OPENING TESTIMONY OF KARIN HIETA

Q1. Please state your name and business address.

A1. My name is Karin Hieta and my business address is 505 Van Ness Avenue, San Francisco, California 94102.

Q2. By whom are you employed and what is your position?

A2. I am employed by the California Public Utilities Commission (CPUC).  I am a Public Utilities Regulatory Analyst I (PURA I) in the Telecommunications Branch of the Office of Ratepayer Advocates (ORA).

Q3. Please describe your educational and professional qualifications.

A3. I received a Bachelor of Science degree, with a double major in Geography and General Social Sciences, from Portland State University in 1999.  I received a Master of Arts degree in Spiritual Psychology from University of Santa Monica in 2001.  I joined the CPUC in February 2001 after interning there for three months the previous fall.

Q4. Please describe the scope of your duties since joining the Commission staff.

A4. As an intern working for ORA, I constructed a database of service quality standards for telecommunication and energy utilities in various states throughout the U.S.  During this time I also used Microsoft Access and ESRI’s ArcView Geographical Information System (GIS) as database and geographical analysis tools to examine service quality data provided to ORA by telecommunication utilities.  As a PURA I, I worked on C.00-11-018, analyzing SBC Pacific Bell’s out-of-service repair history.  In that analysis I used Microsoft Access to analyze SBC Pacific Bell’s out-of-service raw repair data and I examined meteorological and geographic impacts on SBC Pacific Bell’s repair service in various states in relation to California. 

Q5. What is the purpose of your testimony?

A5.The purpose of my testimony is to assess how the service quality of repair services provided by SBC Pacific Bell (SBC Pacific) and Verizon California, Inc. (Verizon) have fared under the New Regulatory Framework (NRF).  

Q6. Please describe the results of your analysis.

A6. I examined the service quality of SBC Pacific and Verizon based upon data reported to the Federal Communications Commission’s (FCC) Automated Reporting Management Information System (ARMIS), raw data provided by the telephone companies, and a comparison of Verizon’s raw data with Service Performance Guarantee data.  According to these analyses, both SBC Pacific and Verizon exhibit a decline in service quality.  Additionally, questions are raised about the validity of both company’s raw data.  

My examination of SBC Pacific’s repair service based upon the numbers reported by SBC Pacific to ARMIS shows increases in initial and repeat out-of-service repair intervals for business customers, increases in initial and repeat all other trouble report intervals for residential customers, increases in the number of initial and repeat all other trouble reports for residential customers, and increases in the number of initial and repeat all other trouble reports per million lines for residential customers during the NRF review period.  Residential customers experienced a high number of repeat out-of-service trouble reports as a percentage of initial out-of-service trouble reports.  An analysis of SBC Pacific’s raw data shows that many of the repeat out-of-service repairs occurred within 24 hours of the initial repair, and repairs that should have been identified as repeat troubles were located with the initial repairs data.

Verizon’s repair service, according to ARMIS reports, shows that initial and repeat out-of-service and all other repairs have increased in the last year for business and residential customers.  A comparison of Verizon’s raw data with Service Performance Guarantee (SPG) data shows that many records are missing from Verizon’s data, raising questions about the integrity of this data. 

SBC Pacific’s Business Repair Service According to ARMIS

Q7. What is ARMIS? 

A7. The Automated Reporting Management Information System (ARMIS) is the FCC’s publicly accessible database that was initiated in 1987.  It is a collection of financial and non-financial data for the nation’s largest telecommunications carriers.  ARMIS contains service quality data, located in Report 43-05, for the years 1993 to 2001.  The companies file these reports with the FCC, according to standards set by the FCC. 

Q8. What is the quality of SBC Pacific’s business repair service according to ARMIS service quality data?

A8. ORA reviewed the reported number of total access lines, number of initial trouble reports, number of initial out-of-service trouble reports, initial out-of-service trouble report intervals, number of initial all other trouble reports, initial all other trouble report intervals, number of repeat trouble reports, number of repeat out-of-service trouble reports, repeat out-of-service trouble report intervals, number of repeat all other trouble reports, and repeat all other trouble report intervals.  Problems were found in the categories of initial and repeat out-of-service repair intervals for business customers.  
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Figure 1 shows that SBC Pacific’s business initial out-of-service repair interval
 rose from an average of 11.56 hours in 1994 to 16.5 hours in 2000, and then dropped to 12.5 hours in 2001.  Despite the drop in 2001, ORA is concerned about the overall increase in the out-of-service interval for the 1994 to 2001 time period.
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Figure 2 shows that SBC Pacific’s business repeat out-of-service interval
 rose from an average of 12.9 hours in 1994 to 18.5 hours in 2000, then dropped to 13.9 hours in 2001.  Despite the drop in 2001, the overall increase in the interval for the 1994 to 2001 time period is of concern to ORA.  

Although SBC Pacific’s business initial and repeat out-of-service repair intervals have improved in 2001, ORA is likewise concerned about the overall increases in the intervals during the NRF review period.  The years in which the intervals were higher indicate longer waits for business customers and a decrease in service quality. 
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SBC Pacific’s Residential Repair Service According to ARMIS

Q9. What is the quality of SBC Pacific’s residential repair service according to ARMIS service quality data?

