST COOP TEST 

IMPLEMENTOR F EA EA f EA F EA F EA 
I 

par order oer order ~ e r  order per oroer per omer  
WORK ACTIVITY I 

INSTALL 
SCREEN W F A  FOR CIRCUIT 5 5 15 15 15 15 10 10 15 15 
VERIFY LNO COMPLETION 5 5 10 10 10 10 5 -  5 10 10 
COORDINATION T~ME WITH CEC. FIELO na na na na 20 na na na na na 
PERFORM~NCUCONFORM~NCE TESTING na na 35 35 35 35 na  na 35 35 
NOTIFY CUSTOMER 5 0 5 0 5 0 5 0 5 0 
COMPLETE CIRCUIT IN WFNC 10 I 0  10 10 I 10 10 10 10 10 10 

1 I I 
DISCONNECT I I I 
SCREEN WFA FOR CIRCUIT 4 5 0 5 0 1 5  0 1 5  0 5 . 0  
CONTACT CUSTOMER 1 s  0 1 5  0 1 5  0 1 5  o 5 1 0  
COMPLETE CIRCUIT IN WFAIC I 5  0 1 s  n l s  .n 1 6 n 4 , n  

i "IOTE: The tlmes documented above a r e  average estimates. ! ! 

They d o  not reflect times spent for supplement to the order. ! I i 

They d o  not reflect problems with the order or redesign issues. i 

They do not reflect problems o r  trouble at test, with systems or with the customer. , 
All times are  based on a perfect service order and no problems encountered at test & tumup. . 

Each loop is ordered individually and tested individually. 
t b 

Attached are the funmons associated wnh t h e  steps performed by the Implementor. 

SOURCE: LINDA HENDRICKS - STAFF MANAGER 
DATE 03108101 
Review 3101 Deni Tove, Marlene Mirian 

rage I 



1. Screen WFA-C for Order accuracy. 

The C c - I  acctsses the W F A t  OSSIST (Order Lin) s m n  u, examine and prioritize oraer load by Crirical D ~ E .  

The CCf-I acccsso b e  WORD document on me OWDDOC WORD Documat) scncn ro exwine work rrqutsl 

The CCT-I iocam rhe installation opuon of the work rroucst on rhc WORD document md dnmnmts if additional work 
ncps must be ereaxed for the Central Technician (i.e., DD work acrivitics). 

If rhe order rrqunt is for a Coordinated lnsrallarion Option. tfie C m  deramines the 'Appoinnncnt Tim? 
If Na 'Appoimmr Tic' has hen spcc~ficd. the CCT-I comas  me Service D c S i  C o o m i r  (SW via 
dcphonc IO OW an -Appohmntnt Tune'. 

Once the - A p p o b m r  Tim- has b a u  &mined. the CCT-I builds the t e n d  Offia DD work rqum on rhc W A C  
OSSCWL ( C ' i  Work Location) saun spcafying the r r q d  'Appoinrmcn: rune". 

IfaCconhard Cuthasbemrcqnsch?hcCCT-I will d l t k C o - P m v i & m ~ s r d " O I ; " t o b t g i n w o r k .  
I f t h e w o r k c a r m ~ k s o m p l c r c d o n D D ~ t f i e ~ ~ d P i s n o t ~ , t h e C C f - I  p k a T  cDdcjmpBIfy 
~ I h e o r d e r .  ~ s m r e m D o i - e r r c d S ~ l e o p a r d y p r o c e p i s ~ f 0 l l o m d  
If the work cartnor be mmplmd on DD becaw of a USW p m b i a  the CCT-I will pon the appmpTimc j w w  code 
a g b  the DD. The cnnan Designed S m i e s  Jeopardy proem is r&21 followed. 
The CCT-I makes the lappropnatc rcraarit c m k  imo the WFAC OSSLOG (Work Reprrcsr Log). 

3 k  Montiror Performance Testing. 
The CCT-I monirars and records !he M rtnrio on rhc WFA-C OSSCN ( C i  N o w )  xrrta Thesc an d t r  irrc 

obslncd by rhc Cumrl O&a tKhnician and rhc DS I&h¶ rctttnicb resrinI: the ntwty piwiziomd cirarit The rcs~ 
pafomitd arc listed i 

3B. Complete Performance Testing. 
In cases Wmz the CCT-I is able xo rta the renmg is performed with the DS l&M TeEtmiEian. The CCT-I rmnds rhc M 
&rs on the W A C  OSSCh' ( C i i t  Nola) m. The paformtd pe twd in rhc T a  doaxmeat 
armchcd. 

4. Coordinate Cooperative Testing 
The CCT-I aas as the ccmd wncaa bcnveen the DS IQM tecbnician and the Co-Ptovidtr. 

The CCT-I no= rhc nm ~ m t d  and ancn rtre rarrlt informath on I& WfAC OSSR; ( C ' i t  Notcs) screen. 

Thc Cff-I records my pcrrinm ranarks on rhe WFAC OSSLOC (Work Rcqucsr Log). 
5. Kotify Co-Provider of order completion. 

The CCT-I nocifies the Co-Provider t ha~  the work rcquen is complaed. 

7he CCf-I informs the Co-Provider of any additional c h g s  h~ will apply. 

Thc CCT-I pmvidts ~~d tnt result infomaasion IO the C&Pmvider. 



The CCT-I records the Co-Provider order mmplnion corwcr i d o m d o n  on rhe WFAC OSSLOG Work Re- Log). 

6. Post order complete in WFA-C. 
The CCT-I porn tht Due i b ~  complete on the W A C  OSSOI (Orda inmiliarion) s-. 

The Cf f - I  tornpicus any additionai rrmairs on rhe WFAC OSSLOG Work Rcquerr Log). 

The CCT-I compl- any reonmd electronic billing or rcblnrs m W A C .  

Disconnect 
1. Screen WFA-C for Order accuracy. 

sacen OSSLST 
Verify informarion on WORD dorumcnt 

Rdtr WORD doarmrnr back KO Desipu if no1 acasae 

Chtdc for Co-Pruvidcr work iocations involved on order 

Emu note if Ca-Provida involved on OSSR: 
Check for mimu ICSI Wili and Woff u, Designer or LNO if appropriarc 

Cheek: to see if ircm is losddl in WFA-DYDO 

Assign Criricai Darer 
Ennr namc and nrrmba on DOISWR 

2. Conraa Co-Provider 
Notify cunoma work is ampiac 
Add perdncm now to OSSCN scrm! 

If crmomcr is not milabla cmcr rhc following i n f d n  on chc OSSOU socm 
Nocr~urmer- 

Tclephonc N u m k  dled 
3. Complete circuit in W A S  

Chak W F A C  OSSLS for critical evnm 
Check DISP for PRE aann 
JeopHdizlcanrIescllarcmvconmrorhrtamomdsnqd 

Add a d d i t i d  billing d%rtge~ 

Compictc ordu in WFAC 

Perform required usrs 
C o m a  Designer if rrquind 



vd: Colloca~ion Transitions] 

Subject: Re: Fwd: Collocation Transitions] 
Date: Thu, 30 May 2002 14:33:50 -0500 

From: Deni Toye <dtoye@qwest.com 
Organization: Qwest Corporation 

To: Daniel Deffley <ddeffle@qwest.com 

Yes, if it is designed service, the Implementor would be the one to do the 
documentation and completion of the WFA order. 
Deni 

Daniel Deffley wrote: 

> D, 
> I ' m  o k  w i t h  t h a t  f o r  t h e  c o l l o  s t u d y .  T h a t  one i s  done.  Now I ' m  r e f e r r i n g  t o  a 
> P r i v a t e  L i n e  t o  Unbundled Element  c o n v e r s i o n s .  I ts m o s t l y  work i n  the ISC t o  
> change b i l l i n g  b u t  was t o l d  a t  o n e  t i m e  t h a t  the Design C e n t e r  w i l l  h a v e  a s m a l l  
> amount o f  work t o  do  on t h e s e  o r d e r s .  Aga in .  v e r i f y i n g  which tech d o e s  this work.  
> I c u r r e n t l y  show a d e s i g n e r  b u t  t h i n k  i t  s h o u l d  be the imp lemen tor .  
> Thanks ,  
> DD 
> 
> Deni T o y e  m o t e :  
> 
> > H i  Dan, 
> > T h i s  work i s  done  by t h e  Imp lemen tor ,  not  the Des igner .  T h i s  would be when one 
> > CLEC b u y s  a n o t h e r  CLEC c o l l o c a t i o n  and the B i l l i n g  name n e e d s  t o  change t o  the 
> > New CLEC. T h i s  shou ld  a l l  be f l o w  t h r o u g h  f o r  the d e s i g n e r .  
> > Mahalo, 
> > Deni 
> > 
> > Danie l  Def f l  ey w r o t e :  
> > 
> > > Deni ,  
> > > Here i s  t h e  memo you sent b e f o r e .  J u s t  c h e c k i n g  t o  see i f  this a p p l i e s  
> > > f o r  P r i v a t e  L i n e  t o  Unbundled Element  c o n v e r s i o n s .  C u r r e n t l y ,  I show 
> > > this work b e i n g  per formed by a D e s i g n e r  f o r  conversions r a t h e r  than an 
> > > Imp lemen tor .  
> > > Thanks ,  
> > > D D  
> > >  
> > > ........................................................................ 
> > >  
> > > S u b j e c t :  Re:  C o l l o c a t i o n  T r a n s i t i o n s  
> > > Date:  Mon, 08 Apr 2002 13:22:27 -0500 
> > > From: Deni Toye  cdtoye@qwest.com> 
> > r O r g a n i z a t i o n :  Qwest Corpora t ion  
> > > To:  Dan ie l  D e f f l e y  c d d e f f l e @ q w e s t .  cam> 
> > > R e f e r e n c e s :  c3CBlB9E2. EBC92A488qwest. cam> <3CBlCA8A.AlF71662@gwest. cam> 
> > >  
> > > The  t o t a l  t i m e  would be 5 m i n .  I f  i t  n e e d s  t o  be broken  down, t h e  s c r e e n i n g  
> > > would be 2 m i n  and t h e  c l o s e o u t  would be 3 m i n .  
> > > Deni 
> > > 
> > > Danie l  D e f f l e y  w r o t e :  
> > > 

> > > Deni ,  
> > > > Y e s ,  p l e a s e  add the t i m e  p e r  s t e p  or summarize  t h e  t o t a l  t i m e  t o  p e r f o r m  
> > > > these a c t i v i t i e s .  
> > > > Thanks ,  
r > > > Dan D. 
> > > >  
> > > > Deni T o y e  w r o t e :  
> > > > 
> > > > > H i  Dan, 
> > > > > When o n e  company b u y s  another companies  c o l l o c a t i o n s ,  t h e s e  a r e  t h e  
> > > > > s t e p s  t h a t  the Implementor  w i l l  n e e d  t o  do:  
> > > > > 1. S c r e e n  the o r d e r  
> > > > > 2 .  C l o s e  o u t  a c t i v i t i e s  i n c l u d i n g  CLEC c o n t a c t  and close o u t  o f  WFA/C 
> r > > > screens w i t h  r e s p e c t i v e  f i e l d  c o m p l e t i o n .  
> > > > >  
> s > > > Are you  n e e d i n g  more v e r b i a g e ?  
> > > > > Thanks ,  



~ d :  Collocation Transitions] 

> > > > > Deni 
> > > > >  
> > > > > - -  
> > > > > - C o n f i d e n t i a l  Use O n l y  - 
> > > > > Disc lose  and D i s t r i b u t e  Only  t o  Qwest Employees Having a  Need t o  Know. 
> > > > > Disclosure o u t s i d e  o f  Qwest i s  prohib i ted  without  a u t h o r i z a t i o n .  
> > >  
> > > - -  
> > > - C o n f i d e n t i a l  Use Only - 
> > > Disc lose  and D i s t r i b u t e  Only t o  Qwest Employees Having a  Need t o  Know. 
> > > Disc losure  o u t s i d e  o f  West i s  prohib i ted  wi thout  a u t h o r i z a t i o n .  
> > > 

Deni Toye cdtoye@qwest.com> 

Deni Toye 
cdtoye@qwest . corn> 
Pager: 800-946-4646 Pin  148-1534 
Fax: 515-323-0181 
Work: 515-286-6440 

Addit ional  Informa t i o n :  
Las t  Name Toye 
F i r s t  Name D e n i  
Vers ion  2.1 

> > -- 
> > - C o n f i d e n t i a l  Use O n l y  - 
> > D i s c l o s e  and D i s t r i b u t e  O n l y  t o  West E3nployees Having a  Need t o  Know. 
> > Disc losure  o u t s i d e  o f  W e s t  i s  prohib i ted  wi thout  a u t h o r i z a t i o n .  

- Confidential Use Only - 
Disclose and Distribute Only to Qwest Employees Having a Need to Know. 
Disclosure outside of Qwest is prohibited without authorization. 

I 
1 Deni Toye ~dtove@qwest.corn> I 
I I 



[location Transitions 

Subject: Re: Collocation Transitions 
Date: Mon, 08 Apr 2002 13:22:27 -0500 

From: Deni Toye <dtoye@qwest.com> 
Organization: Qwest Corporation 

To: Daniel Deffley <ddeffle@qwest.com> 

The total time would be 5 min. If it needs to be broken down, the screening 
would be 2 min and the closeout would be 3 min. 
Deni 

Daniel Deffley wrote: 

> Deni, 
> Yes, p lease  add t h e  t ime per s t e p  o r  summarize t h e  t o t a l  t ime  t o  perform 
1 these  a c t i v i t i e s .  
> Thanks, 
> Dan D. 
> 
> Deni Toye wrote:  

H i  D a n ,  
When one company buys  another companies co l l oca t i ons ,  t h e s e  a r e  t h e  
s t e p s  t h a t  t h e  Implementor w i l l  need t o  do: 
1.  Screen t h e  order  
2.  Close  o u t  a c t i v i t i e s  i n c l u d i n g  CLEC contac t  and c l o s e  out  o f  mA/C 
screens  w i t h  r e s p e c t i v e  f i e 1  d complet ion.  

Are you needing  more verbiage? 
Thanks, 
D e n i  

-- 
- Con f iden t i a l  Use Only - 
Disc lose  and D i s t r i b u t e  Only t o  Qwest ' Employees Having a Need t o  Know. 
Disclosure o u t s i d e  o f  Qwest i s  prohib i ted  without  au thor i za t i on .  

- Confidential Use Only - 
Disclose and Distribute Only to Qwest Employees Having a Need to Know. 
Disclosure outside of Qwest is prohibited without authorization. 

1 
i Deni Toye cdtove@awest.corn> I 

f 
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LOCAL RESOURCE ADMINISTRATION CENTER 
(LRAC) 

Utilizes Work Force Administration/Dispatch Out (WFAIDO) to build installation 
daily service order logs. Monitors and logs service order progress and completion 
in WFADO. 

Re-loads and re-schedules service orders that cannot be completed. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occmence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
cmently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



Subject: Unbundled Loop Costing 
Date: Mon, i 0 May 1999 07: 13 :37 -0700 

From: "Diane Kinkel" <dkinkel@,uswen.com> 
Organizarion: U S WEST ~ommunica&s. Inc 

To: Daniel Deffley ~adeffle@.uswest.com> 
CC: Paul Kinneherg ~ p k i n n e ~ ~ u s w e n . c o m >  



L2AC TIMES . 

-mi 
ELEMEhT ORDERS TRAT REQUIRE -=: 

Page 1 



Install 
1. Screen order. 

i h s  L U C  La4 S p r u i i a  renews rhr \voxx r c ~ u e a  ior an!: -1 
rsruams on Ihc &id 

2. Load work request to DS IQM T cchnicizm - :r: I A A C  LaadS~ra~curb t i~~heuwi ; r rquenror~e  DS I t M  - . ~+=rz= m *?.&DO. 
5-  Close work request with DS I&M Technician. 
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INSTALLATION 

Perfoms necessary filed work on new orders and changes to existing service 
including: 

Travel to customer premises 
Cross-connect activity at feeder plant to distribution plant field locations 
Customer premises work activities to connect circuit at the network interface 
Circuit testing as required 
Order completion with LRAC 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

NonrecuITing cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 18 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 
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INTERCONNECT SERVICE CENTER 

Serves as the primary order provisioning contact for Competitive Local Exchange 
Carrier (CLEC) customers who purchase unbundled network elements products 
and services (i.e. Number Portability, Unbundled Loop, Unbundled Lineside Port, 
Resale) fiom Qwest. 

