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BY THE COWM SSI ON:

On August 21, 2001, the Nebraska Public Service Conm ssion
entered its Findings and Conclusions with respect to the service
quality provided by ALLTEL Nebraska, Inc. (ALLTEL), to its
retail wreline custoners.!? The Conmission ordered that the
retail service provided by ALLTEL be subject to nonthly noni-
toring and service quality audits.

On Septenber 19, 2001, the Commission entered its Oder
Approving the Retail Service Compliance Plan (hereinafter
referred to as the “Plan”) for nonitoring ALLTEL’s performance.
The Plan established 12 service standards that were further
detailed in Appendix Al to the Plan. The Plan provided that
ALLTEL was required to file nonthly reports on 12 service
measurenents identified by the Commission and a requirenent to
meet the performance standards set therein. The service nea-
surenments included: directory assistance speed-of-answer, speed-
of -answer for operator services, speed-of-answer for calls from
residential custoners to ALLTEL's business office, speed-of-
answer for calls from business customers to ALLTEL's business
of fice, speed-of-answer in ALLTEL'sS repair center, installation
commitnments net, average installation interval in days, out of
service cleared within 24 hours, troubles cleared within 48
hours, repeat repair report rate, repair appointnents net, and
the trouble report rate. The Plan further required ALLTEL to
meet the Conmission’s standards for six consecutive neasurenent
peri ods (which are nmeasured on a rolling average period of three
consecutive calendar nonths with the first such three-nonth
period commencing Cctober 1, 2001) prior to seeking a
di sconti nuance of the nonthly reporting requirenent.

1 Qur review of ALLTEL’s service quality extends to their wireline operations
only and does not extend to the service quality, including speed-of-answer
times, for their wireless custonmer call centers.
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Pursuant to the Han, ALLTEL began reporting on its service
quality by submitting historical data for the period of January
1 through August 31, 2001, relating to standards 1 through 5 and
12. This historical data was filed on October 1, 2001. ALLTEL
began reporting data for all 12 service measurenents on a goi ng-
forward basis in Septenber of 2001. ALLTEL filed nonthly re-
sults with the Comm ssion from Septenber 2001 through July 2002

On January 8, 2001, the Commission nmet with ALLTEL repre-
sentatives, in a public nmeeting, for the purpose of reviewng
the status of ALLTEL's performance. The Conm ssion was inforned
that ALLTEL had net 10 of the 12 service quality objectives,
based on Novenber 2001 data. On February 20, 2002, the Com
mssion entered a progression order reviewing the service
quality evidence presented by ALLTEL and set a further neeting
for April 30, 2002.

Subsequent to the April 30, 2002, neeting, the Comm ssion
staff initiated an audit of ALLTEL's perfornance records. The
audit included inquiries of conpany personnel relating to
policies and procedures perforned, analytical techniques in-
vol ving conpari sons of data and reasonabl eness tests, and judg-
mental sanpling of data to test for areas subject to input
val i dati on. The audit report prepared by the Conmm ssion staff
was filed on Septenber 23, 2002. The report was nede avail abl e
to ALLTEL and the Commission.? The Conmission staff’s audit
conclusions outlined three areas where corrective action was
r ecomended. On Cctober 11, 2002, ALLTEL filed its response
letter to the staff audit report.

On Septenber 6, 2002, ALLTEL filed a request for discon-
tinuance of its reporting obligations acconpanied by an affi-
davit attesting that ALLTEL had met or exceeded the perfornmance
objectives for six consecutive measurenment peri ods. On Cctober
1, 2002, a public neeting was held for a further progress report
regarding ALLTEL's service quality. In that neeting, ALLTEL
showed that it had met or exceeded the service neasurenments for
six consecutive nmeasurenent periods and asked that it, be
permtted to discontinue its reporting obligation.

2 The Qperational Audit of ALLTEL's retail quality of service measurenent
standards is a public record and is part of the record in the above-capti oned
docket .
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OPI NI ON AND FI NDI NGS

This proceeding was initially comenced to re-exam ne our
retail service quality standards for all |ocal exchange carriers
operating within Nebraska. W held this exam nation in abeyance
pending a review of ALLTEL's retail service quality perfornmance
for wireline customers. The purpose of which was to conpare its
service quality performance with that of Aliant’s prior to the
merger. \What we discovered in the hearing as described in our
Fi ndi ngs and Conclusions was that ALLTEL was not providing an
adequate level of service to its retail custoners; therefore, we
required certain inprovenents.

Shortly after our findings and concl usions were issued, our
staff met with ALLTEL representatives to develop a Retail Ser-
vice Conpliance Plan. The Plan as developed provided for
monthly reporting, audits, quarterly neetings, unannounced vi-
sits and penalties for failure to conply with the Plan and the
conpliance time |Iine. W approved this Plan by order on
Sept enber 19, 2001. ALLTEL has conplied with our reporting
requi renents as required by the Plan.

O largest concern to us was the lengthy hold tinme ALLTEL's
customers had to wait before reaching a customer service
representative. Through the monthly reporting and the staff’s

service audit, it appears as though the hold time for wreline
customers to the ALLTEL business office has reached an ac-
ceptable level. Oher performance nmeasures such as installation

intervals, repair appointnents nmet and trouble reports have al so
i mproved. ALLTEL has net the standards required by the Plan for

the required measurenent period. Accordingly, the Conm ssion
will release ALLTEL fromits nmonthly reporting requirenents. It
is our expectation, however, that ALLTEL will continue to gather

data on the twelve performance neasurenents on a continual basis
for internal nonitoring purposes. We envision this proceeding
will eventually establish some form of service quality reporting
obligation upon all Nebraska eligible teleconmunications car-
riers (NETCs) and |ocal exchange carriers, which will transition
into a rulemaking proceeding. ALLTEL will be expected to con-
tinue its internal nonitoring of the twelve performance neasures
until such time as this service quality rulemaking is conpleted.
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ORDER

IT IS THEREFORE ORDERED by the Nebraska Public Service Com
m ssion that the request of ALLTEL to discontinue its nonthly
reporting obligation be, and it is hereby, granted.

IT IS FURTHER ORDERED that ALLTEL continue to collect data
for the 12 service quality nmeasures for internal nonitoring
purposes until such time as the service quality rulemaking
contenplated by this docket is conpleted.

MADE AND ENTERED at Lincoln, Nebraska, this 16th day of
Cct ober, 2002.

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

ATTEST:

Executive Director