A9. ORA reviewed the reported number of total access lines, number of initial trouble reports, number of initial out-of-service trouble reports, initial out-of-service trouble report intervals, number of initial all other trouble reports, initial all other trouble report intervals, number of repeat trouble reports, number of repeat out-of-service trouble reports, repeat out-of-service trouble report intervals, number of repeat all other trouble reports, and repeat all other trouble report intervals.  Out-of-service intervals have increased for residential customers.  These increased intervals will not be addressed in this testimony, as they were addressed in C.00-11-018.  In fact, in that proceeding the Commission found that “The Commission cannot find that SBC Pacific’s service quality is excellent when the initial out-of-service repair intervals for residential customers has increased 45% since 1996.”
  The reported numbers concerning all other trouble reports for residential customers have grown worse during the NRF review period.  The repair intervals and the numbers of repairs for residential initial and repeat all other trouble reports have risen between the years 1994 and 2000.  In addition to this, the ratios of residential initial and repeat all other trouble reports per million access lines have increased between the years 1994 and 2000.  
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Figure 3 shows that SBC Pacific’s residential initial all other repair interval
 rose from an average of 23.57 hours in 1994 to 41.6 hours in 2000, dropping to 25.5 hours in 2001.  Despite the drop in 2001, ORA is concerned about the overall rise in average hours and the unacceptably high intervals of 50 hours in 1997 and 49.2 hours in 1998.
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Figure 4 shows that SBC Pacific’s residential repeat all other repair interval
 rose from an average of 25.78 hours in 1994 to 46.9 hours in 2000, dropping to 28.6 hours in 2001.  Despite the drop in 2001, ORA is concerned about the overall rise in average hours and the high intervals of 51.1 hours in 1997 and 52.5 hours in 1998.
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In Figure 5, SBC Pacific’s number of residential initial all other trouble reports rose from 622,310 in 1994 to 916,431 in 2001.  The number of trouble reports in 2001 dropped from 1,127,512 reports in 1999, but the overall trend is an increase in the number of trouble reports.
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In Figure 6, SBC Pacific’s number of residential repeat all other trouble reports rose from 125,231 in 1994 to 162,035 in 2001.  The current number of trouble reports decreases from the previous year, but still exhibits an overall increase.

The increases in the number of initial all other trouble reports and repeat all other trouble reports for residential customers implies that more customers are experiencing more problems and inconveniences with lapses in the quality and reliability of their phone service.  

While the previous two figures show a rise in the number of trouble reports, there was also a rise in the number of SBC Pacific’s access lines.  Illustrative examples of the decline in service quality are the increases in the number of initial and repeat all other trouble reports per million lines.
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In Figure 7, SBC Pacific’s number of residential initial all other trouble reports per million lines increased from 65,286 reports per million lines in 1994 to 83,153 reports per million lines in 2001, and increased dramatically by 37.4% between 1998 and 1999.  
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In Figure 8, SBC Pacific’s number of residential repeat all other reports per million lines rose steadily from 11,317 reports per million lines in 1996 to 17,562 reports per million lines in 2000, dropping to 14,702 reports per million lines in 2001.  Figure 8 reveals an overall increase in the number of repeat trouble reports per million lines.  These increases in residential initial and repeat all other reports per million lines indicate that service quality problems have been growing.  

It appears that SBC Pacific’s reported numbers for residential initial and repeat all other repair intervals, number of initial and repeat all other reports, and number of initial and repeat all other reports per million lines show a strong improvement in 2001.  While ORA is pleased with the recent improvement, we cannot ignore the overall decline in the reported data during the NRF review period.  The years in which the intervals and numbers of reports were higher indicate longer waits for residential customers and a decrease in service quality.

Q10. What is the quality of SBC Pacific’s residential repair service according to ARMIS Preset Service Quality Reports?

A10. ORA reviewed the Preset Service Quality Reports in the ARMIS database.  In reviewing these preset reports, ORA is concerned by the increase in the repeat out-of-service reports as a percentage of initial out-of service trouble reports.  

TABLE 1

Repeat Out-of-Service Trouble Reports as a Percentage of Initial Out-of-Service Trouble Reports 
CALIFORNIA , Residence
	COMPANY
	STUDY AREA
	1994
	1995
	1996
	1997
	1998
	1999
	2000
	2001

	


	SBC
	
	
	
	
	
	
	
	

	SBC Pacific Telesis
	California
	20.2
	16.7
	14.7
	15.9
	18.7
	16.4
	17.3
	15.5

	VERIZON
	
	
	
	
	
	
	
	

	Verizon California
	GTE/California
	8.9
	10.1
	11.3
	11.2
	11.4
	9.3
	10.0
	10.4

	Verizon California
	Contel/California
	5.8
	8.7
	10.4
	11.0
	11.9
	9.3
	10.2
	9.4

	Verizon Northwest
	West Coast California
	10.5
	10.2
	9.6
	6.7
	5.9
	8.2
	9.7
	7.0

	CITIZENS
	
	
	
	
	
	
	
	

	
	CT-Shasta/California
	N/A
	N/A
	N/A
	N/A
	N/A
	15.3
	13.6
	12.5

	
	CT-Golden State Colusa-California
	N/A
	N/A
	N/A
	N/A
	97.7
	8.7
	9.7
	12.7

	
	CT-Tuolumne/California
	N/A
	N/A
	N/A
	N/A
	N/A
	8.0
	11.1
	14.9

	


	CALIFORNIA AGGREGATE
	18.6
	15.9
	14.2
	15.3
	17.7
	15.4
	16.2
	14.8


Data Source: ARMIS Report 43-05, Table II, Column (af), Rows 144, 148 
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Table 1 shows repeat out-of-service trouble reports as a percentage of initial out-of-service trouble reports for residential customers.  The percentage for SBC Pacific fluctuates over the years shown.  Yet, of all the local exchange carriers displayed in Table 1, SBC Pacific exhibits the highest percentage each year.  This number is significant specifically because it is a percentage, which means that it is a relative number.  Looking at Table 1 in this manner, the relationship of SBC Pacific’s repeat out-of-service trouble reports relative to its initial out-of-service trouble reports is worse than that same relationship for other California carriers.

SBC Pacific’s Repair Service According to Raw Data

Q11. What is the quality of SBC Pacific’s service quality based upon raw data provided to ORA?

A11. SBC Pacific provided ORA with the raw repair data that is used to calculate ARMIS numbers for the years 2000 and 2001.
  In the residential repeat out-of-service repair data there are a number of repair tickets that were closed, followed by new repair tickets being opened within 24 hours.  An example of this was drawn from the residential repeat out-of-service repair data for the year 2000, and is shown in Table 2.