The center provides end-to-end order coordination from request through order 
completion and serves as the primary liaison for the customer for all downstream 
organizations. 

TIME ESTIMATES AND PROBABlLITIES OF QC-NCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

1 

i 
Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 18 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



INTERCONNECT SERVICE CENTER 
LOOP SERVlCE REQUEST (LSR) PROCESS AND TIME ESTIMATES REVIEW 
MAY-JUNE 2001 

SUBJECT MATIER EXPERTS PROVIDING INPUT TO REVIEW 
JOANNE GARRAMONE STAFF MANAGER 
LINDA MILES STAFF MANAGER 
SAM1 HOOPER STAFF MANAGER 
MARLENE DIMANNA STAFF MANAGER 
MARK EARLY STAFF MANAGER 
CHERYLL GlLLlLAN STAFF CONSULTANT - PROCESS 
MARK ANDREWS SERVICE DELIVERY COORDlNATlOR 
MARYANDERSON SERVICE DELIVERY COORDlNATlOR 
CRYSTAL SODERLUND SERVICE DELIVERY COORDlNATlOR 
DANIEL DEFFLEY COST ANALYST 

During May and June 2001 a number of conference calls were held to conduct a review of the 
Interconnect Service Center LSR (Loop Service Request) process and time to issue senrice orders. 
The purpose was to assure consistency with assumptions made when estimating times for processes 
that pertain to unbundled element products. 
Key assumptions considered indude: 
Forward looking process, 12-18 months if possible. 
Time estimate based on average that does not include internal order Row problem solving, system down 
Highly skilled experience level of subject matter experts making time estimates. 
Time estimates should not include supplements to initial order. 

IMA flow through was addressed and flow through percentage weightings have been applied for produc 
that will have flow through. 

DVD JUNE 2001 



LOOP UNBUNDLED DISTFUBUTION & FEEDER LOOP 
Date: June-2001 PROCESS, TIME ESTIMATES, PROBABILITIES 
From: Linda Miles 
Title: Staff Manager-Service Delivery 

1 

Interconnect Semce Center 

Work activity begins: 

Receive LSR 

Issue appropriate forms andlor 
orders 

Customer Request Management 
(CRMl 

Review FOC 
Issue service order 

Service Order Analysis & Control 
(SOAUSOP) 
Call Handling 

Error on Service Order (ESOI) 

INSTALL 
May include these tasks: 

Reviews LSR for completeness and accuracy, cona-actual 
entries (analyze request to determine co-provider, type of order 
and installation option) 
Verifies CFA or facilitylcircuit availability 
Exchange Info-Obtain Central Office, name, address and 
office type, Access Telephone Address Guide to obtain the 
central office address 
CPPD-lookup billing USOC's for co-provider 
Summary Bill List-Look up BTN#, tax code, and Bill date 
Analyzes request to determine the co-provider, type of order 
and installation option. 
Verify Qwest end user Customer Service Record to determine 
if order issuance is applicable to provide the product. If 
applicable, may include rejecting the LSR. 
Determine if the end user has Qwest directory advertising 
Determine if the end user has Qwest retail contract 
Determine critical dates 

If there is either directory advertising or a retail contract or 
both, issue the order to remove the information from the 
account. An estimate of 50% of the accounts will have these. 

Populate required fields 
Type, review and submit to customer the Firm Order 
C o n f d o n  (FOC) 
Input unbundled loop order into service order processor 
(manually typing and formatting of all order for billing and 
provisioning of the loop) 
Ensure order is successfully dishibuted to the systems and is 
ready for provisioning 
Includes handling calls from other departments working the 
order. 
Handlmg of problems on the LSR, provisioning issues such as 
conditioning, facility problems, cable & pair, and typing 
problems handled by the center. 

DISCONNECT 
Work ac~vlty begins: 

Receive LSR 

Review FOC 
Issue service order 

Customer Request Management 
(CRM) 

Fmt 
(minutes) 

3 
n/a 

4 
2 
2 

2.5 

NIA 
NIA 
NIA 

May include these tasks: 

Reviews LSR for completeness and accuracy, validate circuit 
belongs to the co-provider 
Verifies existing account (accesses CSR in BOSSICARS) and 
obtains closing bill address if applicable 
Type, review and submit to customer the Firm Order 
Confirmation (FOC) 
Input disconnect of loop order into the service order processor 
(manually typing and formatting of all order for billing and 
provisioning of the loop) 

Populate required fields 

Ea Add1 
(minutes) 

Probability 
of 

occurrence 
(%) 

100 

100 
100 
100 

100 

Time used: 
(minutes) 

3 

2 

2 

10 

3 

100 

100 

100 

100 

60 

5 

NIA 

NIA 

3 

3 

10 

3 

5 

5 

3 

5 

3 

1 

1 

5 

3 

100 

100 

100 

100 

100 



Key Assumptiom: 
The times documented are forward looking. 
The times documented here are average times. 
They do not reflect problems encountered during the processing of the service order. 
They do not include supplements to the initial order. 
These estimates do not include any maintenance or repair time. 
This process is as of today and the current functionality if IMA for ordering formaning. 

Service Order Analysis & Control 
(SOAUSOP) 

. 

Ensure order is successfully distributed to the systems and is 
ready for provisioning 3 3 100 
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LOOP PROVISIONING CENTER 
&PC) 

Utilizing the Facility Assignment Control System (FACS), ensures customer 
service order activity is provisioned with outside plant and central office facilities. 
FACS automatically processes the order with the facilities assignments. 

Assignment Consultants are responsible for FACS component exception messages. 
A Request for Manual Assistance (RMA) is generated when all conditions for a 
customer service cannot be met. The assignment consultant resolves the RMA and 
the order is placed back into the system. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are fonvard-looking. If 
possible, a 12- 18 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



LPC info 

Subject: LPC info 
Date: Wed, 16 May 2001 07:44:25 -0500 

From: "Jeanette S. Cainjc" <jcain@uswest.wm> 
To: ddeffle@uswest.cgm 

Dan, 

B e t t e r  l a t e  than  never. Sorry t h i s  took so  long - no excuses, j u s t  
busy. Everything has been concurred i n  by Diane D i e b e l t s  s t a f f  (LPc 
Process)  so,  feel very  comfortable wi th  t h i s  l e t t e r .  No changes t o  
t imes /do l l a r s ,  they  f e l t  t h e  Specia ls  flow through r a t e  was s t i l l  a good 
average even though they have some months t h a t  h i t  t h e  low 70 t i e s .  

I ' v e  changed some of t h e  t e x t  a s  we've done more automation of RMAs. 

Good Luck, 

J e a n e t t e  

Name: lpc0l .doc 3 I 
Type: Winword File (appiicationhsword)~ 

Encoding: base64 1 



May 10,2001 

TO: Dan Deffley 

FROM: Jeanette S. Cain 
IT Development-FACS 
(402) 422-831 9 

RE: Loop Provisioning Center (LPC) Service Order Flow Through Rates and Error Resolution 
Times 

The LPC is responsible for ensuring customer service order activity is provisioned with outside 
plant and central office facilities in a timely and accurate manner. The Facility Assignment 
Control System (FACS) which is comprised of components; Service Order Analysis and Control 
(SOAC), Position Analysis Workstation (PAWS), Loop Facilities Assignment and Control (LFACS) 
and SWITCH is the provisioning application supported by the LPC. Assignment Consultants a re  
the employees responsible for FACS component exception messages. 

Brief descriptions of the FACS components are; 

SOAC - maintains control and status information on all service order requests, as well as the  
input image and certain data resulting from processing. This system interfaces with the  service 
order processor (SOP) and the other service provisioning systems. SOAC generates assignment 
requests to  LFACS for outside plant and to SMTCH for central office facilities. After assignments 
a re  made, SOAC receives responses from LFACS and SWITCH, merges and formats this data 
into a service order assignment section and automatically returns it to the SOP. SOAC sends  the 
formatted assignments to Work Force Administration/Dispatch Out (WFAIDO). For switched 
customer service requests SOAC sends  the telephone number, office equipment and features to  
MARCH for translation to the physical switch. 

PAWS - a software system linked to SOAC to receive messages on service order activrty. The  
primary function of PAWS is to distribute exception messages to Assignment Consultants for 
resolution. 

LFACS - maintains a mechanized inventory of outside plant facilities (i-e., customer addresses, 
cables, cable pairs, cross box and customer serving terminals, assembled loops and loop 
makeup) and assigns the outside plant facilities to assignment requests received from SOAC. 
LFACS also generates work sheets for cable transfers and reconcentrations. These activities a r e  
updated mechanically upon notification of completion. In addition, LFACS is used to make repair 
changes to working customer service. 

SWITCH - used to inventory and assign central office switching equipment and related facilities 
i.e., range extension equipment, tie pairs and bridge lifters. Assignment requests a r e  received 
from SOAC after successful LFACS assignments are made. 

When all conditions for a customer service request cannot be met by the FACS components a 
Request for Manual Assistance (RMA) is generated. An RMA indicates service order processing 
has  been stopped. The RMA identifies the reason the service order cannot be  automatically 
processed, the FACS component that failed processing and provides an  image of the  customer 
service request. 

All RMAs are sen t  from SOAC to PAWS. PAWS places the RMAs into a 'next work package' 
queue. Assignment Consultants using an intelligent work station (IWS) terminal access PAWS to 
retrieve RMAs for resolution. Assignment Consultants are  trained to.resolve all RMA types for all 



service requests. Meaning, they can resolve exception messages for POTS, nondesigned 
specials, specials and Wholesale product/services(s) service order activity. The objective for 
RMA resolution per Assignment Consultant is forty (40) per day. 

U S WEST has developed two (2) applications whizh utilize artificial intelligence to resolve 
various RMAs The applications are ARMAR (Automatic RMA Resolution) and APP (Automated 
Provisioning Platform). ARMAR is used to resolve working left-in RMAs. APP resolves RMAs 
which are a result of; exact match for address cannot be found, no available/compatible cable 
facilities, restricted terminals and loop makeup not available . These applications have reduced 
the number of RMAs sent to Assignment Consultants for resolution. Assignment Consultants will 
get these RMAs only if the artificial intelligence applications cannot resolve. 

FACS flow through objectives have been established for, total customer service requests, special 
service orders and artificial intelligence (mechanical) applications. The overall flow through 
objective is based on total service order volume that includes; POTS, non-designed specials, 
win, specials, Wholesale product/service(s) and artificial intelligence applications. Individual 
flow through objectives have been established for Special Services (orders provisioned in 
TIRKS) and artificial intelligence RMA resolution. No individual flow through objectives have 
been established for POTS, nondesigned specials, coin or Wholesale pmduct/service(s). The 
flow through and RMA objectives consider all order activity types: inward, outward and change as 
well as, single and multi-line requests. There is a single objective for Assignment Consultant 
RMA resolution, this objective does not differentiate between type of customer service requests 
(inward, outward, change) or number of lines per requests. 

The following summarizes the Row through (IT) and Assignment Consultant objectives for 2001 : 

Oierall FP 85% 
Special Services FT 60% 
Mechanical FT 85% 
Assignment Consultant 40 RMA's per day 
Avg clearing time per RMA" 1 1.25 min 

'POTS flow through is included in this objective, there is no individual objective for POTS. 
-Average clearing time per RMA includes all activity types; inward. outward and change as well 
as single and multi-line requests. 
The Row through and Assignment Consultant objectives as well as average clearing time are 
based on all service order activity types; inward, outward and change. Specific objectives have 
not been established for inwardlchange or outward activity 



mp NRC Procss 

Subject: Re: Loop NRC Process 
Date: Tue, 04 Dec 2001 11:20:22 -0600 

From: Jeanette Cain <jcain@qwest.com> 
Organization: Qwest Information Technologies 

To: Daniel Deffley <ddeffle@qwest.com>, dgolleh@qwest.com 
CC: rstrunk@qwest.com, jcain@qwest.com 

Dan 
Doug 

~ h o u g h t  1 'd  send you an email  of what I s a i d  on t h e  c a l l  t h i s  morning; 

When U S WEST (Qwest)  began work on Competive Provis ioning  of Unbundled Loops w e  
f i r s t  looked a t  
what o r d e r  flow, POTS v s  Designed, would be t h e  most e f f i c i e n t / e f f e c t i v e .  When t h e  
dec i s ion  was 
made t o  u se  t h e  Designed f low we then  looked a t  t h e  p rov i s ion ing  systems, (SOAC, 
LFACS & SWITCH) 
involved and used by t h e  LPC, t o  determine i f  enhancements were needed t o  o b t a i n  
optimum flow 
through. There was never  an i n t e n t  t o  have 100% f low through, t h i s  i s  l i t e r a l l y  
imposs ib le  but ,  
we wanted t o  make c e r t a i n  w e  could  g e t  a s  h igh  a  p recen t  a s  p o s s i b l e .  T h i s  i s  t h e  
same p r a c t i c e  
we use f o r  Qwest retail  product  deployment. 

No major sof tware  changes were needed i n  t h e  p rov i s ion ing  a p p l i c a t i o n s .  SOAC 
requ i r ed  
mod i f i ca t ions  t o  suppor t  o r d e r  w r i t i n g  and product  deployment. The changes w e r e  i n  
SOAC s i t e  
t a b l e s ,  some of t h e s e  t a b l e s  a r e  updated by Te lco rd ia  ( s i x  week turnaround)  and 
o t h e r s  a r e  updated 
by Qwest FACS SYAD, t o  a d d  FIDs and USOCs. LFACS and SWITCH r e q u i r e d  no changes. 

The main reasons f o r  f a l l o u t  i n  t h e  p rov i s ion ing  a p p l i c a t i o n s  a r e ;  

1) i n v a l i d  i n p u t  from t h e  CLEC e -g . ,  end u s e r  address  o r  product  r e q u e s t  
2 )  no f a c i l i t i e s  a v a i l a b l e  t h a t  meet t h e  q u a l i f i c a t i o n s  f o r  t h e  CLEC p roduc t  
reques ted  e.  g., CLEC 
reques t s  loop wi th  no b r i d g e  t a p  o r  l o a d  c o i l  and s p a r e  f a c i l i t i e s  do n o t  meet t h i s  
c r i t e r i a  
3 )  no compatible,  s p a r e  f a c i l i t i e s  a v a i l a b l e  
4 )  compatible f a c i l i t i e s  a r e  au toma t i ca l ly  ass ignzd  however, t h e r e  is no a v a i l a b l e  
loop makeup 
f o r  t h e  loop  assigned ( l o o p  makeup is such i t ems  as;  c a b l e  gauge, l e n g t h ,  b r i d g e  
t a p ,  loading)  

Act ions taken by LPC when t h e s e  cond i t i ons  occurred; 

1) r e t u r n  t h e  o rde r  t o  t h e  ISC f o r  v e r i f i c a t i o n  wi th  Co-Provider 
2 & 3 )  a t tempt  t o  l o c a t e  compatible  f a c i l i t i e s  us ing  t h e  11 s t e p  de layed  o r d e r  
process .  I f  
unable t o  l o c a t e  t hen  e n t e r  t h e  o r d e r  i n  RTT [ R e f e r r a l  Tracking Tool)  a s  a  delayed 
o rde r  ( h e l d  
o rde r )  
4 )  t h e  e r r o r  i s  a u t o m a t i c a l l y  rou ted  t o  t h e  Design Advisory Group (DAG) t o  e n t e r  
t h e  loop make up 
f o r  t h e  loop assigned t o  t h e  o rde r .  Once t h e  DAG e n t e r s  t h e  in fo rma t ion  t h e  o r d e r  
w i l l  
au tomat ica l ly  be r e - s t a r e d  through t h e  systems and con t inue  on t o  des ign .  

