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CASE 97-C-0139 – Proceeding on Motion of the Commission to
Review Service Quality Standards for Telephone
Companies.

ORDER ESTABLISHING ADDITIONAL
INTER-CARRIER SERVICE QUALITY GUIDELINES

(Issued and Effective October 25, 2002)

BY THE COMMISSION:

INTRODUCTION

On April 29, 2002, we issued an Order Modifying

Existing and Establishing Additional Inter-Carrier Service

Quality Guidelines (Guidelines) for Verizon New York Inc. f/k/a

New York Telephone Company (Verizon) and Frontier Telephone of

Rochester, Inc. (Frontier).  That order followed similar

adoptions in this case in March 1998; February, June and

November 1999; February and December 2000; and October 2001.

Since our April 2002 order was issued, the Carrier Working Group

has continued its collaboration as an industry group and has

productively reached consensus on many more issues.  This order

adopts those consensus changes to the Verizon Guidelines and

resolves one disputed issue.

Notice of our proposed action adopting additional

inter-carrier service quality metrics and standards was

published in the State Register on August 7, 2002.  The comment
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period expired on September 21, 2002.  No comments were

received.

The Carrier Working Group agreed to certain revisions

to the Inter-Carrier Telephone Service Quality Guidelines, and

its recommendations are discussed below.  Generally, where the

affected parties have agreed upon the need for, and

implementation of, standards and metrics, we will adopt their

recommendations and monitor performance reports to insure

competitive development in the local market.  We expect the

Carrier Working Group to advise us of the need for further

modification of these adopted items, and any existing standards

and measures.  Where the Carrier Working Group members have not

agreed, we will discuss our findings below.

Changes to Verizon Guidelines

The Carrier Working Group suggests clarification of

language and correction of minor errors, and also indicates

changes necessary to conform the guidelines to current

operational practices.  These are summarized on Attachment 1 -

Changes to Verizon Guidelines.  The changes are categorized as

follows:  administrative, those not requiring a process change

(Section A), and those requiring a process change (Section B).

These are reasonable consensus changes, which will help clarify

the guidelines and measure more efficient operational processes,

and we adopt them.

Non-consensus Issue:  Recalculation of Disputed Metrics

Competitive Local Exchange Carriers (CLECs) may, from

time to time, wish to place unique, unexpected or large volume

orders.  Rather than follow normal business practices, CLECs may

request that Verizon handle such orders as projects.  While such

one-of-a-kind handling may mutually benefit the CLEC, its end

user and Verizon, deviation from standard policies may put

Verizon at risk of achieving standards for certain metrics.

In order to avoid operational delays in serving

customers while parties discuss these metrics performance

issues, the Carrier Working Group agreed on a framework to allow
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the actual work to proceed.  The procedures and potentially

excluded metrics are detailed on Attachment 2 – Appendix S,

Projects Requiring Special Handling.  Under the proposal, the

CLEC would define the project by identifying the associated

Purchase Order Numbers (PONs), a unique PON identifier, start

and stop dates, and requested deviations from standard

practices.  Verizon would notify the CLEC (and Staff) of metric

exclusions.1  Should the parties disagree on the exclusions they

will attempt to resolve the issues through negotiations.  If

negotiations fail, the CLEC could use our Expedited Dispute

Resolution (EDR) Process.

All Carrier Working Group members concur in the

language in Attachment 2.  Metropolitan Telecommunications

(MetTel) alone proposed adding a statement requiring Verizon to

recalculate or "restate" the affected metrics should an EDR be

resolved in the CLEC’s favor.2  It is MetTel’s position that

since Verizon is granted the "right" to initially interpret

exclusions in order to expeditiously publish its reports, it has

the corresponding obligation to subsequently correct any

inaccuracies it created by exercising this discretion.  Verizon

has indicated that inclusion of a blanket recalculation

requirement in Attachment 2 might delay project commencement

while metrics discussions proceed.  Other parties generally

agree that metrics decisions should not delay operational

progress.

                    
1 Attachment 2 details the five metrics that would be excluded

from all CLEC-requested projects and identifies the three
other metrics subject to exclusion on a case-by-case basis
depending on the nature of the project.

2 MetTel recommended adding, at the end of page 2 of
Attachment 2:  “Should the issue be decided contrary to the
position assumed for metrics report generation, Verizon will
restate the affected metrics.”  MetTel subsequently indicated
a willingness to modify this statement to indicate that
restatement would be required only when the change would be
significant.



CASE 97-C-0139

-4-

While it is desirable to ensure an accurate historical

record of performance, we decline to adopt MetTel's suggestion.

The intent of the special handling provision, one with which we

concur, is efficient service to customers, both of the CLECs and

their end users.  MetTel's proposed recalculation requirement

could interfere with the smooth processing of projects by

removing Verizon's incentive to expeditiously commence

operational project work before fully examining metrics impacts.

Moreover, in their normal replication efforts, parties may

address any alleged discrepancies with the Carrier Working

Group, or bring them to our attention.

The consensus recommendation is adopted without the

MetTel proposed recalculation requirement.

CONCLUSION

The consensus recommendations of the Carrier Working

Group, as discussed in and appended to this order, are adopted.

The modified metrics and standards we adopt here, with the

existing guidelines, promote a competitive local exchange

market.  These modifications shall become effective immediately.

Reporting shall begin in January 2003 (December 2002 data),

unless otherwise specified in this order.  As directed, the

Carrier Working Group and its subgroups shall continue to

address issues and report findings and recommendations to us as

required.  Verizon shall file compliance documents with the

Commission within fifteen (15) days of the issuance of this

order.3  These and future inter-carrier service quality

guidelines do not supercede commitments in existing

interconnection agreements unless the contract terms so specify

or the contracting parties have otherwise agreed to be bound by

the guidelines.

                    
3 Due to Verizon's internal Change control review

requirements, the company may delay filing of Appendix N -
Table of Measures, Sub-Metrics and Product Disaggregation,
until 45 days after the issuance of this order.
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The Commission orders:

1.  The revised metrics and standards set forth in,

and appended to, this order are adopted.

2.  Within 15 days of the date this Order is issued,

Verizon New York Inc. shall file with the Secretary (20 copies)

and serve upon each party the ordered corrections, changes and

additions to the Guidelines Document, with the exception of

Appendix N.

3.  Within 45 days of the date this Order is issued,

Verizon New York Inc. shall file with the Secretary (20 copies)

and serve upon each party the ordered corrections, changes and

additions to Appendix N of the Guidelines Document.

4.  Verizon New York Inc. shall include with its

initial compliance filing a report on the status of metric

reporting, specifying dates for the reporting of all metrics.

5.  This proceeding is continued.

By the Commission,

(SIGNED) JANET HAND DEIXLER
    Secretary