TABLE 2

SBC Pacific Bell Residential Repeat Out-of-Service Repair Data

Excerpt from 2000 data

	Phone Number
	Date/Time Reported
	Date/Time Cleared
	Time Elapsed Since Last Repair

	
	
	
	

	209-529-xxxx
	11/5/2000 5:24 PM
	11/8/2000 6:05 PM
	

	209-529-xxxx
	11/8/2000 6:59 PM
	11/9/2000 7:17 AM
	54 minutes

	209-529-xxxx
	11/9/2000 7:31 AM
	11/9/2000 12:00 PM
	14 minutes

	
	
	
	

	209-572-xxxx
	9/1/2000 5:50 PM
	9/6/2000 10:00 AM
	

	209-572-xxxx
	9/6/2000 7:22 PM
	9/7/2000 8:50 AM
	9 hours 22 minutes

	209-572-xxxx
	9/7/2000 11:53 AM
	9/7/2000 3:36 PM
	3 hours 3 minutes

	
	
	
	

	209-874-xxxx
	11/24/2000 6:12 PM
	12/1/2000 11:40 AM
	

	209-874-xxxx
	12/1/2000 12:57 PM
	12/8/2000 3:47 PM
	1 hour 17 minutes

	
	
	
	

	213-746-xxxx
	9/29/2000 7:23 PM
	10/2/2000 3:24 PM
	

	213-746-xxxx
	10/2/2000 6:59 PM
	10/4/2000 6:00 PM
	3 hours 35 minutes

	213-746-xxxx
	10/4/2000 8:28 PM
	10/5/2000 3:35 PM
	2 hours 28 minutes


In Table 2 the “Date/Time Reported” column is the date and time the problem was called in by the customer, and the “Date/Time Cleared” column is the date and time the problem was asserted to have been fixed and the repair ticket was closed.  Table 2 shows examples of telephone numbers for which repair tickets were closed, followed by the issuance of a new repair ticket within 24 hours, indicating that the problem was not fixed. These records are especially disturbing because they are repeat out-of-service repairs, meaning that the customer is totally without use of his or her telephone service, and the customer’s service was repaired within 30 days prior to the repair(s) occurring in this database.  Approximately 5.28% of the residential repeat out-of-service repairs in 2000 and 4.63% of the residential repeat out-of-service repairs in 2001 occurred within 24 hours of a previous repeat out-of-service repair.  These records indicate that either some problems are not being fixed or repair tickets are being prematurely closed.  Either way, it does not indicate good service quality for SBC Pacific’s customers.

ORA also reviewed residential initial out-of-service repair data.  There were a number of new repair tickets in this data that were opened within 30 days of the previous problem for the same phone number.  According to ARMIS reporting requirements, these repairs should be counted as repeat out-of-service problems.  An example of this was drawn from the residential initial out-of-service repair data for the year 2001, and is shown in Table 3.  

TABLE 3

SBC Pacific Bell Residential Initial Out-of-Service Repair Data

Excerpt from 2001 data

	Phone Number
	Date/Time Reported
	Date/Time Cleared
	Time Elapsed Since Last Repair

	
	
	
	

	209-984-xxxx
	1/30/2001 3:49 PM
	1/31/2001 10:50 AM
	

	209-984-xxxx
	2/5/2001 2:04 PM
	2/6/2001 10:13 AM
	5 days 3 hours 14 minutes

	209-984-xxxx
	2/7/2001 3:30 PM
	2/8/2001 11:30 AM
	1 day 5 hours 17 minutes

	
	
	
	

	310-204-xxxx
	1/16/2001 2:09 PM
	1/16/2001 9:48 PM
	

	310-204-xxxx
	2/4/2001 3:13 PM
	2/5/2001 2:50 PM
	18 days 17 hours 25 minutes

	310-204-xxxx
	2/10/2001 7:33 PM
	2/14/2001 7:51 PM
	5 days 4 hours 43 minutes

	
	
	
	

	310-271-xxxx
	2/20/2001 2:55 PM
	2/21/2001 5:30 PM
	

	310-271-xxxx
	2/22/2001 10:14 AM
	2/23/2001 2:45 PM
	16 hours 44 minutes

	
	
	
	

	323-231-xxxx
	1/6/2001 11:59 AM
	1/10/2001 1:22 PM
	

	323-231-xxxx
	1/10/2001 4:19 PM
	1/11/2001 12:29 PM
	2 hours 57 minutes

	323-231-xxxx
	1/11/2001 2:12 PM
	1/12/2001 10:15 AM
	1 hour 43 minutes


In Table 3 the “Date/Time Reported” column is the date and time the problem was called in by the customer, and the “Date/Time Cleared” column is the date and time the problem was supposedly fixed and the repair ticket was closed.  Table 3 shows examples of telephone numbers for which repair tickets were closed, followed by the need for a new repair ticket within 30 days.  Approximately 1.06% of the records in January and February 2001 that were located in the residential initial out-of-service repairs data should have been located in repeat out-of-service repairs.  The existence of these records in the initial out-of-service data indicates that repairs are not being recorded correctly.  Not only do these records indicate poor service quality, as indicated in the residential repeat out-of-service repair data shown in Table 2, they raise questions about the validity of SBC Pacific’s record-keeping and treatment of the raw data that it uses as the basis for its ARMIS reports.  

Verizon’s Business Repair Service According to ARMIS

Q12. What is the quality of Verizon’s business repair service according to ARMIS service quality data?

A12. ORA reviewed the reported number of total access lines, number of initial trouble reports, number of initial out-of-service trouble reports, initial out-of-service trouble report intervals, number of initial all other trouble reports, initial all other trouble report intervals, number of repeat trouble reports, number of repeat out-of-service trouble reports, repeat out-of-service trouble report intervals, number of repeat all other trouble reports, and repeat all other trouble report intervals.  Problems were found in the categories of initial and repeat out-of-service repair intervals and initial and repeat all other repair intervals for business customers.
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Figure 9 shows that Verizon’s business initial out-of-service repair interval rose from 9.2 hours to 11.7 hours in the previous two years.  The last time Verizon’s repair interval was as high as its current level was 1996.  
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Figure 10 shows that Verizon's business repeat out-of-service repair interval rose from an average of 10.1 hours in 2000 to 13.3 hours in 2001.  The current average interval is higher than it has been in any of the previous years recorded in the ARMIS data.