The LPC would fol low t h e  same p roces ses  for f a l l o u t  w i t h  des igned  o r d e r s  f o r  R e t a i l ,  



Loop NRC Process 

t he  on ly  
exception i s  v e r i f i c a t i o n  on i n p u t  e r r o r s  (#I) would n o t  go t o  ISC bu t ,  t o  a  Q w e s t  
market u n i t .  
There i s  a web s i t e  t h a t  t r acks  volume assoc ica ted  w i t h  t h e s e  e r r o r s  unfor tunate ly ,  - 
cannot 
d i f f e r e n l a t e  between Wholesale o r  R e t a i l  counts.  Further ,  t h e  LPC doesn ' t  c a r e  
whether t h e  
f a l l o u t  i s  Wholesale o r  Re ta i l  t h e i r  measurement i s  t o  resolve  i n  today out  today 
f a l l o u t .  I f  
volume of f a l l o u t  exceeds what LPC can handle i n  a  day then,  t h e  f a l l o u t  i s  
p r i o r i t i z e d  by due 
da te .  

J e a n e t t e  S. Cain 
(402) 422-8319 

Daniel Def f l ey  wrote: 

> Attached i s  the f i l e  I r e f e r r e d  t o  on my vo i ce  message. 
> 
> The conference  c a l l  i s  scheduled for  10:OO c e n t r a l ,  Tue, Dec. 4 
> Call i n  # 877-591-8687 
> Conf. i d  # 325-1015 
> Your a t tendance  o r  a r epre sen ta t i ve  from your c e n t e r  i s  c r i t i c a l .  
> 
> Once again ,  the c r i t i c a l  need i s  t o  de fend  W s t  nonrecurr ing  cos t  w i th  
> regard co s e r v i c e  o rder  processing and p rov i s ion ing  o f  unbundled l o o p  
> and o t h e r  e lements .  At  this time the focus  i s  on c e n t e r s  t h a t  touch t he  
> order due t o  f a l l  o u t  o r  ocher manual p rov i s ion ing  requireinents. ISC 
> i s s u e s  w i l l  be addressed separate ly .  
> 
> Dan D e f f l e y  
> Cost Analys t  
> 402-422-7281 (current1  y vo i ce  message o n l y )  
> 
> ........................................................................ 
> Name: AZ MZC QWEST-ATT ANALYSIS.xls 
> AZ M C  QWEST-ATT ANALYSIS-xl s Type: Microsof  t Excel Worksheet lappl i  ca t ion/vnd.ms-excel)  
> Encoding: base64 

f Jeanette Cain <jcain@,uswest.com> 
j StaEITAnalyst 
IT 

j Software Development 
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LOCAL RESOURCE ADMINISTRATION CENTER 
CLRAC) 

Utilizes Work Force AdrninistratiodDispatch Out ('WFADO) to build installation 
daily service order logs. Monitors and logs service order progress and completion 
in WFA/DO. 

Re-loads and re-schedules service orders that cannot be completed. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



TIME ESflMATES 
SUBLOOP PROBIEwpl 

PER ORDEil m= 

ASSUMPTIONS 
The process and time estimates are fonram-rooking to year enC 2009. 
The nmes documented above are average emmates. The times are in mtnws. 
The rimes represgm a U S Wes average 
They do not refus times spent far a supplememm the order. 
They do not r e f k a  prartlems with me omer or mesign issues. 
They do not ref)- prOblemS or trouble a te~t with system or witn the umomer. 
All times are eased an a sennce order and no nmnkms enamsed at test B Urnup. 
macnea are ttle hrnaorts associaad wim the steps performa by the b a d  Resoume Spematm. 

TIME %TIMATE SOURCES - Subject Matter Experts 
TERRY MEEfiAN - STAFF MANAGER 

PROFILE COMPL- r o o  







Install 
1. Screen order. 

Tne LRAC Lord Spechiia my-S Ihc wori: rcqrrar for anyspc=ul 
Mans on rhe field disrula 

2. Load work request t o  DS IBM Technician. 
T i c  LilX b a d  Spc=ki rh-- wdL rmucr: xo the DS I&\< 
f m WA-DO. 

3. Close work reques with DS I&M Tcchnjcim. 
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INSTALLATION 

Performs necessary filed work on new orders and changes to existing service 
including : 

Travel to customer premises 
Cross-connect activity at feeder plant to distribution plant field locations 
Customer premises work activities to connect circuit at the network interface 
Circuit testing as required 
Order completion with LRAC 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 

I processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perfom the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 18 month time horizon should be considered. Anticipated 
process efficiencies and/or mechanization are examples of forward-looking 
assumptions the estimates are to include. 

e The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 
C 

I 

The time estimates do not include any maintenance or repair times. 



FIELD l N S T A U f R  
DISTRIBUTION SUBLOOP 

ITEM WORK ACnVrrY 
INSTktL 

: I N W  TRAVEL TO FCP 8 END USERS PR+%!SES 
2 S o J - f f E L D c o N N E c n o N P W K T L ~  
3 PERFORM PREMISES ACflVmES 
4 TESTING AND TURNUP ' 
5 CLOSE ORDER in fidd aaes systemrwtadD 

SUBLOOOP 

FiRST 

TIME ESflMATES 
Pnolusen* SUBLOOOP 

OF EACH ADDL 

DlSCONNECT 1 
FIUD TECH NOT DISPATCHED ON DISCONNECT ORDERS 

ASSUMPTIONS 
The process and time estimates are f~rwarbfooking to year end 2000. 
The times documented above are average estimates. The times are in minutes. 
The times represent a U S Wen average 
They do nor reflect times spent for a suppiement to the ores. 
They do not reRect problems with the order or redesign issues. 
They e3 not resect problems or trouble at tea with synems or with the customer. 
All times are based on a sentice order and no problems encountered at test & turnup. 
Attached are the functions associated with the neps performed by the Installer - ttem 3 assumes 70% of orders will be for reuse (&sting crtstomen) - ttem 4 indudes addional travel to and from field connedon poim and end user premises to perform 
continuity testing. 

TIME ESTIMATE SOURCES - Subject Matter Experts 
TER2Y M W N  - STAFF MANAGER 

PROFILE COMPLETZD 22000 



1 Work Acllvily 1 
I .-.-------- . . .  ..I .......-.. - I ..,I 
INSTALL I 
-----.I ----.-.-.-.. 1 ----..--- I.-.--..--...-. ............ 
1 Travel to End User's Premlsas I--.-- - - I. .~~ ~. - -. - . - -. --. - - - 
--------------.---------I _.  

lncl~~dlnp limo . - - . - osroulo ... lo . a Access . Pol111 01 
I--------- - 

- , - - - 
............. ..... --.-.-- .I. I -.-.-..- 

2. APlSAC Point Work 

1 
jervl~ig -- ---- -.-.-- Area Conlrol 

r -------.. 
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1 Work Acllvily 1 
I .-.-------- . . .  ..I .......-.. - I ..,I 
INSTALL I 
-----.I ----.-.-.-.. 1 ----..--- I.-.--..--...-. ............ 
1 Travel to End User's Premlsas I--.-- - - I. .~~ ~. - -. - . - -. --. - - - 
--------------.---------I _.  

lncl~~dlnp limo . - - . - osroulo ... lo . a Access . Pol111 01 
I--------- - 

- , - - - 
............. ..... --.-.-- .I. I -.-.-..- 

2. APlSAC Point Work 

1 
jervl~ig -- ---- -.-.-- Area Conlrol 

r -------.. 
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FIELD INSTALLER 
INTRA ~ u i l d i n g  DlSTRlBUTlON SUBLOOP 

ITEM WORK ACTMTY 
INSTALL 

1 INITIAL TRAVEL TO END USERS PREMISES 
2 LOCATE ASSOCIATED BUILDING TERMINAL OR TERMINALS 

3 PERFORM ANAC IDEKnFlCATlON AND RUN CROSS CONNECTS 
4 TESTING AND NRNUP 
5 CLOSE ORDER in field acces systemlwfado 

. DISCONNECT 
FIELD E C H  NOT DISPATCHED ON DISCONNECT ORDERS 

TIME ESTIMATES 
SUBLOOOP P R O B A B I ~  SUBLOOOP 

FIRST OF EACH ADDL 
minass OCCURRENCE m ' m  

PRO!UiBILIlY 

OF . 
OCCURRENCE 

NA 
NA 

100% 
100% 
NA 

ASSUMPTIONS 
The process and time estimates are forward-looking. 
The times documented above are average estimates. The times are in minutes. 
The times represent a U S West average. 
They do not reflect times spent for a supplement to the order. 
They do not reflect problems with the order or redesign issues. 
They do not reflect problems or trouble at test, with systems or with the customer. 
All times are based on a service order and no problems encountered at test 8 tumup. 
Attached are the functions associated with the steps performed by the Installer 

SOURCE 
TERRY MEEHAN - STAFF MANAGER 
May-01 





Am B w .  SuffMamga. SCS 

Bill Rodrip- SuffMamgcr. KCS 
.May. 2000 

Install 
1. Anai!ze work request. 

The I&M a = .  tfie WORDICDOC d o m e n r  
The I&M Te=hnicim dnnnincs wvhx work requummrr are associated to 
h e  3ssignmen1 or quiprncnt to the work order. 

Tne I%M vcriiils rhc Cirmi: Da~p is acc~n:c 

2. Travel time 
Includes lime ro drive to Acces Point or Sewing Area 

Interface and End User premises including senice terminal as 
required. 

113. Complete Sen-ing Area Interface wiring 
Ta and ficiliria are s=npmblr: for m i c e .  

PlYc Cross-Cormca 

Ib. Complete Field Connection Point wiring 
Tm and vmify the facilities a FCP 
P l w  Cross-Ccnnen. 

6. Conran CCT-I to mark order 

Imulia eonwas implemenror :o work &, 

7. Coordinate nith Lmplementor. COT. and CLEC 
Time spen~ to @a dl panics involved to work thc ordn(s). 

8. Perform Required Testing 
PcrfDnn M a l  spccifieaiomcorc tar as rcquircd 

includes m p e m i v e  &g uirb CLEC as required. 
Does nor include addinioml cooposlive rcning tha~ m y  be rcqucned by 

CLEC. 

9. Close work item with Dispatch. 
C o m a  LRAC mc :lose ordcr. 
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nc LAt3UK HOUR ESTIMATES PER JOB ORDER FROM ORDER RECIEPT TO QUOTE DELIVERY 

Subject: CPMC LABOR HOUR ESTlMATES PER JOB ORDER FROM ORDER 
REClEPT TO QUOTE DELIVERY 

Date: Fri, 30 Nov 2001 13:30:47 -0600 
From: "Joseph Borrini" <jborrin@qwest.com> 

Organization: U S WEST Communications, Inc 
To: Daniel DefEley <ddeffle@qwest.com> 
CC: Brooke Bale <bbale@qwest.com> 

Dan, 
I f  I understand your reques t  c o r r e c t l y  here  a r e  our  averages from o r d e r  
r e c i e p t  t o  quote de l ivery:  
Clec app l i ca t ion  i s  s e n t  t o  the CPMC order  v a l i d a t i o n  person v i a  email.  
The email i s  recorded and then reviewed f o r  co r rec tness  and then aud i t ed  - 
f o r  va l ida t ion .  The s t e p s  involved a r e  t o  review C l e c  c o n t r a c t s  and Fed 
and s t a t e  271 requirements a s  it p e r t a i n s  t o  t h e  s p e c i f i c  Clec and t h e  
job order  type.  Once v a l i d a t e d  t h e  CPMC inputs  t h e  a p p l i c a t i o n  
information i n t o  a database,  e s t a b l i s h e s  required and key i n s t a l l a t i o n ,  
de l ive ry  and completion da tes .  Not i f i ca t ion  of t h e s e  d a t e s  a r e  
d i s t r i b u t e d  t o  a l l  necessary wholesale and engineering departments. The 
app l i ca t ion  i s  d i s t r i b u t e d  a s  we l l .  A 48 hour c a l l  i s  op t iona l  f o r  t h e  
Clec and i s  arranged i f  requested.  25 t o  504 of t h e  time t h i s  c a l l  i s  
requested. Change orders  a r e  a l s o  handled and updated by t h e  CPMC. 
Handle Clec and wholesale and engineering Q&A. 
Average v a l i d a t i o n  time i s  120  minutes. 

Quote team v e r i f i e s  schedule of  quote f o r  t h e  job and v e r i f i e s  Clec 
con t rac t  and s t a t e  c o s t  dockets  t o  cos t  element p r i c i n g .  Builds 
template f o r  quote p repara t ion  and prepares both nonrecurring and 
recur r ing  quote f o r  t h e  C l e c .  Prepare b i l l i n g  and e s t a b l i s h  USOC 
element i d e n t i f i e r s .  email  quote  t o  C l e c  and copies  f o r  b i l l i n g  groups 
and wholesale. Maintain a rch ives  f i l e  f o r  quotes f o r  each Clec f o r  each 
s t a t e .  Maintain l i b r a r y  f o r  Clec con t rac t s ,  SGAT and T e l r i c  p r i c i n g  
documents, and s t a t e  and FCC c o s t  docket requirements. Handle 
engineering, wholesale and Clec Q&A. 
Average quote time i s  60 minutes. 
Total  time average i s  3 hours. Note: t h i s  does no t  inc lude  t h e  b i l l i n g  
and c o l l e c t i o n  a c t i v i t y  f o r  t h e  job nor a r e  we inc lud ing  t h e  CPMC 
f e a s i b i l i t y  and follow-up f o r  job  completion and dev ia t ion  follwup and 
repor t ing .  Data base r e p o r t i n g  i s  a l s o  n o t  included. 
thx, joe 



Special Construction Group 
Date: 2 lMarch 2001 

Memo To: Dan D d e y  

CC: Benjamin Campbell 

From: Earlene E. Skinner 

SUBJECT: Field Connection Point Inquiry Fee Timdines 

If you have any further questions regadmg  he follow in^ information, I can be rqched on 
(303)792-4461. 

. . .. , 

Outside Planr Tactical Planner Acziviries 

On receipt of Request. revim records for exiilsrence of Feeder Diariburion bte:hce (FDI) as 
 he address requesed. (1 hour each requesr) 

Review capacity of FDI in available dasabases. (1 hour each requesr) 

Review databases for planned work activities af5ecting available capaclry in FEII. (1 hour each 
requesr) 

Based an domarion thas is provided on Requesr Form, determine and verify appropria~e Field 
Engrneenng cantacrs. ( 112 hour each request) 

Prepare work package for Field Engineer site visir and distribute (1 hour each request) 



Special Construction Group 
Review Field Engneerins nores for compieteness. Resoive discrepancies wi* rhe Field 
Engineer then f ~ m r d  nores to Special Coanrucrion Group. (3 hours each rs yes) 

Track and escalate as required, to ensure that time h e s  are met. (ID hour.%& requcsr) 

Field Engineer Acriviries 

On receipt of Request, review with Tactical Planner for completeness and Jarify issues on 
requirements (1 hour each requesr) 

Make sire visit to verify infonnarian contained in daubass and derennine walk aperauans and 
materials required ro satisfy the Cusromer's request. This sire visit may indutle bur is nor 
limired to: driving to rhe sire, o p m n g  * FDI to inspecr existing equjpmenr, r ontacring local 
permining authorities to determine requirements for increasing rhe size of the ID& conraning 
private propeny o m e n  if a prime easement is involved, working with other r nilbs to 
determine location of their ficilities, preparing field notes to document work required. (5 hours 
=ch request) 

Forward field nores and orher peninent infarmasion t o  Tactical Planner. Review notes 
with Tactical Planner. (2 hours each request) 



~ o c  for FCP Reclassification 

Subject: Cost Doc for FCP Reclassification 
Date: Fri, 29 Mar 2002 12:02:08 -0700 

From: Carla Campbell ccxcamp3 @qwest.com 
Organization: Qwest Corporation 

To: bbale <bbale@uswest.com> 
CC: Daniel Defflcq <ddeffle@qwest.com> , Benjamin Campbell ~bocampb@qwest.com> , 

Stacy Hartman csscrogh @qwest.com 

Brooke, Will you look over this Cost Document and let me know if you 
have any questions. If it looks good to you let me know so Dan Deffley 

' can officially use this doc. 

Thanks, Carla 

i Name: CPMC FCP COST DOC.xls 
/ BCPMC FCP COST DOC.xls Type: Microsoft Excel Worksheet (application/vnd.ms-excel) ' 
! /Encoding: base64 

' Carla Campbell ccxcam~3 @awest.com> 1 
I 

/ Qwest Project Manager CO, MT and 
w?' 



