BEFORE THE NEBRASKA PUBLI C SERVI CE COVM SSI ON

In the Matter of Quest ) Application No. C1830
Cor poration, Denver, Colorado, )
filing its notice of intention )
to file Section 271(c) ) ORDER APPROVI NG QNEST' S
application with the FCC and ) CHANGE MANACGEMENT PROCESS
request for Conmission to verify )
Qnest Corporation’s conpliance )
with Section 271(c). ) Entered: June 12, 2002
BY THE COWM SSI ON:
1. In Novenmber 1998, US West Communi cations, Inc., now

known as Qaest Corporation (Qmest), presented its initial Sec-
tion 271 application to this Commi ssion and introduced evidence
denonstrating its conpliance with each item on the 271(c)(2)(B)
checkl i st.

2. Checklist Item No. 2 of Section 271 of the Tel ecommu-
nications Act of 1996 (Telecom Act) requires that Qwmest provide
“I'nlondi scrimnatory access to network elements in accordance
with the requirenents of Sections 251(c)(3) and 252(d)(1).” The
Federal Communications Conmi ssion (FCC) has defined operational

support systens (OSS), including change managenent, as one of
the unbundl ed network elements (UNEs) subject to Checklist Item
No. 2. In evaluating change managenent plans under Checkli st

Item No. 2 of Section 271, the FCC has relied on the follow ng
factors: (1) that information relating to the change namnagenent
process (CWP) is clearly organized and readily accessible to
conpeting carriers; (2) that conpeting carriers had substanti al
input in the design and continued operation of the change
managenent process; (3) that the change nanagenent plan defines
a procedure for the tinely resolution of change nanagenent
disputes; (4) the availability of a stable testing environnent
that mrrors production; and (5) the efficacy of the docu-
mentation the RBOC nekes available for the purpose of building
an electronic gateway.?! The FCC has also exam ned whether a

1 Joint Application by SBC Conmmunications Inc., Southwestern Bell
Tel ephone Conpany, and Sout hwestern Bell Communi cations Services, Inc., d/b/a
Sout hwestern Bell Long Distance pursuant to Section 271 of the Telecom
muni cations Act of 1996 To Provide In-Region, InterLATA Services in Arkansas
and M ssouri, CC Docket No. 01-194, Menorandum Opinion and O der, FCC 01-338
(rel. Nov. 16, 2001) ("Arkansas/M ssouri 271 Order"), Appendix D, at T 42,
citing Bell Atlantic New York Oder, 15 FCC Rcd at 4002-004 (footnotes
om tted).
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regional Bell operating conpany (RBOC) has denpnstrated a
"pattern of conpliance" with its own change managenent plan.?

3. Qnest’ s Whol esal e Change Managenent Process appears to
nmeet the standards set by the FCC for change managenent.

4, Information relating to the change managenent process
is organized and readily accessible to conmpeting carriers.
Qnest provides easily accessible and well-organi zed i nformation
regarding its change nanagement process on its wholesale web
site.® Quest's web site sets forth the current change managenent
process.* The governing process for change management is con-
tained in a single docunent -- the Wol esale CVP docunent. This
docunent contains the agreenents reached through extensive col-
| aborative negotiations between the competitive |ocal exchange
carrier (CLEC) comunity and Qnest. Through the redesign pro-
cess, CLECs have had substantial input into the organi zati on and
clarification of change managenent related materials on the web
site.

5. CLECs have had -- and shall continue to have —- sub-
stantial opportunities for neaningful input into the design and
operation of Qwest's change nmnagenent process. Through the
redesi gn process, CLECs appear to have had substantial input

into the design and operation of Quest's change nanagenent pro-
cess. (Quest and the CLECs have met regularly, for nmore than 38
days since July 2001, to collaboratively redesign Qrest’s change
managenent procedures. Qnest regularly filed status reports on
the progress of the redesign process begi nning in Cctober 2001,
whi ch include the docunents discussed and the ninutes from the
redesi gn neetings.

6. Quest’ s change managenent plan defines a procedure for
the tinely resolution of change managenent disputes. Quest has
i mpl emented escalation and dspute resolution procedures Qnest
and the CLECs jointly developed through the redesign process.
The procedures are set forth in the Wwolesale CMP.° According to
Qnest, as of April 25, 2002, the escal ati on procedures have been

2 Arkansas/ M ssouri 271 Order, 16 FCC Rcd at 20865 (App. D, at ¢ 40); see
Massachusetts 271 Order, at 9§ 103, citing Texas 271 Oder, 15 FCC Rcd at
18404, ¢ 108.

s The Qnest change nanagenent web site can be found at the foll ow ng URL:

http://ww. gwest . com whol esal e/ cnp/i ndex. ht nl .

4 See Wwolesale CW, which can be found at the following URL:
http://ww. gwest. coni whol esal e/ cnp/ what i scnp. ht mi

5 Wol esal e CMP, Sections 14 and 15.
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i nvoked on one occasion with regard to systens changes, and on
five occasions with regard to product and process changes. How
ever, in regard to the dispute resolution procedures, they had
not yet been invoked as of April 25, 2002.

7. Quest has denobnstrated a pattern of conpliance wth
its change nmanagenent plan. The core provisions of Quest's
redesi gned CVWP have been inplenmented for nore than five nonths.
The evidence indicates that Qaest has conpiled an adequate re-
cord of conpliance with the redesigned CWP. During the five
months in which Qwmest's CWMP has been inplenmented, Qnest has
conpi l ed an overall conpliance rate that exceeds 98 percent.