[image: image13.wmf]FIGURE 11

Business Initial All Other Repair Interval

Source: ARMIS Report 43-05, Tables lla and llb, Column ai,

Row 147

0

2

4

6

8

10

12

1994

1995

1996

1997

1998

1999

2000

2001

Year

Hours

Verizon


Figure 11 shows that Verizon’s business initial all other repair interval rose from an average of 8.1 hours in 2000 to 10.5 hours in 2001.  The rise in 2001 follows a steady decline in the average interval since 1996.
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Figure 12 shows that Verizon’s business repeat all other repair interval rose from an average of 8.8 hours in 2000 to 12.1 hours in 2001.  

The increases in initial and repeat out-of-service and repeat all other repair intervals for business customers are disturbing.  Prior to 2001 these intervals were fairly consistent, but the rise in the past year signifies longer waits for customers than ever before and deterioration in service quality.  

Verizon’s Residential Repair Service According to ARMIS

Q13. What is the quality of Verizon’s residential repair service according to ARMIS service quality data?

A13. ORA reviewed the reported number of total access lines, number of initial trouble reports, number of initial out-of-service trouble reports, initial out-of-service trouble report intervals, number of initial all other trouble reports, initial all other trouble report intervals, number of repeat trouble reports, number of repeat out-of-service trouble reports, repeat out-of-service trouble report intervals, number of repeat all other trouble reports, and repeat all other trouble report intervals.  Problems were found in the categories of initial and repeat out-of-service repair intervals and initial and repeat all other repair intervals for residential customers.
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Figure 13 shows that Verizon’s residential initial out-of-service repair interval rose from an average of 13.1 hours in 1999 to 22 hours in 2001, after steadily decreasing from 1996 to 1999.
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Figure 14 shows that Verizon’s residential repeat out-of-service repair interval increased from an average of 14 hours in 1999 to 22.9 hours in 2001, after steadily decreasing from 1996 to 1999.  
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Figure 15 shows that Verizon's residential initial all other repair interval increased from an average of 12.1 hours in 1999 to 18.2 hours in 2001, after steadily decreasing from 1996 to 1999.
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Figure 16 shows that Verizon’s residential repeat all other repair interval rose from an average of 13.6 hours in 1999 to 20.4 hours in 2001, after steadily decreasing from 1996 to 1999.

The increases in the residential initial and repeat out-of-service and all other repair intervals are disturbing.  Previous to 2000 these intervals were fairly consistent, but the rise in the past two years signifies longer waits for customers than ever before and deterioration in service quality.

Bottom of Form

Verizon’s Repair Service According to Raw Data

Q14. What is the quality of Verizon’s service quality as seen in raw data provided to ORA?

A14. Verizon provided ORA with the raw repair data that is used to calculate ARMIS numbers for the years 1999, 2000, and 2001.
  In the residential repeat out-of-service repair data there are a number of repair tickets that were closed, followed by new repair tickets being opened within 24 hours.  An example of this was drawn from the residential repeat out-of-service repair data for the year 2000, and is shown in Table 4.

TABLE 4

Verizon Residential Repeat Out-of-Service Repair Data

Excerpt from 2000 data

	Phone Number
	Date/Time Reported
	Date/Time Cleared
	Time Elapsed Since Last Repair

	
	
	
	

	209-239-xxxx
	10/31/2000 3:22:00 PM
	11/3/2000 3:30:00 PM
	

	209-239-xxxx
	11/3/2000 4:12:00 PM
	11/4/2000 2:50:00 PM
	42 minutes

	
	
	
	

	562-404-xxxx
	8/10/2000 8:55:00 PM
	8/11/2000 3:50:00 PM
	

	562-404-xxxx
	8/11/2000 5:59:00 PM
	8/12/2000 3:24:00 PM
	2 hours 9 minutes

	562-404-xxxx
	8/12/2000 6:48:00 PM
	8/13/2000 3:00:00 PM
	3 hours 24 minutes

	
	
	
	

	562-430-xxxx
	10/5/2000 9:06:00 PM
	10/6/2000 2:30:00 PM
	

	562-430-xxxx
	10/7/2000 8:17:00 AM
	10/7/2000 1:45:00 PM
	17 hours 47 minutes

	562-430-xxxx
	10/8/2000 8:46:00 AM
	10/9/2000 1:30:00 PM
	19 hours 1 minute

	
	
	
	

	760-948-xxxx
	10/4/2000 11:47:00 AM
	10/4/2000 2:30:00 PM
	

	760-948-xxxx
	10/5/2000 12:44:00 PM
	10/5/2000 5:00:00 PM
	22 hours 14 minutes

	760-948-xxxx
	10/6/2000 3:26:00 PM
	10/7/2000 2:00:00 AM
	22 hours 26 minutes


In Table 4 the “Date/Time Reported” column is the date and time the problem was called in by the customer, and the “Date/Time Cleared” column is the date and time the problem was supposedly fixed and the repair ticket was closed.  Table 4 shows examples of repair tickets being closed, followed by the need for a new repair ticket within 24 hours, indicating that the problem was not fixed.  These records are especially disturbing because they are repeat out-of-service repairs, meaning that the customer is totally without use of his or her telephone service, and the customer’s service was repaired within 30 days prior to the repair(s) occurring in this database.  Approximately 3.69% of the residential repeat out-of-service repairs in 2000 occurred within 24 hours of a previous repeat out-of-service repair.  These records do not indicate good service quality for the customers.

ORA also compared the same raw repair data to Service Performance Guarantee (SPG) data.
  SPG was established in 1993 under Advice Letter No. 5521 as a way for Verizon to compensate customers for missed appointments for repair or installation service.  Only one credit may be issued for each missed appointment, and it is applicable when service is not restored on the due date, rather than by a specific time of day.  The credit is applicable to tariffed services, and does not apply to non-regulated services.  Comparing the SPG data with the raw data to find matching records raises concerns about the veracity of the data.  