I Collocation Project Management Center (CPMC) I Orig. Issue 1 
I FCP RECLASSIFICATION COLLOCATION 1 4/03/02 

WORK ACTIVITIES FOR PROCESSING A FCP RECLASSIFICATION REQUEST :Time - min. 
Receive request place in file on Desktop 1 .O 
Check for previous requests at this address 5.0 
Review Clec's contract and 271 requirements 30.0 

I check A~~ l ica t ion  for errors 15.0 
148 hour &I with Clec (optional) . 30.0 

5.0 (Creates Facesheet -.- 
Compose and forward E-mail to SICM, CPMC PM. WPM : 2.0 
Shared time for common phone calls, meetings, reports, 1 10.0 ' 

Print copy of Application 1 .O 
Print c o ~ v  of e-mail to ATR 1.0 

--  

Create physical folder and file a 3.0 
Enter reouest data into COMET . 7.0 . 
Move file from desktop into results folder 2.0 
Place copy of e-mail in physical folder 2.0 , 
File physical folder 1 2.0 ' 

Total time i 

I 
WORK FOR PROCESSING AN FEASIBILITY 

Abtain files from validation group , 2.0 
Contact CPMC Project Manager 1 .O 
Receive OSP feasibiltiy from CPMC Project Managers 1 .O 
Print OSP feasibility out and File a 2.0 ' 
Create Feasibility Form 5.0 
Email Feasibility to Cust, WPM, SlCM 2.0 
Print email 1 .O 
File email and hard copy in Job Folder and File job away 3.0 

Total time I 
1 17.0 : 
I 

WORK FOR PROJECT MANAGER 
Receive job from validation 1.0 , 

Download application to file j 1.0 I 
Complete OSP facesheet 5.0 
Find OSP person from wirecenter I 5.0 1 

Email to OSP Tactical Planner with attachments ' 2.0 1 

Print out and put in file 2.0 
Check CPD for job entered i 3.0 ' 
Input into comet the actual CPD date I 3.0 i 

Receive Feasibility from OSP TP check for accuracy 3.0 
Send Feasibility to Feasibility team 2.0 
Receive CPD costing tool from OSP TP 2.0 
Print out and put in file 2.0 1 

Update Comet 3.0 
Send CPD costing tool to Quote Team 2.0 



Total time j I 

107.0 1 
I 
i 
I 

Collocation Project Management Center (CPMC) 
FCP RECLASSIFICATION COLLOCATION 

WORK FOR CPMC BILLING I i 

Track payment through bart 2.0 1 
Calculate new install complete dates and RFS dates 1 5.0 1 
Ernail to CLEC 1 2.0 1 
File in job folder 2.0 1 
Update Comet database 1 2.0 j 
File in job folder 1 2.0 

! I 

Orig. Issue 
4/03/02 : 

Total time / I 
j 15.0 . /  
I I 

Receive job prints from OSP TP I 1.0 : 

Check for accuracy and file 5.0 
Fax prints to SlCM i 5.0 : 

Check Job Finder to make sure prints went to CMC i 5.0 " 

Receive OSP Preliminary APOT 1 3.0 i 
Check for accuracy i 5.0 i 
Print out and put in file i 2.0 
Send to WPM and SlCM i 2.0 i 

Update Comet i 3.0 : 
Receive notification of job completion from CMC 1 2.0 i 
Print out and put in file i 2.0 i 

Receive Final Apot from OSP 1 2.0 i 
Check for accuracy and file 1 5.0 
Type out Notification Letter of Job completion 1 10.0 i 
Type out Collocation Acceptance letter 3.0 i 
Ernail notification letter to CLEC, SICM, WPM 1 2.0 1 
Email Collocation Acceptance Letter to SlCM 1 2.0 
Status job complete in Comet and update Fields i 2.0 i 
Receive Walkthrough from SlCM file into folder 1 5.0 ! 
Forward Final Apot when final payment received 1 3.0 1 
Update Comet ! 3.0 1 

I I 

I ! 

WORK FOR CPMC QUOTE TEAM I 1 

Verifies schedule of Quote 1.0 ( 
Receive Funding Document and file 1 3.0 
Check Funding Document with application 1 5.0 1 
Check application to ensure accuracy 5.0 i 
Verifies Quote contract and State cost Dockets ! 15.0 / 



t Total time: 

I 

I 

Discription of the Process for CPMC 
CPMC receives the Collocation order through the Validation Team and they hand it off to, 
the Feasibility Team. It then goes to the State Project Manager. The State Project I 

Manager monitors the job to completion . The Quote and Billing Teams will coordinate i with the State Project Manager to assure the Quote and Bills are sent and monitored on I 

I thier set timeliines. 

Collocation Project Management Center (CPMC) 
FCP RECLASSIFICATION COLLOCATION 

Total time for the CPMC Process for the FCP Reclassification I 
131 9.0 minutes 

Orig. Issue 
4/03/02 

Builds Template for Quote for reaccuring and nonreacurring charges 10.0 
Email Quote to Clec and copies to Wholesale and Billing Dept 15.0 
File Quote in file folder 2.0 
Update Comet database 5.0 
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DESIGN 

Overall responsibility for RID (Record Issue Date) completion. 
Upholding Qwest design standards 
Assigns interoffice facilities and equipment at the circuit level 
Prepares and distributes WORD (Work Order Record Detail) including DLR 
(Design Layout Record). 
Ensures that TIRKS (Trunks Integrated Record Keeping System) designs meet 
the customer expectations. 
Escalates as necessary to ensure pre-RID dates are met. 
Advises Qwest sales forces or order originators of jeopardies as they are 
discovered. 

Maintains TIRKS database integrity by making design changes as they occur 
(i.e. cable pair changes, etc.) 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 1 8 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of foxward-looking 
assumptions the estimates are to include. 
The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 
The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



Unbundied h'etwvork Eiernenrs 
Local interconnection Servicz 

Ti: Esuma~e. Servlce Order Work Acriviues Process 

Jhhy Plans - SraffManager in the Designed Servicr Co,nrs (Des Moines) is rhe Sub!ecr M a r  
Expert r'nar compiled and provided the time estirnares. probabiliries. and work akiviv 
arcriptions for Unbundled Loops. Subloop. 'liDTT, EUDTT, =. Dark Fi'oer ekmtnts. 

Kay Gmebel - SMManger, Designed Senices Center (Ds Moines) compiled and provided h e  
time enimates and work accivip descriptions for US. Un'bundled Swi~ching and CCSAC 
elements. 

Conference calls w i r h  S t a E m e r s  and inreniews =+th Design Technicians were conaucred to 
review rhe work acsivities. ass ig  time estirnares. and ass* frow .i.hrougn percenuges for 
ur.~tmdied network elements. 

Lacs review made May, ZOO0 

Subject Maner Erperrs conrributing to results: 
M y  PIarts - StaEh4anager Designed Services. Des Moines 
Dave Olson - Manger Designed Services Merhods. S&e 
Denis Robison - SMManager Designed Services. Salt Lake Ciq- 
Kay Gruebel - SzaSMamger Desiped Senices. Des Moines 
Design Technicians, Des Moins. Sdr Lake Ciw 



I 
-- 

PRO6 

DESIGN 
I WORK ACTIVTTY 

1 , .-- 
li31ST313LfE WORD DOC I 2 . 0.90 : 
1 I 

I 
INGTE. 

I 

31SCONNECT 1 J 

I3FZDE3 HANDLINWSCZEENING 1 5  : 0.70 
[GSZ 3iilDER LOG 6 0.70 

/?he rime estimates and probanillry percentages listea are forward-looking. 
/These worrc actrvites are requ~red t o  Drocess a service request mat falls om of the TlRKS system 
ifo: rneccanized design. 
IThese are average tlmes. Tne times assume the technician will not encounter proolems aunng . 
l;he manual process necessary to process the service reouest. 

/ENTE3 WA MASK 
131SCSNNECT CIRCUIT 

IDESiGN CENTEX STAFF 
1 

1 1 r3c I 

5 0.70 
5 0.10 

I -.-- 

I MAiZCX 2000 Fer Kathy Plans, these 
times and oro~aniliies are appropriate 

for nign ca:, loop and feeder subloop 
xeer o:oresslnp. 

]3ISfiZll,n- WORD DOC 2 0.10 . 



IMPLEMENTOR 

Has overall control responsibility for provisioning, maintaining, coordination and 
testing of designed services. 
Contacts other centerdtechnicians for the coordinated effort to complete service 
order activity requirements. 

Tests with central office, field installation personnel as necessary. 
Provides test results to customer. 
Notify customer of work completed 
Complete order in required systems (Work Force Administration) 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a senrice. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied 

Instructions provided to the SME's for the determination of time, estimates and 
mobability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies andfor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



I 

I COST ELEMEN' 
I 

I UNBUNDLED LOOP 

ISCONNEC T . . -  
..... -- .... - ...................... CONTACT CUSTOMER 
oMpi @ili ifr iivcA/'c . .  - .... -...-.._.. .__. . .  .............. 

I CONFORM T! 

F E A - 
per order 

' F El - 
Per order 

Page 3 



Customer Communicarions 
Technician - impiememr 



Cusromer Communicadons 
Technician - lmplememor 

T h c C C T - I e E l m p h r c s ~ r r q P h t d d e r p a p h ~ o r ~ i n W F A C  
Disconnect 

1. Screen W A - C  for Order accuracy. 
ScranOSSLST 
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CENTRAL OFFICE 

Responsible for service connection in the central office and associated testing and 
administrative functions. Places cross-connects (jumpers), performs cross-office 
testing, and provides support to field installation and control center for circuit 
testing as required. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 18 month time horizon should be considered. Anticipated 
process efficiencies and/or mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



Subject: COT Time and Definitions 
Date: Thu, l 1 May 2000 1 ! :55:29 -0700 

From: "Steven HilLezxy" ~shillea@uswen. tom> 
To: adeffl@uswess.com 



Page I 



Disconnect .. 
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INTERCONNECT SERVICE CENTER 

Serves as the primary order provisioning contact for Competitive Local Exchange - 
C e e r  (CLEC) customers who purchase unbundled network elements ~roducu 
and services (i.e. Number Portability, Unbundled Loop, Unbundled ~ G e s i d e  Po% 
Resale) from Qwest 

The center provides end-twnd order coordination from request through order 
completion and serves as the primary liaison for the customer for d l  downmeam 
organizations. 

TIME. ESTIMATES AND PROBABILITIES OF OCCURRENCE 

NonrecuRing cost studies are deveioped to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (Sh4E) 
that represent a work center or work group identified in the processing and 
provisioning of a senice. The SME is a recognized expen in regard to the 
processes and has experience with the work activities being esrimated and in 
addition will consult with other subject matter experts that either manage or 
cmently perfom the work activities being studied. 

Inst~~ctions provided to the SME7s for the determination of time, estimares and 
 roba ability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered Anticipated 
process efficiencies and/or mechanization are examples of fonvard-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of h e  that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimares do not include any maintenance or repair times. 



INTERCONNECT SERVICE CENTER 
LOOP SERVICE REQUEST (LSR) PROCESS AND TIME ESTIMATES 
REVIEW 
MAY - JUNE 2001 

SUBJECT MATTER EXPERTS PROVIDING INPUT TO REVIEW 
JOANNE GARRAMONE STAFF MANAGER 
LINDA MILES STAFF MANAGER 
SAM1 HOOPER STAFF MANAGER 
MARLENE DIMANNA STAFF MANAGER 
MARKEARLY STAFF MANAGER 
CHERYLL GILLLAN STAFF CONSULTANT - PROCESS 
MARK ANDREWS SERVICE DELIVERY COORDINATOR 
MARY ANDERSON SERVICE DELIVERY COORDINATOR 
CRYSTAL SODERLUND SERVICE DELIVERY COORDINATOR 
DANIEL DEFFLEY COST ANALYST 

During May and June 2001 a number of conference calls were held to 
conduct a review of the Interconnect Service Center LSR (Loop Service 
Request) process and time to issue service orders. The purpose was to 
assure consistency with assumptions made when estimating times for 
processes that pertain to unbundled element products. 

Key assumptions considered include: 
Forward looking process, 12- 1 8 months if possible 
Time estimate based on average that does not include internal order flow 
problem solving, system down 
High skilled experience level of subject matter experts making time 
estimates 
Time estimates should not include supplements to initial order. 

IMA flow through was addressed and flow through percentage weightings 
has been applied to the product that will have flow through. 

DVD 
June 2001 



Subjea: Docurnenmion of flowthrough expectations 
Dare: We& 21 - 2001 l4:06:4! -0700 

From: "John C.is ' :  ~ j x c u r 2 @ ~ ~ e r , . c o n >  
Organization: -WF&JI' SOFTW-ARE 

To: ddefZe@~sxs.cozq ~dgoiieh@us*.en.cor~ t ~ ; i % o ~ c n r e n . c o i q  
IVer\.d$ jackson <wjjacks@uswesr.~m> 

. . . . . . . . . . . . .  ......-...... ....... ..... ............. . . . . . . . . . . . . .  .-...--- "- 
... 

Name: LSR fiow zkougk coccsexa~on i 



IMA Flowthrough improvemrrts Qwest Information Technologies 

LSR flow through - March 9,2001 

. ... Sigilif;.c2!1t e5cz hu beer, 5recrt2 io decraine ih= rza~aI nzaimg of comperirive - 
i o z i  exckiige 6 . 2 ~  (CLEC) orders. 



Dare: June-2M)I 
From: Linda Miks 
Title: Staff ManagerService Deliver?-. 
Inlerconnect Service Center 

SKARED LOOPISIURED DISIRIBLTIOK I 
PROCESS. TI.'.' ESTI!bIATE!L PROBAB- 

I Reviews LSR for completeness and ~ C Q L ~ .  connacruaI I ennies (aaalpc r e q u a  ro daamhe w~rov idc r .  ripe of I 

mqzes rqxs ro aevrmine the co-providc. m e  of o r a c  I - - 
and insribion option. I 2.5 

Vai@ Qwesr end user Cusomcr Sewice Recora IO ammine  1 
if order issuance is zppBcablc to provide the 3 r o d m  if I 

~ --- -.- 
Jaccounr -h estimate of 50% of the accocnrs will have these. XIA 

Cusrorncr Rquesr ;Management I 
- 

Review LSR for cornpiczcss and acmaq. vaiidarc circui'. 
Receive LSR Selocg to rhe co-provider I 

I 
1 3 

V&fics csistin$ zcEounr (zccesss CSR i7 BOSSiCARS) m a  
OD- closing bill address if zppiicablc 

I Type. review and submit 10 cmomer Fim &du i 
IRevis  FOC Confz?IliLtion (FOC) 1 2  
Issu: smice order llrpur a iwnvca  of h e  sharing ordm inio rPle service o i a c  1 



Key Asswnpxionc 
The times doarmcmed arc f o m d  looking. 
Tnc rimes documented hrxe are average tima. 
They do not reflect problems encountered during Ihe processing of rhe m i c e  ordcr. 
They do not inciude supplanems to the initial order. 
These esrimarts do nor inciude z q  maintenance or repair time. 
Tnis process is as of rocky and the narcnr functionality if for orciming formarring. 
LMA parrial order cration. M4 u5l meaxe a pomon of the -ice oratr and may vary by Cnbubdlcd Loop product 
Increased ccpcricncc level in b e  ECr ISC has been pel-orining *is fu.zcrion for 3 years. Tno SDC who 
pdonneci the work astiviy has ban doing T& work since 6i8/98. 
f day. 1% of the customers send the LSR's viz US. 99?4 use IMA 10 submit their LSR's. 
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CENTRAL OFFICE 

Responsible for service connection in the central office and associated testing and 
administrative functions. Places cross-connects (jumpers), performs cross-office 
testing, and provides support to field installation and control center for circuit 
testing as required. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Mafter Expens ( S E )  
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The h e  estimates and probability of occurrence are fornard-looking. If 
possible, a 12-1 8 month time horizon should be considered Anticipated 
process efficiencies and/or mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered durins the work activities to process the service order. System 
downtime or rimes spent resolving in~rnd order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



Subject: line sharing 
Date: Fri, 11 Feb 2000 12:18:20 -0700 

From: Michael Lanoue unlanoue@uswest.corm 
I 

Organization: U S WEST Communications, Inc 
To: ddeffle@uswest.com 

Dan, 
A Line Sharing new connect order will require the removal of one jumper 
(OE to CP on MDF or COSMIC) and the placement of four jumpers (OE to TP 
& CP to TP on the MDF or COSMIC and TP to Splitter & TP to Splitter on 
the IDF). A disconnect order for the DATA side only would be just the 
opposite (remove four jumpers and place one jumper). 