8. Nonet hel ess, in the context of changes, which Qnest
has made in the past, whether systemic or procedural, the Com
m ssion takes note of what appeared to be a lack of comruni-
cation when filing and inplenenting its Local Service Freeze.
Qrest’s front line people had little or no know edge of the
changes. CLECS had not been i nforned. At a public hearing, a
Qvest attorney stated that it was filed with their SGAT. This
Conmi ssion ultinmately ordered themto withdraw the filing. Mich
public and CLEC concern could have been elimnated had there
been a nore conplete orientation for Qrest’s own enpl oyees.

9. On the wholesale side, KPM5 the Regional Oversight
Committee (ROC) Operational Support Systenms (OSS) test admni-
strator, discovered a nunber of CLEC orders being either ms-
handled or rejected due to what Quwest calls “human error.”
Wil e Qrvest asserts that adequate training has been provided to
af fected enployee groups, this was a recent developnment, and
therefore, very little hard evidence exists to validate whether
this problem has truly been corrected. Wth KPMG unable, at
this time, to confirm or deny long-term conpliance, this open
i ssue was |left closed, unresolved.

10. Such exanples, as noted above, could be indicative of
a lack of follow through, feedback and/or control. As such,
while this Conmmi ssion notes Qunest’s recent inprovenents in this
area, these exanples denonstrate the need for the Comm ssion’'s
conti nued oversight of Quaest’s Change Managenment Processes.

11. Qwest does appear to have nmet the FCC requirenents re-
garding the efficacy of the docunentation it makes available for
the purpose of building an electronic gateway. Quest  nakes
available detailed interface design specifications to enable
conmpeting carriers to nodify or design their systens in a nmanner
that will enable them to communicate with Qwest’s systens and
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any relevant interfaces. The efficacy of Qnest's electronic
data interchange (EDI) docunentation is denonstrated by com
merci al data, which show that 29 CLECs (excluding two pseudo-
CLECs) have been able to construct and use EDI interfaces. The
Third Party Test results also support the conclusion that
Qnest's EDI docunentation provides CLECs with sufficiently
detailed interface design specifications.

12. Furthernmore, according to the record, Qaest has inple-
mented a stable test environment that mrrors the production
envi ronnent . As part of the end-to-end interface testing pro-
cess, Quwest provides two alternative testing environnments to
CLECs, each of which is a stable test environnent that nmirrors
production. One is Quest's stand-alone test environnent (SATE),
and the other is Qwest's interoperability environnent. CLECs
may test in either or both, as they choose.

13. Commercial results appear to support these concl usions
as well. To date, five individual CLECs, as well as five others
through a service bureau, have successfully conpleted testing
usi ng SATE and have achieved production status for EDI inple-
mentation of pre-ordering capabilities. A total of ten carriers
have achi eved production status after testing through SATE (in-
dividually or through a service bureau).

14. One of the provisioning PIDs, PO 19, neasures the
percentage of SATE test transactions that are successfully
conpleted for a software release or md-rel ease perfornmance test
based upon the transactions reported in the Qaest SATE Docunent.
In a January neeting, the Regional Oversight Conmittee Techni cal
Advisory Goup (ROC TAG agreed that a 95 percent benchnark
should apply to PO 19 beginning in March. As reflected in the
comer ci al performance results, Qwest nmet the 95 percent
standard for March. For the three nmonths prior to Mrch, Qaest
al so net or cane close to neeting this 95 percent standard. For
the four-nonth period between Decenber 2001 and February 2002,
Qvest  successfully executed 98.73, 94.57, 95.38 and 97.10
percent of test transactions w thin SATE Thus, Qnest either
met the current benchmark or fell only a fraction of a per-
centage point short of it during the past four nonths.

15. In conclusion, the Conmission finds that Qnest’'s
change managenent process neets the FCCs criteria for Section
271 relief: (1) information relating to the change nanagenent
process is clearly organized and readily accessible to conpeting
carriers; (2) conpeting carriers have had substantial input in
the design and continued operation of the change nanagenent
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process; (3) Qwmest’'s change managenent plan defines a procedure
for the tinmely resolution of change managenent disputes; (4)
Qvest makes available a stable testing environment that mirrors
production; (5) Qwmest makes avail abl e adequat e docunentation for
the purpose of building an electronic gateway; and (6) Quest has
denpnstrated a pattern of conpliance with its change nanagerent
pl an.

16. However, as noted above, this Comm ssion expects con-
tinued inprovenent in regards to Quwest’'s Change WMnagenent

Process. It is our opinion that Qaest’'s change nanagenent pro-
cess can meke or break conpetition. Accordi ngly, the Nebraska
Conmi ssion will continue to nonitor Qaest’s performance in this

area and immediately take action should Qeest’s efforts not
continue to nmeet or exceed the requi rements set forth herein.

ORDER
IT IS THEREFORE ORDERED by the Nebraska Public Service Com
m ssion that Quest’s change nmanagenent process neets the FCC s
criteria as required by Sections 251(c)(3) and 252(d)(1) of the
Tel econmmuni cati ons Act of 1996 as set forth above.

MADE AND ENTERED at Lincoln, Nebraska, this 12th day
of June, 2002.

NEBRASKA PUBLI C SERVI CE COW SSI ON
COWM SSI ONERS  CONCURRI NG

Chair

ATTEST:

Executive Director