Since raw data reported by Verizon was supposed to contain all the business and residential repair records according ARMIS reporting requirements, all of the credit records should find a match.  This is not the case.  In the 2000 SPG residential repairs data there were 12,383 credit records.  Of these, 3,238 were unmatched with the raw data, or 26.15%.  In the 2000 SPG business repairs data 347, or 34.29%, of the 1,012 credit records had no matching record in the raw data.  In the 2001 SPG residential repairs data there were 9,084 credit records.  Of these, 2,260 were unmatched, resulting in 24.88% of the records remaining unmatched.  In the 2001 SPG business repairs data 235, or 34.76%, of the 676 credit records had no matching record in the raw data.  

In addition to the number of credit reports with no matching records, there were a number of credit reports with a matching phone number in the raw data, but no matching date.  In some instances the credit was issued before the date of the only repair found in the raw data.  This indicates that there are missing records in the raw data, and that data may have been misreported to ARMIS.  

ORA found an additional problem in the comparison of the SPG data with the raw data, as shown in Table 5.

Table 5

Verizon Residential Repairs and SPG Credits Paid by Verizon

Excerpt from Residential 2000 comparison

	Repair Phone
	Reported Date
	Cleared Date
	Repair Interval
	Credit Date
	Credit Phone
	Credit Amount

	
	
	
	
	
	
	

	310-207-xxxx
	4/11/2000
	4/11/2000
	0
	5/3/2000
	310-207-xxxx
	-25

	
	
	
	
	
	
	

	310-207-xxxx
	9/6/2000
	9/6/2000
	0
	
	
	

	310-207-xxxx
	10/17/2000
	10/17/2000
	0
	10/20/2000
	310-207-xxxx
	-25

	
	
	
	
	
	
	

	310-208-xxxx
	8/4/2000
	8/7/2000
	3
	
	
	

	310-208-xxxx
	8/8/2000
	8/10/2000
	2
	
	
	

	310-208-xxxx
	8/11/2000
	8/12/2000
	1
	8/16/2000
	310-208-xxxx
	-25

	
	
	
	
	
	
	

	310-208-xxxx
	6/22/2000
	6/24/2000
	2
	
	
	

	310-208-xxxx
	6/26/2000
	6/28/2000
	2
	
	
	

	310-208-xxxx
	7/4/2000
	7/6/2000
	2
	7/4/2000
	310-208-xxxx
	-25

	
	
	
	
	
	
	

	310-214-xxxx
	11/25/2000
	11/25/2000
	0
	11/25/2000
	310-214-xxxx
	-25

	
	
	
	
	
	
	

	310-230-xxxx
	9/19/2000
	9/19/2000
	0
	9/19/2000
	310-230-xxxx
	-25

	
	
	
	
	
	
	

	310-235-xxxx
	2/10/2000
	2/11/2000
	1
	
	
	

	310-235-xxxx
	2/12/2000
	2/13/2000
	1
	
	
	

	310-235-xxxx
	2/13/2000
	2/15/2000
	2
	2/28/2000
	310-235-xxxx
	-25


A number of the records appear to have been issued for repair intervals of zero days.  Credits should only be issued for repairs with intervals of at least one day, since credits are only issued when service is not restored by the end of the appointed day.  This is a disturbing finding.  Not only would issuing a credit for an appointment that was met in a timely manner not comply with Verizon’s own tariff rule, but combined with the number of missing records it signifies that there are major errors in Verizon’s data.  The extent of these errors cannot be determined until there is a complete audit of Verizon’s raw data.  This unknown amount of error in Verizon’s data calls into question all computations drawn from that data, such as the ARMIS and reports submitted to the Merger Compliance Oversight Team (MCOT).

Further, ORA notes that there are a number of records indicating that repairs are not being completed or that repair tickets are being closed prematurely.  For example, for the telephone number 310-208-xxxx the original ticket was opened on 8/4/2000 and closed on 8/7/2000.  Another ticket was opened the next day on 8/8/2000 and closed on 8/10/2000.  A third ticket was opened the following day on 8/11/2000 and closed on 8/12/2000.  A credit was issued for a missed appointment on the final credit.  This record indicates that a problem was recurring, having not been fixed initially.  There is also the possibility that the repair ticket was closed prematurely.  Records such as this do not indicate good service quality or accurate reporting.
Geographic Perspective of Verizon’s Repair Service

Q15. What is the quality of Verizon’s service quality when viewed geographically?

A15. Verizon provided ORA with the raw repair data that is used to calculate the numbers reported to ARMIS.
  ORA used this data to create maps that depict residential total out-of-service repair intervals averaged by wirecenter.  When looking at the maps portraying the years 2000 and 2001 it is clear that service quality grew worse in 2001, as indicated by the increase in the black areas on the map for 2001 as compared to the map for 2000 (See Maps 1 and 2).  
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Additional Information

Q16.  Is there another service quality measure for repair service that is a useful evaluation tool?

A16.  Viewing the percent of out-of-service troubles that were repaired within 24 hours is a valuable tool when measuring service quality, exemplifying how many customers are receiving prompt restoration of their phone service.  This is not currently a service quality measurement that is reported to ARMIS, but is reported to the Merger Compliance Oversight Team (MCOT).  ORA compared SBC Pacific Bell and Verizon’s raw data to the numbers reported to the MCOT (See Tables 9 and 10).  
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The percent of SBC Pacific’s residential out-of-service troubles that were repaired within 24 hours ranged between 45.02% and 71.03% in 2001.  The raw data and MCOT data are both shown and are practically identical.  
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The percent of Verizon’s residential out-of-service troubles that were repaired within 24 hours ranged between 54.99% and 90.05% in 2001.  The raw data and MCOT data are practically identical.  

Conclusions

Q17. What are your conclusions?

A17. 