Time requirements would include 4 minutes per jumper to place and 2.3 
minutes per jumper to remove. Also, 2 minutes per order to perform the 
load coil detection test. 

Mike 
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~ ~ C O ~ C T  SERVICE CENTER 
Serves as the primary order prorisioning con- for Competitive Local Exc%e 
C&er (CLEC) customers who purchase unbundled network eiemen~ prodvm 
and senices (ie. Number f ortabify, Unbmded Loop, Unbundled L- meside P o 5  
Resale) fiom Qwem. 

1 he center provides end-twnd order coordination f b m  requesi tho* order 
completion and semes as the primary liaison for the customer for all do wnstream 
organkat.ions. 

TIMI2 ESTIMATES AND PROBABILITIES OF OC-Na 

Nonrecurring cost studies are developed to include work activity h e  e-s 
and probabili6es of ocnmence as determined by Subjen M a w  Experts (Sm) 
ibat represent a work center or work group ideneed in the processing snd 
provisioning of a senice. The SME is a recognized expert in ymd to me 
processes and has experience with the work activida be@ e s t r m W  and in 
addition will consult with other subject matter expem that e i t h ~  -e or 
currently perform the work activities be@ studied 

Znstrudons provided to the SME7s for the dete-on of h e ,  estimares and 
probability of occurrence include the foUowQ key assumptions: 

m e  time estimates and probabili~ of occmence am fmard-looking If 
possibie, a 12-1 8 month h e  horizon should be comiderpd Antisip& 
process eficiencies and/or mecbaoiradon are examples of f o r w a r d - h w  
assumptions the estimates are to include. 

The h e  estimates me based on an average that does not include problems 
encounraed during the work dv i t i e s  to process the service a r k .  Syrtem 
domiime or times spent resolving in- order flow procedures are examplei; 
of time that is excluded 

The time estimates do "01 include supplemmts to the Initial order- 

* The time estimates do not include any maintenance or repair &. 



INTERCONNECT SERVICE CENTER 
LOOP SERVICE REQUEST (LSR) PROCESS AND TIME ESTlMAES 
REVIEW 
MAY - JUNE 2001 

SUBJECT M A m R  EXPERTS PROVIDING INPUT TO REVIEW 
JOANNE GARRAMONE STAFF MANAGER 
LINDA MILES STAFF MANAGER 
SAM HOOPER STAFF MANAGER 
MARLENE DIMANNA STAFF MANAGER 
MARK EARLY STAFF MANAGER 
CHERYLL GILLIAN STAFF CONSULTANT - PROCESS 
MARK ANDREWS SERVICE DELIVERY COORDINATOR 
MARY ANDERSON SERVICE DELIVERY COORDINATOR 
CRYSTAL SODERLUND SERVICE DELIVERY COORDINATOR 
DANIEL DEFFLEY COST ANALYST 

During May and June 2001 a number of conference calls were held to 
conduct a review of the Interconnect Service Center LSR (Loop Service 

I /  
Request) process and time to issue service orders. The purpose was to 
assure consistency with assumptions made when estimating times for 
processes that pertain to unbundled element products. 

Key assumptions considered include: 
Fornard looking process, 12-1 8 months if possible 
T i e  estimate based on average that does not include internal order flow 
problem solving, system down 
High skilled experience level of subject matter experts making time 
estimates 
Time estimates should not include supplements to initial order. 

IMA flow through was addressed and flow through percentage weightings 
has been applied to the product that will have flow through. 

DVD 
June 2001 



uthor: ~s=~imanna /g=Mar lene /ou=mdi~ /o=corcs /p=uswes t / a=mci / c=  at met 
ye: 3/5/97 11:13 AM 
ority: Normal 

2 :  Dan Deffley at omasdl 
3: Dan Deffley at omasdl 
ub j ect : Subsequent Order Activity 
-_--------__--_--------___________________________________----------- Message Contents .................................... 
ate: 03/05/97 Time: 11:03:03 
PO: DDEFFLE --OMASD1 

%OM: Marlene DiManna 
ZUBJECT: Subsequent Order Activity 
z s  note is in reference to our conversation of last week regarding the time 
ior the SDC for subsequent order activity for a NID (Network Interface Device). 

'ifteen minutes is required for this activity, which is the same time needed 
ior for adding channel performance or features on a subsequent order. 

!all if you need more. 
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INSTALLATION 

Perfonns necessary filed work on new orders and changes to e-g service 
including: 

Travel to customer premises 
Cross-connect activity at feeder plant to distribution plant field locations 
Customer premises work advities to connect circuit at the network interface 
Circuit t e h g  as required 
Order completion with LRAC 

TIME ESTIMATES AND PROBABILITIES OF OCCURREh'CE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of ocnnrence as determined by Subject Maaa Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in repard to the 
processes and has experience with the work activities being estimated and ia 
addition will consult with other subject matter ewerts that either manqe or 
currentiy perform the work activities being srudied 

b c x i o n s  provided to the SME's for the detemimtion of time, estimates and 
ro ~bability of occurrence include the following key assumptions: 

The time esrimates and probability of ocnrrrence are forward-loohg. If 
possible, a 12-1 8 month time horizon should be considered Anticipated 
process efficiencies andor mechanization are examples of fornard-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
dovmime or rimes spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time esdmares do not include supplements to the initid order. 

The r ime estimates do nor include any maintenance or repair times. 
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SERVICE DELIVERY COORDINATOR 

Wholesale markets - Service Delivery serve as the primary order provisioning 
contact for CLECS, Interexchange Carriers and Wireless customers who purchase 
complex wholesale and retail products and services (i.e., Private Line, Feature 
Group, LIS Trunking, Centrex Resale, Number Portability) from Qwest. 

The center teams provide end-to-end order coordination from request through 
order completion and serve as the primary liaison for the customer for all 
downstream organizations. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecning cost studies are developed to include work activity time estimates 
and probabilities of occmence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing aml 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 1 8 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of fonvard-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



Subject: Cost Study 
Date: Tue, 21 May 2002 10:37:36 -0600 
From: "Cindy Kalakis" <ckalaki@qwest.com> 
To: ddeffle@uswest.com 
CC: "Terri McQuiston" <tporter@notes.uswc.uswest.com~ 

, "Linda Kae Olsen" <lxolsen@notes.uswc.uswest.com~ 
, "Ronda Bergstedt" <rbergst@notes.uswc.uswest.com> 
, "Nancy Chapman" <nljohns@notes.uswc.uswest.com> 

Dan : 

Attached is the cost study spreadsheets for Private Line, Switched Access, 
LIS and UDIT. 

I did a comparison on like functions and it seems we are in synch. There 
are some differences with the SHNS-SST because of the complexity of the 
product but I think we are either the same or justifiably different where 
appropriate between all the products. 

If you need to get us all together again to discuss, let me know, 1'11 be 
happy to set up a meeting, or you can talk to the Product Process 
Specialist for each product if you have questions. 

Thanks for your patience! 

Cindy 

Z (See attached file: SDC TIMES 2002-Summary-all prod-xls) 

..................................................................... 
Name: SDC TIMES 2002-Summary-all 

prod. xls 
SDC TIMES 2002-Summary-all prod.xls Type: Microsoft Excel Worksheet 

(application/vnd.ms-excel) 
Encoding: base64 
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CINDY 'KIS 

INSTALL 1 
!m Work Activity CONVERSION 

Descrlptlon FROM ACCESS 

(ASR is received mechanically through 1 
eceive .......... ASR - mechanically EXACT on a mechanized work list . . . . . . . . . . . . . . . . . . . . . . . . . . . .  ........ - - - ... 

eceive ASR via FAX* ................ - - . - Input ASR into EXACT Manually ................. - - ..... - .................... 

alidate ASR in Check for the accuracy of the ASR fields 

XACT .... and make sure all information is present ..........- .- ...... 

heck ................ Credit InfolSecurity - . - ............. with Qwest . or if credit info is required. . - -. . .- - . - - - - - . .- . - ...... .. .- - - . .  - ... 
/CheckRDLOC screen to validate who 

IRKS - - owns the collocation. .. . . . . . . . .  .. ...... .............. 
IRKS Check CBLP to ........... validate if slot .. is spare ....... - ............................. .- . - - - -- ......-....... 

Check to make sure the address is premis 
alidate .. address in TAG . 

'alidate Contract Rates - . - - - - . - . . - - 

'erify LOA' .................... -- . - ... 

ferify TAXI. ........... - .. -- .... - .... .- .. 

rates are loaded for UDlT for customer's 
contract 
CiiecE 10 G l f  LOA is 6.GGiifj;. if LOA 
is needed is it on file or does the SDC 
need to request a new one. - - - -  
MSG KuE tli6ZiECiit IDfEi55Fd 5y 1h6 
customer is the same on our TAXI 
records. Verify the BAN provided by the 
CUSTOMER is accurate and if not 
accurate locate the correct BAN. --_- - . 
If hi iZitiuest SE co -p ro~ id~e rv l ce ,  
the SDC must make sure all entries are 
on the ASR and negotiate dates with the 

:oordinate as ICO ICO. -- -- - .- - - ---- 
t-iGdKni C a l j S r s t E  WC Z k ~ G  G- 
provider and from within the company 

ntra Company Calls regarding the ASR. -. - - . -- - - - -- - - - - - - - - - - . - - - -- - - --- - - - - - - - - - - - - - - - - - - - - - - - 

vlechanical FOC' 1~echanicall~ confirm the ASR 1 

COLLO 
XJFER OF USE 

......... 

. . . . . . .  - - . .  - . 

.. - ...... - ........ 

........ - .. - .. 

...... - ..... - 
- . . . .  - - - ..... 

................... 

.....-........ - .. 

..... -. -- .. -- .. . . . .  

- . . - . - -- -- - - 

- .... - .. - - -...-. 

-- . .- .... - - .... - - ..- 

FIRST 

1 . . . . . . . .  

10 ... . . . . . .  

es 
IKS .- .- 

INSTALL 
EA ADbL 

MtfSTA Ll. 1 f lme Estlmates In  Mlnutes 
I TRUNKS I 

tern Work Actlvlty CONVERS~ON INSTALL INSTALL Chan 
Description FROM ACCESS XIF FIRST EAADDL 

DATE: 
'6 2002 

lotes 

his is the length of time it takes the SDC to pull up thc 
rSR by ASR number in EXACT. 
90% of ASRs are mechanical 
'FiGis iiTG fim-k- ih-ai A w.6iil a iak6 fFid SiSc iiiaii"aily 
?put the information on all the EXACT screens. 
10% of ASRs are manually faxed. 
IiilTiG'5iii iiiSa6 to ad3 ordiZiiuiLiG?, Eiiciiit ID arid 
ntervals to the service order. The address is validated 
or accuracy. TheQwest EXACT screens are populatec 
n this step. ..................................... 

rhis - is done 100% of the time. ..- - . . . . . . . . . . . . . . . . . . . . . . . . .  

.. - -- -. .- - ...- -. . - . - . - - - - - - - - - - - .. - ... - . -. . . . . .  -. 
rhis is to verily if CCEAISCCEA entries are valid. . . . . . . . . . . . . . . . . . . . . . . . . .  

rhis . - - .... is - done ......... 100% - . . . . . . .  of the time. - ..... 

rhis is done 100% of the time. . .  - . . . . .  

'65% .. of . . . . . . . . . . . . .  the time - . . . . . . . . . . . . . . .  

Not - required on new installations - only change orders . . . . . . . .  

35% of the time. per Rhonda Bergstadt 

Yoii can ijiily one bi ities6 ijn a" ASR. yo" can"oi 
mechanically and manually FOC the same ASR. 
'Mechanical FOC is 90% 

Notes 
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CIND\' KIS 
STAF 4GER 

Manually confirm the ASR, print the 
screen and fax to the customer. Includes 

hanually FOC' the FAX of the DLR. - - -  - - --- - -- - 
Send the order through the EXACTlTUF 

)istribute . - . . . . . . . . . . . . . . .  the order to IABS module in TIRKS and into IABS. -. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  I 
l ~ h e c k  to make sure the service order is 

lalidate ..... - IABS Service order . . . .  complete and accurate. . . . . . . . . . . .  - ... - 
order io 6r 

"' 

Xstribute Service Order to SOPAD. This is automat/cally done when 
he . SOPS . . . . . . . . . .  the order is processed in IABS. ............ 

]messages. This means the order has 
:heck SOAC ... - ..... - ........... - ....- - ..... logged . into .. TIRKS. ............... ...... -- - -- - ..... 

Check WFA for completion of service 
:heck - WFA - - order. ............ ........ . . . . . .  

{Wd ~ ~ ~ ~ i U ~  iiifoTiii~fi0~ TrOm WFAA 
that pertains to the service order. Make 
sure IABS service order is accurate for 

:heck IABS Service Order billing. . ................................... -- .. 
Type the correct codes to complete the 

2omplete IABS Service Order order in IABS. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  - . - - --- .-.............. - .. - - - - - - -- 
Type correct information into EXACT and 

2omptete .. EXACT complete . the ASR. . .. -- . - - - -- .......... - .............. -- -- ... - - - .... - .-. - . - - 
Uote .- EXACT Make any applicable notes in EXACT .... ...................... .- ............ .... ...... ........ -. - .- 

DISCONNECT 

Item Work Actlvlty 
Descrlptlon 
ASR is received mechanically through 

Receive -- ASR mechanically EXACT on a mechanized work list. 

Receive ASR via FAX Input ASR into EXACT manually 
M 5 h e i t h e c i r c u i t ' l D W m b y -  
customer to be disconnected is the same 
on our TAXl records. Verify the BAN 
provided by the carrier is accurate and if 

Verify TAXI not accurate locate the correct BAN. ---- -- - .- - 
Make sure all necessary entries are 

Validate ASR in EXACT present on the ASR. -............. - . -- - . -- 
Verifv all sub-circuits have been removed 

Validate in TIRKS -. . - -. - - - - - - - if muxed circuit. 
andling calls from themchange= 

provider and from within the company 
Intra-Company Calls regarding the ASR 

...-. - ....... 

. . . . . . . . . .  

. . . . .  - . . . .  

........... 

.---.... - . - - .... 

- ..... .- .... 

............ 

. . . . . .  

........ - . -  
- ... - - . . .  

CONVERSION 
FROM ACCESS 

.......... 

-. -. ...... -- .. 

............ -- ... 

. -- ............. - - 

Tlme Estimates In  Mln 
TRI 

COLLO 
XlFER OF USE FIRST 

1 - -- -. -. . 

10 

5 ...... -- ...... - 

5 

is 
IKS 

. . . . . .  

. . 

. . . . . .  

. .- . . - - 

........... 

......-..... -. 

.......... 

. . . . . . . .  

..... 

........... 

- 
Change 

DATE: 
B 2002 

?ou can only do one of these on an ASR. You canno' 
iechanically and manually FOC the same ASR. 
Mechanical FOC is 90% 
Manual FOC is _ 10% -........ . . . . . . . . _ . . . _ _ . . . . . . .  

'his :heck is Gr.coyrecfraie a mechanical process eieiii6"i within ;illso EXACT. Es aiid 

onrecurring charges application. 
Order . . . . .  must be created . . . . . . . . .  from scratch . . .  . . 

falidate . - ...................... required FlDs are present. 

-his is the length of time it takes the SDC to pull up the 
4SR by ASR number in EXACT. 
%l% h e  i iG i  iiiai it would Cki. itii BBC Gi i i lG i l i y  I 
nput the information on all the EXACT screens. -- . - .  

I 

1 - % probability. ................. . 
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l~echanical  ... . . . . . . . . . . .  FOC' - . . .  

. . . . .  . . . . . . . . . . . . . . .  I Manually - FOG' 

....... ....... Mechanically - confirm the - ASR - 
c o n h  the ASR, print the 

screen and fax to the customer. Includes 
the 36-"d FAX .ih-e of 6fd3 the DLR. ,firruih -thG -E-XAc- T.r"F - 

I~istribute .... . . . . . . . . . . .  the order -. . . . . . . . . . . . . .  b IABS module - -- -- - in .. TlRKS and into IABS. - - - - .. - - .. - . - . - . - - .. - -. . -  - -- - - - . .  
ICheck to make sure the service order is 

I .-.-.-. ...... ...................... ... .- .. . .. ............ Validate - IABS - Service order complete - and accurate. - - -- - - -. -- - 
lSen80rder to RS,OLAR. SOUR or 

]Distribute Service Order to ISOPAD. This is automaticallv done when 

I the order is processed in IABS. - - . .- -- - - - -- - - - . -- - . - - . - - - - 
Check the SOAC database for 3 success 
messages. This means the order has 

Check ..... -- SOAC logged into TIRKS. ....... - ............... .--. . -. - - - - -- ... -- . - . - 
Check WFA for completion of service 

Check WFA order. 

I DISCONNECT 

item Work Activity 
Description 
Add any additional mformation from WtA 
that pertains to the service order. Make 
sure IABS service order is accurate for 

Check iABS Service Order billing. -- . - . - -- - - . -- - . - - -- - - - - - . - - - --- - - . - 
Type the correct codes to complete the 

I Complete IABS Service Order order in IABS. - - .- - -- - - - -- - - - - - .- -. -- . - - - - - 
b p e  correct information into EXACT and 

I Complete EXACT I complete the ASR. - - - -- --- - - -- .- -. . - - - -. - - - - - - - -- 
Note EXACT Make any applicable . notes in EXACT 

CONVERSION 

FROM ACCESS 

T h e  Estimates in Minutes 
TRUNKS 

COLLO 

DATE: 
'.B 2002 

fou can only do one of these on an Am. You canno 
iechanically and manually FOC the same ASR. 
Mechanical FOC is 90% 

. . . . . . . . . . . . . . . . . .  

Create order from scratch - . - ............. - . . . . .  

lotes 



TASK DESCRIPTIONS 

Receive ASR - If the ASR is received mechanically the SDC pulls up the ASR number from their work 
list and begins the next step of validating the ASR. 
If the ASR is received manually via FAX the SDC must input all information from the paper copy on to 
the electronic screens. 

Validate ASR in EXACT - Validating EXACT screens and reviewing the ASR for errors, adding 
additional information required for service order processing. Screens may include: ICORD, ICTRK, 
ICCKT, lCACI and ICNTS. 
This includes verifying all information required to issue a 2 point or multiplexed circuit has been received. 

Verify address in TAG - Check the Telephone Address GUI (TAG) system to verify that the address is 
premis valid. This eliminates problems downstream for assignments. 

Verify LOA - Check to see if LOA is necessary. If LOA is needed is it on file or does the SDC need to 
request a new one. 

Verify Taxi - Verify circuit ID passed by the customer matches TAXI. Verify anylall sub-circuits 
removed prior to disconnecting multiplexed circuit. 

Coordinate as ILEC - Validate appropriate entries in EXACT for co-provided service, coordinate due 
dates with Exchange Carrier. 

Check TIRKS - If the request is for a muxed facility the SDC must check TIRKS to determine the name 
for the circuit. With SSTISHNS verify SCID in TIRKS. If disconnecting multiplexed circuit verify 
all sub-circuits have been disconnected /moved. 

Call LCON - All requests ending up at and end-user location must be called to verify wiring location and access information. 

Verify EXACT - This includes verifying all information required to issue a 2 point or multiplexed circuit has been received. 

Intra-Company Calls - Handling phone calls from the Interexchange carrier and calls from within the 
company to resolve issues surrounding the ASR and Service order. 
When SST is multiplexed the SDC must also call the project manager for the circuit ID, SClD and due date. 



Mechanical FOC - Firm Order Confirmation transaction completed in EXACT. Required on all ASRs 
sent mechanically. Mechanized customers receive automatically when transaction completed. Customers 
receive the DLR automatically from TIRKS. 

Manually FOC - On non-electronic ASRs, after FOC task completed, the EXACT screen is printed and 
either faxed or mailed to the customer. The DLR is pulled from the printer and either faxed or mailed to 
the customer. 

Order Distribution to IABS - Complete the command to send the order through the EXACTfTUF 
translation module and send to IABS. 

Order Validation - Check the entries that were passed from EXACTITUF and make sure they are 
correct. 
Any additional information necessary to process the order. 

Distribute the Service order to the SOPS - Complete the command to send the order to the Service 
order processors. 

Check SOAC - The order must be checked in this database to make sure there are two successes, the order 
logging and the word logging portion must be successful for the order to then pass to TIRKS. 
If MAP T FID present on order, verify order has NOT passed through SOAC. 

Order Completion - Check WFA for any additional USOCs that must be added to the service order, note 
the completion date of the service order. 

Complete IABS service order - Add any additional billing information to the service order and complete 
the service order. 

Complete EXACT - Make appropriate entries in EXACT and complete ASR. Make appropriate entries 
in EXACT notes. 



Conferred with: 
Ronda Bergstedt - Process Specialist DSO, DS I & SHARPISHNS services 
Nancy Chapman - Process Specialist DS3 & SST 
Cindy Kalakis - Process Specialist UDlT 
Linda Kae Olson - Process Specialist LIS 
Terri McQuiston - Process Specialist - Switched 
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DESIGN 

Overall responsibility for RID (Record Issue Date) completion. 
Upholding Qwest design standards - - 

Assigns interoffice facilities and equipment at the circuit level 
Prepares and distributes WORD (Work Order Record Detail) including DLR 
(Design Layout Record). 
Ensures that TIRKS (Trunks Integrated Record Keeping System) designs meet 

. the customer expectations. 
. Escalates as necessary to ensure pre-RID dates are met. 

Advises Qwest sales forces or order originators ofjeopardies as they are 
discovered. 

Maintains TIRKS database integrity by making design changes as they occur 
(i.e. cable pair changes, etc.) 

TDlE ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are fonvard-looking. If 
possible, a 12- 18 month time horizon should be considered. Anticipated 
process efficiencies andfor mechanization are examples of forward-looking 
assumptions the estimates are to include. 
The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
domtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 
The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 
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- 
MULTIPLEXING 

(UDlT 
(LIS 

DESIGN 
WORK ACTIVITY 

INSTALL 
p- 

ORDER I-IANDLINGISCREENING 
GOC ORDER LOG 
ENTER WA MASK 
PREP COOP INPUTlnRl 
CIRCUIT DESIGN 
DISTRIBIITE WORD DOC 

DISCONNECT 
ORDER tiANDLINGISCREENING 
GOC ORDER LOG 
ENTER WA MASK 
DISCONNECT CIRCCJII' 
DISTRIBUTE WORD DOC 

:OST ELEMENT 

DSO % 

wlil Inw sirh MnNlIAL 

ZOST ELEMENT 

DS1 x 
wlil I t i ~ 1 1  fill10 AfANUAL 

Ils PRO8 

NOTE: 
The time estin~ales arid probabilily percentages listed are forward-looking lo  year end 1999. 
Tliese work activltes are required l o  process a service request Ihat falls out of the TlRKS syslem 
for tneclianized design. 
Tliese are average times. The limes assume tlie technician will nol encounler problems durlng 
the manual process necessary lo  process the servlce request. 
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SOURCE: 
KATHY PLATTS 
DESIGN CENTER STAFF 
Aug-98 



REARRANGEMENT 

DESIGN 
WORK A C T l W  

INSTALL 

HANDLINWSCRZENING 
GOC ORDE.3 LOG 
ENTEF! WA MASK 

?2f? LOOP INPLITrnRi 
DISCONNECT CIRCUIT 
CiiZCUIT DESIGN 
D I S X I G U Z  WORD DOC 

31% same rimes apply for OC3. O C i Z  levels 

: 9ES revtew ay Karny Platts for UDIT iieanangement con study. Same timer apply. 
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CENTRAL OFFICE 

Responsible for service connection in the central office and associated testing and 
administrative functions. Places cross-connects (jumpers), performs cross-office 
testing, and provides support to field installation and control center for circuit 
testing as required. 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

Instructions provided to the SME's for the determination of time, estimates and 
probability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12- 18 month time horizon should be considered. Anticipated 
process efficiencies and/or mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 
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PRODUCT TEAM REVIEW 
CINDY BUCKMASTER 
OCTOBER 1999 

UDIT NRC PRICING 
-COT- 

:ontact CCT-I to work order (2 technicians) 
I 

I 3 min I 
m o v e  Crosszonnect 2 3  min 

I 

DUCT TEAM UPDATE I I 

3Y BUCKMASIER 1 1 
99 

Updated: 10-1 5-99 Page 2 



I LVST.4U 
IEXTERDED UDIT 
1. &a&r Order (1 rechnidan) 
3. Compiae D M  ~ m ~ - t o n n e c t  (1 techni-) 
3. C o q i m  Condnuiq-15- eas (I t b c i a n )  
6. Pon amk m e n  mnmim in WFA-DI (1 l r hn ih )  

armn 
1 Ilour I 



RE-ARRANGE ORDER 
1. .Amige Order (2 r e )  
2. Contact CCT-I to umk ark (2 technicians) - 3 mix 

5.  Remove Cross-connm 

Soure:  Gin* Buckmaster - Pmjecz Manager 
Oa-99 

1. Cornpiere DSO mssconnccr Q kchnidanr) 
5. Ptxform Liae/Drrq~ Testing (1 technidans) 
6. Complete C o n f o ~  Tesring (2 tezhicians) 
7. POST a~rk recpcn complete in WFA-DI (2 ~nrfinidans) 
~ 8 .  Com~iere work reonen wifh CCT-I (1 fe=hnicians\ 

2.3 min 
4min 
8 min 
15 min 
2min 
3 min 
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IMPLEMENTOR 

Has overall control responsibility for provisioning, maintaining, coordination and 
testing of designed services. 
Contacts other centerdtechnicians for the coordinated effort to complete service 
order activity requirements. 

Tests with central office, field installation personnel as necessary. 
Provides test results to customer. 
Notify customer of work completed 
Complete order in required systems (Work Force Administration) 

TIME ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied 

Instructions provided to the SME's for the determination of time, estimates and 
r( ~bability of occurrence include the following key assumptions: 

The time estimates and probability of occurrence are forward-looking. If 
possible, a 12-18 month time horizon should be considered. Anticipated 
process efficiencies andlor mechanization are examples of forward-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 
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; f c m n m  1 ? 

I I I ! i 
I I I ne tlmes documented above are average estimates. ! I 

nev do not reflect times spent for supplement to the order. ! I I I . 

UNBUNDLED DEDlCAkD 
1mROFFICE TRANSPORT 

MULTIPLEXING 
IMPLEMENTOR 

I 1 I 

Z!SCONNECT I ! 1 

- -- 
LThey do not reflect problems with ?he order or redesign issues. i ! I ! 
They do not reflect hnslalions or programming problems. I I ! I r 1 i I 
All times are based on a s e ~ c e  order with no problems encountered at test tumuo. I 

IAI! trmes rearesent one db ner order. : I I 

I , 

- - - - - - -. . - . - - -. .. - - . - . - - . . 
1; full compliment of test are required on the DS3 and DSI.  he C e n m l  'office ~ e r h  will these tes& 
i ~ n e  DSO tests are linetdm~ tests performed by Central Office Tech. ! i , 
!i IS assumed DSD flow srde) orden will not be ordered at same time DS1 (high side) Order is worked. I 

350 orders can be installed on a subseauent b a s k  I i 

DS I /DSO 
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ISCREEN WFA FOR CIRCUIT 10 : 10 
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10 : 10 
0 i 0 
5 : s  
10 . 10 

a=;lvrty occurs once for all 28 orders. 1 , 



EXTENDED 
UNBUNDLED DEDICATED 

INTEROFFICE TRANSPORT 

COST ELEMENT COS 

IMPLEMENTOR 
WORK ACTIVITY 

INSTALL 
SCREEN WFA FOR CIRCUIT 
VERIFY LNO COMPLETION 
COORD TIME WITH CLEC. TECHS TO TES 
TEST CIRCUIT 
NOTIFY CUSTOMER 
COMPLETE CIRCUIT IN WFA/C 

DISCONNECT 
SCREEN WFA FOR CIRCUIT 
CONTACT CUSTOMER 
COMPL-TE CiRCUlT IN WFNC 

I 

per oraer per oraer 
minutes 

15 
10 
20 
15 
5 
10 

5 
5 

5 

minutes 

15 
10 
20 
35 
5 
10 

5 
5 
5 

NOTE: The umes aocumented above are average estimates. 
They do not reflect tlmes spent for supplement to the order. 

I 

They do not reflect problems with the oraer or redesign issues. 
They 00 not reflect problems or trouble at test. with systems or with the customer. 
A11 times are based on a perfect service order 2nd no problems encountered at test  & tumup. 
Each circuit is ordered individually and tested individually. 

This process aplies regardless of whether a dispatch is required or not  
Attacnea are the funaions assoc~ated with the  steps performed by the Implementor. 

SOURCE. LINDA EENDillCKS - STAFF MANAGER 
DATE 03108101 
Review 3101 Deni Toye. Marlene Mirian 
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Install 
1. Screen WFA-C for Order accuracy. 

The CCT-I acEmcs the WFAC OSSLST (Order Li) s c m n  IO examine and prioritize order load by Critical Dm. 

The CCT-I accesses the WORD document on the OWDDOC (WORD Document) screen to examine work requcn. 
The CCT-I locatcs the innallation option of the work request on the WORD document and determines if additional work 
steps must bc crrarcd for the Central Office Technician (is., DD work activities). 

If the order request is for a Coardimcd I d l a t i o n  Option the CCT-I determines the *Appointment Timen. 

If No 'Appointment T i e w  has been specified, the CCT-I conmas the Servia Delivery Coordinator (SDC) via 
telephone to obtain an "Appoinuncnt Time". 

O n a  the "Appointment Tunen has bear deannined. the CCX-I builds the Canal Officc DD work request on the WFAC 
OSSCWL ( C i i t  Work L o d o n )  sacen specifying the rcqucsd mAppointmcnt T i e n .  

The Cff-I updarts the WFA-DO WSOl (Scrvia Orda Installation) sueen with the "Appointment Time". 

The CCT-I notifies the CORAC and L U C  of the Coodinawl work rqws via a telephone call: 

The Cff-I exmints the C i i t  Details ponion of the WORD document for circuit design complctmtss. 

The Cff-I sets any other pertinent Calendar (CAL) events on the WFA-C OSSLST (Order Li) screen. 
The CCT-I compluc the SCR Critical Dak on the W A C  OSSOl (Order htaliation) s m .  

2. Verify LNO completion. 
The CCT-I vcrifits the LNO (Centmi Office andlor I&M technician has completed the physical work required on tht work 
rrqucst for DVA and DD. Typically, DVA will post automatically ar the irun lcvcl once all of the DVA dates have ken 
m a u t h c c i  

If CPYts have not been completed by the DVA date, the Cff-1 notifies the Central Offia a complete the CWls. 

If the physical work cannot be completd the CCT-I posts a jeopardy against the DVA d a ~ ~ .  The cumnt Designed 
Saviccs Jeopardy ~ ~ J C C S S  is rhcn follomd 

If a Coordinated Cut has ban rrquend the Cff-I will call the C o - h i d e r  to r+ceive and "OKm to begin work . 
If the work carmot bc completed on DD bcguw the Co-Rwidcr is not tcady. the CCT-I places a 'C" codc jeopardy 
against the order. The cumnt Designed Scrvim Jeopardy process is rhm followed 

If the work cannot bc completed on DD bemuse of a USW problem the C(JT-1 will post the appropriate jeopardy code 
agaim the DD. The cumnt Designed Services Jeopardy procas i s  then followed. 

The CCT-I makes thc appropriate remark mtries into the WFAC OSSLOG (Work Rquut  Log). 

3 k  Montitor Performance Testing. 
The CCT-I monitors and m r d s  the rtn mults on the WFA-C OSSCN (Circuit Nous) scrun. Thcw ten results arc 
oblained by the Canal  Offia whnician and the DS I&M technician testing the newly provisioned circuit The tests 
performed arc l i d  i 

3B. Complete Performance Testing. 
In caxs what the CCT-I is able tn mf the hcing is pnforrncd with ~c DS I&M Technician. The CCT-I records the ttn 
results on the WFAC OSSCN (Circuit Notes) screen. The tests pcrfonned arr l i i d  in the Test Requiremat document 
aaached. 