SBC PACIFIC BELL

Looking at the data reported to ARMIS, it is clear that many of SBC Pacific’s business customers have experienced increases in the amount of time they must endure without phone service, as indicated by the overall increases in initial and repeat out-of-service repair intervals during the NRF review period.  The longer waits indicate a decline in service quality for SBC Pacific’s business customers.

For SBC Pacific’s residential customers the data reported to ARMIS demonstrate overall increases in the initial and repeat all other repair intervals, increases in the number of initial and repeat all other trouble reports, and increases in the number of initial and repeat all other trouble reports per line during the NRF review period.  Residential customers also face a comparatively high number of repeat out-of-service trouble reports as a percentage of initial out-of-service trouble reports, indicating that repair problems are not being solved in a timely manner.  This problem appears even worse when viewing the raw data behind the numbers reported to ARMIS.  Many of the repeat out-of-service repair problems occur within 24 hours of closure of the prior repair ticket, indicating that a single problem is not being repaired or that repair tickets are being closed prematurely.  Additionally, many repairs that should be reported as repeat out-of-service repairs occur in the initial out-of-service repairs data.  This calls into question the validity of the service quality numbers that SBC Pacific Bell reports to the FCC and the integrity of SBC Pacific’s raw data.   These problems demonstrate a decline in service quality for SBC Pacific’s residential customers.

ORA determines that the service quality of SBC Pacific’s repair service has declined during the last NRF review period.  Business customers have suffered increased time intervals lacking phone service.  A growing number of residential customers have experienced problems with their telephone service, and these customers have endured longer waiting times to have their telephone service repaired.  Residential customers are also obliged to cope with repair problems that must be repeatedly repaired.  All of these factors show that service quality has declined in the NRF review period.

VERIZON

Verizon’s business customers have experienced increases in initial and repeat out-of-service repair intervals and increases in initial and repeat all other repair intervals in the past year, as displayed in the numbers reported to ARMIS.  The longer amount of time business customers must wait to have their phone service repaired indicates a decline in Verizon’s service quality in the past year.

Numbers supplied for the ARMIS database show that residential customers of Verizon have encountered increases in initial and repeat out-of-service repair intervals and increases in initial and repeat all other repair intervals in the past year.  This evidence is further confirmed when looking at total out-of-service repair intervals averaged by wirecenter.  Viewing the data from a geographical perspective it is obvious that residential customers throughout California experienced longer service restoration waiting periods in 2001 than in 2000.  The longer repair intervals during the NRF review period indicate a decline in service quality for residential customers.  Further, it becomes evident when viewing raw data about residential service provided by Verizon that many repair tickets are closed only to be re-opened a day or two later, indicating that either the same repair problem continues unresolved or repair tickets are being closed prematurely.  This suggests poor service quality for residential customers.  When comparing this raw data to SPG residential credit data it appears that because such a large number of the credit records do not find a matching record in the raw data, a number of records are missing.  This, coupled with a number of credits issued for repair intervals of zero days, calls into question the veracity of Verizon’s raw data.  

ORA determines that the service quality of Verizon’s repair service has declined during the NRF review period.  While the service quality was consistent during much of the NRF review period it has declined in the past year, as revealed in the increased durations business and residential customers must tolerate to have their telephone service repaired.  Maps depicting Verizon’s residential repair intervals illustrate many regions of California in which waiting periods for repairs have increased.   The increased intervals within the last year are concerning and hopefully not indicative of a further-reaching decline in service quality.  Additionally, ORA finds the questionable veracity of Verizon’s raw data very significant and troubling.  Without  reliable data it is difficult, if not impossible, to receive a clear portrayal of the quality of service provided to customers.  

OVERALL CONCLUSIONS

It has been shown in this testimony that both SBC Pacific’s and Verizon’s service quality have declined in some areas during the NRF review period.  Because of this decline, an increasing number of customers have experienced problems with their telephone service, and have had to endure longer waiting periods to have these problems remedied.  ORA determines that it is impossible to know how far these service quality problems reach, because the validity of both SBC Pacific’s and Verizon’s raw data is questionable.  ORA has relied on numerous data from ARMIS reports, which we expect to be accurately reported by telecommunication carriers.  An audit is necessary to know how reliable SBC Pacific’s and Verizon’s raw and reported data are.  If these numbers are unreliable, a major tool for monitoring service quality data is lacking.  

� Initial out-of-service trouble reports are defined as troubles concerning service quality in which the customer is totally without phone service.  These troubles are reported by customers or end-users to LEC’s and do not apply to problems that have been reported within the last 30 days.  The interval is defined as "the total time from receipt of the customer trouble to clearing the trouble.  Clear represents the final disposition of the report, either repairing the problem or closing the report to another category, such as a no trouble found category."  The average interval is reported for each year.


� Repeat out-of-service trouble reports are defined as troubles concerning service quality in which the customer is totally without phone service.  These troubles are reported by customers or end-users to LEC’s and apply to problems that have been reported within the last 30 days.  The interval is defined as "the total time from receipt of the customer trouble to clearing the trouble.  Clear represents the final disposition of the report, either repairing the problem or closing the report to another category, such as a no trouble found category."  The average interval is reported for each year.


� D.01-12-021, mimeo, p.48.


� Initial all other trouble reports are defined as all other troubles besides out-of-service troubles.  These troubles are reported by customers or end-users to LEC’s and do not apply to problems that have been reported within the last 30 days.  The interval is defined as "the total time from receipt of the customer trouble to clearing the trouble.  Clear represents the final disposition of the report, either repairing the problem or closing the report to another category, such as a no trouble found category."  The average interval is reported for each year.


� Repeat all other trouble reports are defined as all other troubles besides out-of-service troubles.  These troubles are reported by customers or end-users to LEC’s and apply to problems that have been reported within the last 30 days.  The interval is defined as "the total time from receipt of the customer trouble to clearing the trouble.  Clear represents the final disposition of the report, either repairing the problem or closing the report to another category, such as a no trouble found category."  The average interval is reported for each year.