4. Coordinate Cooperative Testing 
The CCT-I acrs as the armal wnract brrwecn the DS I&M technician and the Co-Provider. 

The CCT-I notes the tests pcrfomed and enrm the m l t  information on the WFAC OSSCN ( C i u i t  Notts) s c m .  
The CCT-I records any peninmt remarks on the WFAC OSSLOG (Work Request Log). 

5. Notify Co-Provider of order completion. 
The CCT-I notifies the Co-Provider that the work rcqutn is wmplctrd. 

The CCT-I informs the Co-Provid+r of any additional chqcs lhat will apply. 

The CCT-I provides rrquirrd ~tn rrsult information 10 the Co-Provider. 



The CCT-I records the Co-Provider order wmplezion conract information on the WFAC OSSLOG (Work huest  Log). 

6. Post order complete in WFA-C. 
The CCf-I porn the Due Datc complerc on the WFA-C OSSOl (Ordm Installation) screen. 

The Cff-I eomplelrs any additional re& on the WFAC OSSLOG (Work Rtqutn Log). 

The CCT-I cornplats any required elccaunic billing or rebaus in WFA-C. 

Disconnect 
1. Screen WFA-C for Order accuracy. 

S a u n  ossw 
Verify information on WORD document 

Refer WORD document back to Designer if not accura~ 

Chcck for Co-Pmvida wh locations invoivcd on order - 
Enur note if Co-Provider involved on OSSCN 
Check for rcmou: test capability and hand-off to Dcsigna or LNO if appmpriaxc 

Check to see if ircm is loaded in WFA-DYDO 
Assign Critical Dam 
Enter name and number on DOISWR 

2. Contact Co-Provider 
Notify customer work is complete 
Add pcrrinmt norts to OSSCN s m  

If customer is not available, enter the following information on the OSS012 saccn 

NoamomacontM 
Telephone Number called 

3. Complete circuit in WFA-C 
Chcck WFAC OSSLST for aitical wcrm 
Check DlSP for PRE stams 
Jeopardize and escalate to accommodate cusromds need 

Add additional billing charges 
Complctc orda in WFAC 

Perform required USLS 

Contaa Dcsigner if required 
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. . 
Subject: UDF CPhlC Costing 

Date: Tue, 05 Jun 200 1 16%':; 1 -0600 
From: "James Christian" ~jxchri2@uswest.com> Internal 

Organization: U S WEST Communications, Inc 
To: ddeffle@uswest.com 
CC: bbale@uswest.com, cdhuff@uswest.com, aromano@uswest.com 

Attached is a listing of the work activities and times associated with 
processing a UDF request through the CPMC. 

Jim Christian Disclose and distribute only 
Sr. Process Analyst-Network to employees of Qwest and it's 
700 West Mineral Avenue, NM affiliates having a need to know. 
Littleton, Colorado 80120 
(303) 707-5131 Office 
(303)230-4540 Pager 



- -- - -- 
Collocation Project Management Center (CPMC) 

Outside Plant Team - Unbundled Dark Fiber (UDF) 

- - -  

I 
WORK ACTIVITY FOR PROCESSING A FVQP 1 

Check e-mail for UDF request - open file - review for completeness - save to desktop I 2.0 
Add basic data 1 0.5 

- - 

Revision 
6-14-01 

WORK ACTIVITY FOR PROCESSING AN IRI !Time - min. 
Check e-mail for UDF request - open file - review for completeness - save to desktop : 2.0 
Add basic data i 0.5 
Determine Planner by using Wire Center Information program j 2.0 
Add planner data to request and print Wire Center Information sheet 1 2.0 
Compose and forward e-mail to planner - attach to request and forward to planner ! 2.0 
Follow-up call with planner i 15.0 
Create virtual folders on desktop and move electronic data into folders ! 0.5 
Print copy of e-mail to planner 2.0 
Create physical folder and file i 3.0 
Enter request data into tracking system 5 .O 
Update response "due back" list 1 1.0 
File physical folder 1 1.0 
Verify status of planners response j 15.0 
Shared time for common phone calls, meetings, reports, I 10.0 
Receive and review response from planner - -----------.- i 2.0 
Add basic data --.-- ----. -.---- - 1 .o 
Compose and forward e-mail to ATR - attach to request and forward to ATR .----- j 2.0 
Move file from desktop into results folder 1 0.5 
Print copy of e-mail to ATR 2.0 

Add planner data to request and print Wire Center Information sheet 2.0 

Place copy of e-mail in physical folder 2.0 

Compose and forward e-mail to planner - attach to request and forward to planner 2.0 
Follow-up call with planner 1 15.0 

Total time! 70.5 

I 

Create virtual folders on desktop and move electronic data into folders 
Print copy of e-mail to planner 
Create physical folder and file 
Enter request data into tracking system 

0.5 
2.0 
3.0 
5.0 

Update response "due back list -- I 1.0 
File physical folder I 1.0 
Verify status of planners response j 15.0 
Shared time for common phone . --. calls, - -, - meetings, reports, -- 1 10.0 
Receive and review response from planner ----. - --- -.- -. i 2.0 
Add basic data - --.-. . -- I 1.0 
Compose and forward e-mail to AM- attach to request and forward to ATR . . . . .--- -. -- . . .-.-- - 2.0 
Move file from desktop into results folder ---. -.---- 0.5 
Print copy of e-mail to ATR ----- -.. -. -.--- --. 1 2.0 
Place copy of e-mail in physical folder ! 2.0 

Total time[ 68.5 



P 
Collocation Project Management Center (CPMC) 

Outside Plant Team - Unbundled Dark Fiber (UDF) 

WORK ACTIVITY FOR PROCESSING A PROVISIONING REQUEST 
Check e-mail for UDF request - open file - review for completeness - save to desktop 1 2.0 
Add basic data 1 0.5 
Add planner data to request and print Wire Center Information sheet ! 2.0 
Compose and forward e-mail to planner - attach to request and forward to planner j 2.0 
Follow-up call with planner i 15.0 
Create virtual folders on desktop and move electronic data into folders I 0.5 . 
Print copy of e-mail to planner j 2.0 
Create physical folder and file 1 3.0 
Enter request data into tracking system 1 5.0 

, Update response "due back" list I 1.0 

I 

WORK ACTIVITY FOR PROCESSING A DISCONNECT ITirne - min. 
Check e-mail for UDF request - open file - review for completeness - save to desktop I 2.0 

Revision 
6-14-01 

. 
- ~ 

File physical folder 1 1.0 
Verify status of planners response I 15.0 

lAdd basic data I 0.5 I 

I 

Shared time for common phone calls, meetings, reports, 
Receive and review response from planner 
Add basic data 
Compose and forward e-mail to ATR - attach to request and forward to ATR 
Move file from desktop into results folder 
Print copy of e-mail to ATR 
Place copy of e-mail in physical folder -------. -.. .- --.. . . . -- -- - . ."- .- -- .-.. 

10.0 
2.0 
1 .O 
2.0 
0.5 
2.0 
2.0 

Follow-up call with planner 1 15.0 
Create virtual folders on desk to^ and move electronic data into folders 0.5 

Fowrard completion data to ATR -.- .. ---. 1 2.0 

.---" - Total time j 70.5 

Add planner data to request and print Wire Center Information sheet 1 2.0 

Print copy of e-mail to planner j 2.0 
Create ohvsical folder and file I 3.0 

Compose and forward e-mail to planner - attach to reauest and forward to olanner 

- ,  - - 
Enter request data into tracking system 5.0 
Uodate res~onse "due back" list I l o  

2.0 

. - I . -- 
1 ~ i l e  physical folder - 1 .O 

erify status of planners response 1 15.0 
Shared time for common phone calls, meetings, reports, . --- - 10.0 

1 Total time1 6Wr 1177 



Subject: Cost2.xls 
Date: Tue, 29 Jan 2002 15:35:28 -0700 

From: jleonar@qwest.com 
Organization: U S WEST Communications, Inc 

To: Daniel Deffley <ddeffle@qwest.com> , Clyde Nowels ccnowels@qwest.com> , . 

Pat Finley <pjfinle@qwest.com> 

Dan, 

Attached are the modifications discussed with regard to the "EVn 
element. I have named the new file "Cost2." The new file "Cost2" 
supersedes "Cost." Thanks for all of your help on this. 

Janet 

1 Name: Cost2.xls 
1 / / B~os t2 .x l s  i Type: Microsoft Excel Worksheet (app1icatiodvnd.m~-excel) j 

i \Encoding: base64 
! i 

\ 
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o CMC and Cona.UDF 

Subject: Time for CMC and Const.UDF 
Date: Fri, 28 Apr 2000 12: 15: 10 -0600 

From: William Savage Ill <wsavage@uswest.com> 
Organization: U 3 WEST Communications, Inc 

To: ddefile@uswest.com 

Dan, 

Here are the Tme increments for the CMC and the Splicers to Field Verify 
at a Splice Point. 

Sorry  I am late, 
Bill 

William Savage 
Process Mngr. 
303 707 7465 

i Name: Time Increments for the CMC.doc 1 
[j~irne Increments for the C M C . ~ O C ~  Type: Microsoft Word Document (application/msword)~ 

I Encoding: base64 I 
5 

- 

Name: Time Increments for the Splicer-doc 
[ j ~ i r n e  Increments for the Solicer.doc Type: Microsoft Word Document (application/mword) 

Encoding: base64 

i 
1 



- 
6100 
6100 
61 00 

1 
6100 
61 00 

I 
61 00 
61 00 - 
6100 -- 

1 
1 
1 

GROUP 
COMMENT 
COMMENT 
WORKITEM 
GROUP 
COMMENT 
WORKITEM 
GROUP 
COMMENT 
COMMENT 
- 

WORKITEM --- 
WORKITEM 
WORKITEM 

IOF TACTICAL PLANNER (Chuck Frauenleld) 

Assist Outside Plant Engineering as required 

.5 prob is percent or time splice point lnqulry made versus slructure inquiry. 

Verily TlRKS and planned IOF job i f  OSP has dilflculty in locating IOF fibers 

CMC (BILLSAVAGE) TEST 

.5 prob is percent of time splice point Inquiry made versus structure Inqulry. 

Identify Issues al the proposed location. 
SPLICER (BILL SAVAGE) TEST TEST TEST 

.5 prob Is percent of time splice polnl Inquiry made versus slruclure Inquiry. -- 
2 probability represents 2 splice technlclans involvement and 2 fiber pairs. -- 
Travel time in metro area -- 
Setup for conformance test - 
conformance test per lber 

15 

87 

. -- 
- 

60 

- -  150 
11 

- 

0.5 

- 

-- 0.5 
- 
- 
-- 

- 
- 

0 -- 

---. 
-- 

o 
._I-. 

- 

- 0.5 - -- - 2 - 0 . -- - 
-- 0.5 __ 2 - -_ 0 
0.5 2 2 

- 
013 -- .- . - - 

O i i -  -- 

.--. 

-.- 
0 - 

.-.-- 
-- 

o 

-- - . - - 
__ __. _ 

- 
--- 
- 
- 
--- 

0 1 1  - - . - .. -. . 
011 _ _ _ . _ . 
011 

- -- 

. - 
-- .. 
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SERVICE DELIVERY COORDINATOR 

Wholesale markets - Service Delivery serve as the primary order provisioning 
contact for CLECs, Interexchange Carriers a d  Wireless customers who purchase 
complex wholesale and retail products and services (i.e., Private Line. Feature 
Group, LIS Trunking, Centrex Resale, Number Portabili~) from Qwest. 

The center teams provide end-to-end order coordination f?om request through 
order completion and serve as the primary liaison for the customer for all 
downstream organizations. 

TWLE ESTIMATES AND PROBABILITIES OF OCCURRENCE 

Nonrecurring cost studies are developed to include work activity time estimates 
and probabilities of occurrence as determined by Subject Matter Experts (SME) 
that represent a work center or work group identified in the processing and 
provisioning of a service. The SME is a recognized expert in regard to the 
processes and has experience with the work activities being estimated and in 
addition will consult with other subject matter experts that either manage or 
currently perform the work activities being studied. 

/' 

Instructions provided to the SME's for the determination of time, estimates and 
orobability of occurrence include the following key assumptions: 

The time esrimates and probability of occurrence are forward-looking. If 
possible, a 12-1 8 month time horizon should be considered. Anticipated 
process efficiencies and/or mechanization are examples of fonuard-looking 
assumptions the estimates are to include. 

The time estimates are based on an average that does not include problems 
encountered during the work activities to process the service order. System 
downtime or times spent resolving internal order flow procedures are examples 
of time that is excluded. 

The time estimates do not include supplements to the initial order. 

The time estimates do not include any maintenance or repair times. 



nation of upfront UDF Provisioning task 

Subject: Confirmation of upfront UDF Provisioning tasls 
Date: Tue, 28 May 2002 07:56:43 -0600 

From: "Pat Finley" cpjfinle%USWEST@notes.uswc.uswest.com> 
To: "Daniel V Deffley" cddeffle@uswest.com> 

CC: "Candace Mowers" ~cmowers@notes.uswc.uswest.corn> 

Dan, this letter is to confirm that coincidental with ASR provisioning 
mechanization of UDF, the CPMC is not longer involved in the order to 
install dark fiber. This became available as of April 5, 2002. The SDCs 
(Service Delivery Coordinators) in the Wholesale Centers in Des Moines and 
Salt Lake City now receive the ASRs from CLECS, process the request and 
distribute the service order to downstream departments via IABS. 

The process is exactly the same as what occurs for UDIT, which is also 
provisioned via the ASR. As I understand it, the SDCs replace the work 
that was performed by the Project Managers in the CPMC. If you have any 
other questions, I'm on 303 896-8466. 



Subject: Cost Study 
Date: Tue, 21 May 2002 10:37:36 -0600 
From: "Cindy Kalakis" <ckaiaki@qwest.com> 
To: ddeffle@uswest.com 
CC: "Terri McQuiston" ~tporter@notes.uswc.uswest.com> 

, "Linda Kae Olsen" <lxolsen@notes.uswc.uswest.com> 
, "Ronda Bergstedt" <rbergst@notes.uswc.uswest.com~ 
, "Nancy Chapman" <nljohns@notes.uswc.uswest.com> 

Dan : 

Attached is the cost study spreadsheets for Private Line, Switched Access, 
LIS and UDIT. 

I did a comparison on like functions and it seems we are in synch. There 
are some differences with the SHNS-SST because of the complexity of the 
product but I think we are either the same or justifiably different where 
appropriate between all the products. 

If you need to get us all together again to discuss, let me know, 1'11 be 
happy to set up a meeting, or you can talk to the Product Process 
Specialist for each product if you have questions. 

Thanks for your patience! 

Cindy 

(See attached file: SDC TIMES 2002-Summary-all prod.xls) 

Name: SDC TIMES 2002-Summary-all 
prod. xis 

SDC TIMES 2002-Summary-all prod-xls Type: Microsoft Excel Worksheet 
(application/vnd.rns-excel) 

Encoding: base64 



I INSTALL 

Receive ASR mechanically ........................ - 

Item 

ASR is received mechanically through 
EXACT on a mechanized work list ................... - -- ............. - ..... ..... 

Work Activlty 
Descrlptlon 

Receive ASR via FAX' . . . .  - .............. - - .......... 

....... .... .. . I ..... .-..... ..... . .. ..... Check - Credit - InfolSecurity -- with - Qwest or if credit info is required. -. .- -- - - - - 
CheckRDLOC screen to validate who 

Input .... . . . . . .  ASR into EXACT .......... Manually - - . - ... - - . 

Validate ASR in 
EXACT .............. .. - ... 

I .......... . . . . .  ...... .. owns the collocation. - 
Check CBLP to validate if slot is mare 

Check for the accuracy of the ASR fields 
and make sure all information is present ... 

- - .- - - - --- - - - - -- - - - - . -- ... ......... 
-'l6h&%to make sure the address is premi! 