� See SBC Pacific’s response to Data Request SQ-PB-007a.


� The complete telephone numbers are proprietary information.


� This data was provided in response to a verbal request on February 7, 2002.  See letter included with the data response.


� Ibid.


� Ibid.
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						# Installation Orders		Missed/Cust Reasons (MCR)		% Commitments Met		Average Interval (in days)		# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

						Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon

		GTC93		1993		1352574		NA		99.0675		NA		2425000		358930		NA		Verizon		NA		Verizon		NA		58889		NA		Verizon		NA		Verizon		NA		87955

		GTC93Q4				415746				99.27		NA		2425		93344		NA		NA		NA		NA				9878		NA		NA		NA		NA				23235

		GTC93Q3				388836				99		NA		2417		90506		NA		NA		NA		NA				9852		NA		NA		NA		NA				23094

		GTC93Q2				294832				99		NA		2413		66475		NA		NA		NA		NA				6952		NA		NA		NA		NA				17702

		GTC93Q1				253160				99		NA		2415		108605		NA		NA		NA		NA				32207		NA		NA		NA		NA				23924

		GTC94		1994		1428158		NA		99.5075		4.295		2473000		337275		140822		13.375		196452		10.08		NA		36719		12599		14.0675		24117		11.5525		NA		92789

		GTC94Q4				471845				99.6		5.61		2473		80180		33924		14.13		46256		9.66				9127		3173		15.61		5954		11.5				22325

		GTC94Q3				306297				99.57		4.37		2454		91207		36711		12.3		54496		9.16				9529		3149		13.04		6380		10.77				24276

		GTC94Q2				221357				99.57		4.4		2454		77233		32677		12.68		44555		9.64				8588		2986		12.71		5602		11.59				21504

		GTC94Q1				428659				99.29		2.8		2442		88655		37510		14.39		51145		11.86				9475		3291		14.91		6181		12.35				24684

		GTC95		1995		1727287		NA		99.5925		3.3425		2507000		404897		171245		17.105		233652		12.095		NA		46902		17379		16.5775		29523		13.5825		NA		137516

		GTC95Q4				390947				99.69		2.62		2507		89023		39118		16.02		49905		11.71				10412		4036		15.77		6376		12.73				30497

		GTC95Q3				464907				99.71		3.4		2491		91186		37883		15.72		53303		10.67				10204		3706		15.68		6498		12.64				29977

		GTC95Q2				428877				99.58		2.8		2485		85408		35824		18.34		49584		13				9642		3535		17.43		6107		14.48				29285

		GTC95Q1				442556				99.39		4.55		2481		139280		58420		18.34		80860		13				16644		6102		17.43		10542		14.48				47757

		GTC96		1996		2188660		NA		99.71		3.1		2597000		415171		177585		19.1		237586		15		NA		49446		20046		19.4		29400		16.9		NA		145618

		GTC97		1997		2480954		0		99.64		3.8		2715012		427015		191519		16		235496		14		0		50091		21367		17		28724		15		0		132401

		GTC98		1998		2954360		N/A		99.61		4.7		2849294		437647		197407		15.5		240240		13.5		263		53346		22536		15.7		30810		14.5		45		108452

		GTC99		1999		3243916		505		96.9		2.6		2855306		390236		157922		13.1		232314		12.1		855		41135		14608		14		26527		13.6		114		76674

		GTC00		2000		2695120		718		98.94		0.7		2880945		425113		186283		16.8		238830		14.6		1377		47727		18655		17.8		29072		16.4		271		81718

		GTC01		2001										2870384		393974		175551		22		218423		18.2		1740		46332		18278		22.9		28054		20.4		261		82878

				initial per line		initial oos per line		initial other per line		rpt per line		rpt oos per line		rpt other per line

		GTC93		0.1480123711						0.0242841237

		GTC94		0.1363829357		0.056943793		0.0794387384		0.0148479579		0.0050946219		0.0097521229

		GTC95		0.1615065816		0.0683067411		0.0931998404		0.0187084164		0.0069321899		0.0117762266

		GTC96		0.1598656142		0.068380824		0.0914847901		0.0190396611		0.0077189064		0.0113207547

		GTC97		0.1572792312		0.0705407564		0.0867384748		0.0184496422		0.0078699468		0.0105796954

		GTC98		0.1535984002		0.0692827767		0.0843156234		0.0187225327		0.0079093277		0.010813205

		GTC99		0.1366704654		0.0553082577		0.0813622078		0.0144065119		0.0051160891		0.0092904228

		GTC00		0.1475602623		0.0646603805		0.0828998818		0.0165664391		0.0064753058		0.0100911333
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pb

				# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

				Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific

		1993-1				105122												37570

		1993-2				168418												31370

		1993-3				175115												33093

		1993-4				154232												27892

		1993		8887000		602887		Pacific		Pacific		Pacific		Pacific				129925		Pacific		Pacific		Pacific		Pacific

		1994-1				128014		64627		11.2		63387		14.9				27231		10855		12.6		16376		17.7

		1994-2				122370		59301		10.8		63069		15.4				26354		9996		12.8		16358		18.4

		1994-3				128397		63404		12.04		64993		16.22				28744		11357		13.28		17387		19.65

		1994-4				130167		68333		12.2		61834		16.9				28915		12625		13.1		16290		19

		1994		5576000		508948		255665		11.56		253283		15.855				111244		44833		12.945		66411		18.6875

		1995-1				185215		110736		17.9		74479		20.2				38933		19715		18.2		19218		21.8

		1995-2				137145		69777		14.2		67368		20				27575		10663		15.9		16912		20.6

		1995-3				133407		68752		13.7		64655		19.8				25799		8954		16.6		16845		24.1

		1995-4				133390		76823		14.3		56567		19.4				23467		9503		16.2		13964		23.3

		1995		5854000		589157		326088		15.025		263069		19.85				115774		48835		16.725		66939		22.45

		1996		6153000		584284		330262		14.8		254022		20.2				98643		42219		17.4		56424		22.9