I~alidate .... - ......... address -. in TAG .. ... .. ..... .... -- ............ - - - - - --- - - - ....--..... 125 the IABS TlCR table to ensure 

I /rates are loaded for UDIT for customer's 

........-........ ....... I Validate .- Contract Rates - .- I contract. _- l__ - -. --- --- 
Check to see if LOA a necessary. If LOA 
is needed is it on file or does the SDC 
need lo request a new one,-- 
mK53uitEcircuif IDj5assed tFiE - 
customer is the same on our TAXI 
records. Verify the BAN provided by the 
CUSTOMER is accurate and if not 

lverify TAW . . - - - - . -- -. - - - -- - -. - - .- I accurate locate the correct BAN. 
If the SqEEiXE~-provi~~f i iG;- -  

Coordinate .- as ICO 

Mechanical FOC' ~ ~ e c h a n i c a l l ~  confirm the ASR 

, INSTALL 

the SDC must make sure all entries are 
on the ASR and negotiate dates with the 
ICO. 
Handling calls from the iXC change to co 

lntra Company Calls 
provider and from within the company 
... regarding the ASR. .......... . ......... 

CONVERSION 

FROM ACCESS 

Item 

COLLO 
XlFER OF USE 

Work Actlvlty 
Descrlptlon 

FIRST 

IKS 
INSTALL Change Notes 
EA ADDL 

This is the length of time it takes the SDC to pull up the 
ASR by ASR number in EXACT. 

- ....................... - i7i-.is '90% of ih-imefEi ASRs'are mechanical if-w-o-"iafaEe ihe Sb-c manuany 
input the information on all the EXACT screens. 

-, -- .......................... '10% of ASRs are manually faxed. 
EiiiiiGs ~~'~~ fo Kdd'i5fir'iiuiib<r, circuit 10 a d  ' 
intervals to the service order. The address is validated 
for accuracy. TheQwest EXACT screens are populatec 
in this step. .......................... - ....... - - ..... - ......... . . 

. - -- .................... - .... - - - -. - .... -. . - - .. - . - ....... . . . . . . . .  1 I This is done 100% of the time. 

...- - ...... -. ...... - ........... - - - . --- - - -- - - . - - - - ...... - ..... - ........... I p i s  is to verify if CCWSCCEA entries are valid. ..... -. .. - ....... .- - .................... - . .- -- ............................. 

I IThis is done 100% of the time. 

l ~ h i s  is done 100% of the time. .....-...... - -- .........-.......-- - ... ...-........ . . .  

'65% of the time - .. - - ...-......... - .. - .. - .. - . .- . - . . . . . . . . . .  

Not -..---- required ........ on new . . . . . . . . . . .  installations - only change orders. . . -. 

I . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  135% of the time. per Rhonda Bergsladl 

..... . . . . . . . . .  .. .... . ..... .- - - - - - - -. -- -. - 
You can only do one of ihiseb'ti an ASR. You cannot 
mechanically and manually FOC the same ASR. 
*Mechanical FOC is 90% 

I 

Time Estlmlites In Minutes 

I TRUNKS 1 
CONVERSION I COLLO I INSTALL I INSTALL I Change Notes 



fou can only do one of these on an ASR. You cannot 
lechanically and manually FOC the same ASR. 
Mechanical FOC is 90% 
blanual ............ FOC ---. is 10% -....... . . . . . .  . . . . . .  

his . is a mechanical process . .......... within .... EXACT. ..... - - - - - - - - -- - - -. - - 
:heck for correct rate dementslUSOCs and 
onrecurring charges application. 
3rder must be created from scratch . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  .......-. - 

IManually confirm the ASR. print the 
screen and fax to the customer. Includes 

rlanually .......-.... - FOC* the FAX of the DLR. ....... - . - ... - .. - - ... -- - - - - - . - -. .. 

Send the order through the EXACTlTUF 
)istribute .. - ..... -. the ... order to IABS module in TlRKS and into IABS. - ........ -- ........................ ... -- .. - ............. - .......-... 

[check to make sure the service order is 
falidate . - ....... - IABS ... Service order complete and accurate. .............. - -.. - ... - -- - - --.. - .. - - . - - . - ..... 

Isend order to RSOLAR. SOLAR or 
)istribute Service Order to SOPAD. This is automatically done when 
i e  SOPS - - - - - the order is processed in IABS. 
. .... .. . ......---.......... c h e m 5  m~aatabase E B  success 

messages. This means the order has 
:heck -. SOAC logged into TIRKS. .......... .... 

Check WFA for completion of service 
:heck WFA - .. - ..................... order. 

Add 'm Zdditional informaIi6ii ki5m WFA' 
[that to the service order. Make 
sure IABS service order is accurate for 

:heck IABS Service Order billing. .....-.-.. - ........ -. .............. . -- . 
Type the correct codes to complete the 

:omplete IABS Service Order order in IABS. . . -. , -- - -. . - - .- . - . -. - - -- - - -- -. - - - - -. . - - - - --.- - - 
Type correct information into EXACT and 

'alidate ..... - ......-.... required - FlDs . . . . . . .  are present. 

:omplete . EXACT .- . -- ............. 
dote EXACT 

complete the ASR. - -- - . - - . -- - - - - - - - - - - - - . . 
Make anv a~olicable notes in EXACT 

Time Estimates In hhutes DISCONNECT 
, 4 

:ONVERSION 

ROM ACCESS 

tern Work Activlty 
Description 
ASR is received mechanically through 

teceive ASR mechanically EXACT on a mechanized work list. -- - - - .- --- - -- - - - - - - - . - - - - - - -- -- .- - - - -. - 

lotes 

'his is the length of time it takes the SDC to pull up the 
SR by iEe ASR number ihaiTt in w.G- EXACT. u.ia iake i-he sim .io manuaiii 

)put the information on all the EXACT screens. ............... - . - -- ... - . . . . . . . . . . . . . . . . . . .  teceive ASR via FAX - - - . .- . - - .- - - - - . - - Input ASR into EXACT manually 
rnmsure-the~rcuit-~~passed~'~s'-- 
customer to be disconnected is the same 
on our TAXl records. Verify the BAN 
provided by the carrier is accurate and if 
not accurate locate the correct BAN. -- - - - - - 
Make sure all necessary entries are 

lerify TAXl - - ---- -- - - - +- - 

lalidate ASR in EXACT present on the ASR. 
.- - b m s u b - c i r c u i t s  have been removed - .  - .  

% - -  probability. - . . lalidate in TlRKS if muxed circuit. 
Handling calls from the IXC change to co- 
provider and from within the company 

ntra-Company Calls regarding the ASR 



Mechanical FOC' . . . . . . . . . . .  - .. - ... -. . - . - .......... ........ 
Manually confirm the ASR, print the 

I lscreen and fax to the customer. Includes 

I .................... . .- - -- ..... logged into TIRKS. lCheck 
Check WFA for completion of service 

Distribute . . . . .  the - ........ order to IABS - . . . . .  

Validate IABS Service order ................................ 

Distribute Service Order to 
the SOPS . . . . . . . . . . .  - .... - -. . . . . .  

Check WFA lorder. 

DISCONNECT 

module in TlRKS andinto .. . IABS. - -- - .......... - - ... -. - - . -- .... - - - ..  
Check to make sure the service order is 
complete .....- and accurate. . ........ -- - - -. - . - - . - - - 
Send order to RSOLAR, SOLAR or 
SOPAD. This is automatically done wher 
the order -. is processed . in . IABS. . - - - - - ... - - - - - -- - - - - - - ... - . - 
Check the SOAC database for 3 success 
messages. This means the order has 

I Complete IABS Service Order order in IABS. - 
/Type correct information into EXACT and 

Item 

Check - IABS Service Order - . 

Work Activity 
Descrlptlon 
~ d d P  
that pertains to the service order. Make 
sure IABS service order is accurate for 
billing. - - 
Type the correct codes to complete the 

CONVERSION 

FROM ACCESS 

I Complete EXACT - -- - . - - - -- -. - - - 
Note EXACT ......... - - -- ... -- 

Time Estimates Irl Min 
TRI 

COLLO I DISC 

complete the ASR. - - - . . -. -. - - - - - - . - 
Make any applicable notes in EXACT ............................... .... - - - -- ... - -- .-. 

WFER OF USE FIRST I- 
es 
IKS 

DlSC 
EA ADDL 

Change 

tou can only do one of these on an ASR. You cannot 
~echanically and manually FOC the same ASR. 
Mechanical FOC is 90% 

..-. . . . . . . . . . .  

Create . . . . . . . . . . . .  order from scratch 

lotes 



TASK DESCRIPTIONS 

Receive ASR - If the ASR is received mechanically the SDC pulls up the ASR number from their work 
list and begins the next step of validating the ASR. 
If the ASR is received manually via FAX the SDC must input all information from the paper copy on to 
the electronic screens. 

Validate ASR in EXACT - Validating EXACT screens and reviewing the ASR for errors, adding 
additional information required for service order processing. Screens may include: ICORD, ICTRK, 
ICCKT, lCACl and ICNTS. 
This includes verifying all information required to issue a 2 point or multiplexed circuit has been received. 

Verify address in TAG - Check the Telephone Address GUI (TAG) system to verify that the address is 
premis valid. This eliminates problems downstream for assignments. 

Verify LOA - Check to see if LOA is necessary. If LOA is needed is it on file or does the SDC need to 
request a new one. 

Verify Taxi - Verify circuit ID passed by the customer matches TAXI. Verify anylall sub-circuits 
removed prior to disconnecting multiplexed circuit. 

Coordinate as ILEC - Validate appropriate entries in EXACT for co-provided service, coordinate due 
dates with Exchange Carrier. 

Check TIRKS - If the request is for a muxed facility the SDC must check TIRKS to determine the name 
for the circuit. With SSTISHNS verify SClD in TIRKS. If disconnecting multiplexed circuit verify 
all sub-circuits have been disconnected /moved. 

Call LCON - All requests ending up at and end-user location must be called to verify wiring location and access information. 

Verify EXACT - This includes verifying all information required to issue a 2 point or multiplexed circuit has been received. 

Intra-Company Calls - Handling phone calls from the Interexchange carrier and calls from within the 
company to resolve issues surrounding the ASR and Service order. 
When SST is multiplexed the SDC must also call the project manager for the circuit ID, SClD and due date. 



Mechanical FOC - Finn Order Confirmation transaction completed in EXACT. Required on all ASRs 
sent mechanically. Mechanized customers receive autoniatically when transaction completed. Customers 
receive the DLR automatically from TIRKS. 

Manually FOC - On non-electronic ASRs, after FOC task completed, the EXACT screen is printed and 
either faxed or mailed to the customer. The DLR is pulled from the printer and either faxed or mailed to 
the customer. 

Order Distribution to IABS - Complete the command to send the order through the EXACTITUF 
translation module and send to IABS. 

Order Validation - Check the entries that were passed from EXACTITUF and make sure they are 
correct. 
Any additional information necessary to process the order. 

Distribute the Service order to the SOPS - Complete the command to send the order to the Service 
order processors. 

Check SOAC - The order must be checked in this database to make sure there are two successes, the order 
logging and the word logging portion must be successful for the order to then pass to TIRKS. 
If MAP T FID present on order, verify order has NOT passed through SOAC. 

Order Completion - Check WFA for any additional USOCs that must be added to the service order, note 
the completion date of the service order. 

Complete IABS service order - Add any additional billing information to the service order and complete 
the service order. 

Complete EXACT - Make appropriate entries in EXACT and complete ASR. Make appropriate entries 
in EXACT notes. 



Conferred with: 
Ronda Bergstedt - Process Specialist DSO, DS I & StIARPISHNS services 
Nancy Chapman - Process Specialist DS3 & SST 
Cindy Kalakis - Process Specialist UDlT 
Linda Kae Olson - Process Specialist LIS 
Terri McQuiston - Process Specialist - Switched 



'COST ELEMENT 

DARK FIBER PEROCCURRENCE % 
r 

DESIGN 
WORK ACTlVlTY 

INSTALL 

The time estimates and probability percentages IisteO are forward-looking. 1 
These work actlvites are required to process a service request that falls out of the TlRKS system 
for mechamzed desian. ! ! I i 

PER PAIR MANUAL 

PER ROUTE PROS 

DISCONNECT 
ORDER HANDLINGISCREENING 
GOC ORDER LOG 
ENTER WA MASK 
DISCONNECT CIRCUIT 
DISTRIBUTE WORD DOC 

- 
These are average tlmes. The tlmes assume the technlclan will not encounter probiems durtng 
the manual process necessary to process the servlce request. I I 

I 

5 700 i 

6 1 100 
5 : 700 
5 1 700 i 
2 ! 700 i I 

I 1 

-- 

i 
SOURCE. I I 

KATHY P LATTS : 
DESIGN CENTER STAFF 1 1 I 

ORDER HANDLINGISCREENING 
GOC ORDER LOG 
ENTER WA MASK 
PREP LOOP INPUTlDRl 
CIRCUIT DESIGN 
DISTRIBUTE WORD DOC 

-- - - ~- -~ ~ 

1199 ! i 
I I I 

MAY 2000 Per Kathy Platts, these i I 
I 

times and probabilities are appropriate ; 

I 

for Dark Fiber order processing. No j 1 
flow through opportunity exists. i 

5 100 
6 700 . 

5 100 
15 7 00 
30 100 
2 100 

! I 



PRIVATE LINE SERWCES 

--.. -- 
SERVICE DELIVERY DESIGN ANALOG PROCESS 
Worn Anrvrrv DescnDuons I 

INSTALL I 

1. Order HandlincllScreen~na . , 
C a 

Checr for Oroer Accuncy I 

Check S e ~ c e  Order Anarysts a M  Contml ISOACI for Reauen for Manual Asurranct (RMA'sl 
Ventv A 8 Z Locauon m RDLOC I - - 

A u t u  Trunks Intmrated R ~ o r d  Keeotng System m R K 9  for Circult , 
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I Line Line Time Prob Prob Prob Prob Labo 
TY pe Description Estimate #I 

HEADER OPTlCAL CROSS CONN - PER FIBER PAIRS CONN AT CENTRAL OFFlCE 
C ~ M M E N T  -- (MuSTBEORDEREOATTHE - . ---.-.- ---- ------.-- SAME - T~MEASAARK - - FIBER ---..--.-. REQUEST ) - - 
A n n  I:'= .......... - . - ...... -- -- ......... .- ....... - ... .- - . - -- ......... - . .. - .. -- . - 
GROUP I C E ~ T R A L  OFFICE KO) 1' I -  
...... . ______ _-_.. . _ .. -_--- ... - ______ 
WORKITEM -------- ... TAG FIBER PAIRS -. . AT CO, CIRCUIT -- .. LABELS PLACED .. ... -. ...... -- 2.5 1 .. 
DISCONNECT - - . - - - - -- -. . - - - . . - . - .. -. - - - - . - ...-.......... - .-.................. - ..... - ......... - ............ - - . , - . --- .---. 
GROUP CENTRA~ ~~FFICE ~ C O J  - - -- - .. - - - - .. - - - - - - - - - . - ... - ... - - . - - - -.. - -. - .- - ..... - .... - - .... - ... - ..... - .. - . - - -. - - . - ... - - - - - -- - -. - 
W O R K ~ ~ E M  ------. -,---. REVIEW -.... - SERVICE . ORDER -- .. . 5 1 . . .  -- - . 
WORKITEM -- - - - . - - - .- DISCONNET . - . - ... -- ... - - . - . FIBER - .. -- - . - . CROSS-CONNECT-' 2.3 1 - -- - - -- - - - . - - .... - . - - - . - . . - .  .- ...... - - . . -. ...... .--. . . . . .  .- - - - .. - . - . - -. - 
WORKITEM REMOVE - .--- FIBER PAIR TAGS AT - -  CO - -. ..... - . - ......- -. -. . - ... 2.5 1 - -- - - ..... - - - - ....... - - .. -. . - . - .... - .... .......... ..... .--. 

I . . . . . . . . . . . . . .  -..-A .......-............ --- -.--. .. - - .. ........ ..I ..... .- ....... . . . . . . . . . .  
Dark Fiber order process and lime eslimales provided by staff experts during producl .--- team meelings held ..... 
during .. course - of ... cosl ................ sludy developmenl period. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  . . . . . . . . . . . .  - . - ....... 
SOURCE - -- - - - - - - - . . Tim Francis - Staff Manager ........................... - - - .. -. ... .- ......... - ... - .. - ... - . - ............... - ..................... - . - - - ......... 
Jun-00 ...-........... Sleve Hilleary - Slalf Manager ... - . . .- ......... -- ........... .... ....... - .. ....... 

Mike Hummer - Producl Manager 
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