		1997		6646434		546128		345347		16.6		200781		16.3				82334		45866		19.4		36468		20

		1998		7030147		537689		345199		17.1		192490		14				87720		48127		19.6		39593		17.8

		1999		7044833		510271		300762		15.7		209509		14.7				75602		37565		18.7		38037		19.4

		2000		6687867		522055		323115		16.5		198940		15.7				77916		41897		18.5		36019		19.9

		2001		6399030		451451		286380		12.5		165071		11				58631		33077		13.9		25554		13.3
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verizon

				# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

				Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon

		1993-1				30722												9724

		1993-2				25654												3586

		1993-3				33597												4421

		1993-4				38050												5290

		1993		1048000		128023		Verizon		Verizon		Verizon		Verizon				23021		Verizon		Verizon		Verizon		Verizon

		1994-1				39520		16819		11.36		22701		9.95				5890		2323		11.26		3567		10.27

		1994-2				34428		14652		11.14		19776		8.99				5339		2106		11.71		3233		10.16

		1994-3				40674		16353		10.85		24321		8.68				5716		2064		11.68		3652		9.72

		1994-4				35743		15211		11.47		20531		8.83				5674		2238		12.2		3436		9.58

		1994		1100000		150365		63035		11.205		87329		9.1125				22619		8731		11.7125		13888		9.9325

		1995-1				51286		18392		12.07		32894		9.99				7555		2401		11.16		5154		9.48

		1995-2				31449		11278		12.07		20171		9.99				4377		1391		11.16		2986		9.48

		1995-3				35562		12294		10.53		23268		8.74				5086		1467		9.56		3619		9.2

		1995-4				31150		11435		10.65		19715		9.17				4350		1344		9.83		3006		8.86

		1995		1155000		149447		53399		11.33		96048		9.4725				21368		6603		10.4275		14765		9.255

		1996		1246000		134321		47264		11.7		87057		10.1				36688		25120		12.3		11568		10.7

		1997		1302313		137572		54555		11		83017		10				16278		5865		11		10413		10

		1998		1364635		137777		54537		10.4		83240		9.5				17010		6178		10.7		10832		10.1

		1999		1475091		118885		45930		9.2		72955		8.7				13635		4826		10.2		8809		9.5

		2000		1484815		118376		51098		9.2		67278		8.1				13668		5410		10.1		8258		8.8

		2001		1438543		114827		45792		11.7		69035		10.5				12857		4639		13.3		8218		12.1
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						# Installation Orders		Missed/Cust Reasons (MCR)		% Commitments Met		Average Interval (in days)		# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

						Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific

		PB93		1993		6327038		NA		99.225		NA		8056000		2225074		NA		NA		NA		NA		NA		354736		NA		NA		NA		NA		NA		557455

		PB93Q4				1505004				99.31		NA		8056		462477		NA		NA		NA		NA				70887		NA		NA		NA		NA				114113

		PB93Q3				1706581				99.26		NA		9091		478129		NA		NA		NA		NA				72969		NA		NA		NA		NA				136277

		PB93Q2				1725918				99.33		NA		9091		493808		NA		NA		NA		NA				73960		NA		NA		NA		NA				132428

		PB93Q1				1389535				99		NA		9091		790660		NA		NA		NA		NA				136920		NA		NA		NA		NA				174637

		PB94		1994		6453473		NA		99.2925		1.825		9532000		1549852		927542		21.65		622310		23.57		NA		312590		187359		23.79		125231		25.78		NA		457345

		PB94Q4				1489047				99.2		2		9532		424076		269060		25.4		155016		27.8				91489		57869		26.5		33620		29.6				129979

		PB94Q3				1772203				99.26		2.1		9091		369551		210544		21.8		159007		23.88				76037		44120		23.36		31917		26.42				112933

		PB94Q2				1623796				99.37		1.9		9091		363175		206556		20		156619		20.6				68754		39169		21.4		29585		22.4				104431

		PB94Q1				1568427				99.34		1.3		9091		393050		241382		19.4		151668		22				76310		46201		23.9		30109		24.7				110002

		PB95		1995		6477501		NA		99.21		2.325		9839000		2144944		1431142		33.475		713802		42.85		NA		377088		238995		38.375		138093		43.05		NA		583720

		PB95Q4				1769275				99.33		2.6		9839		468064		321507		35.5		146557		36.7				65248		41262		34.6		23986		37.3				113095

		PB95Q3				1566964				99.22		2.9		11004		410451		253904		29.3		156547		35.5				58762		33031		29.8		25731		37.1				106780

		PB95Q2				1581130				99.27		1.9		11004		429755		263585		39.1		166170		45.3				74437		43914		40.2		30523		47.1				129029

		PB95Q1				1560132				99.02		1.9		11004		836674		592146		30		244528		53.9				178641		120788		48.9		57853		50.7				234816

		PB96		1996		7383604		NA		99.03		1.9		9946000		1957576		1321624		29.3		635952		38		NA		306329		193768		39.4		112561		40.2		NA		492464

		PB97		1997		7149878		0		98.31		2.8		10181881		2093272		1434087		46.8		659185		50		0		350997		228294		46.8		122703		51.1		0		476835

		PB98		1998		10076644		189830		98.84		2.2		10786099		2246049		1432419		50		813630		49.2		146493		429752		267682		50.2		162070		52.5		30002		671894

		PB99		1999		11012523		173678		99.07		1.5		10876907		2255024		1127512		37.9		1127512		37.9		126584		368452		184417		39.9		184035		40.6		18345		699113

		PB00		2000		11725320		202609		99.12		1.8		11167367		2313705		1316287		42.5		997418		41.6		68260		423436		227311		44.6		196125		46.9		5579		641027

		PB01		2001										11020967		2127958		1211527		27		916431		25.5		48837		350254		188219		28.9		162035		28.6		7961		449779

						# Total Access Lines		# Init. Trouble Reports		Initial per line		# Repeat Trouble Reports		repeat per line		Pacific		Pacific

		1993				8056000		2225074		0.2762008441		354736		0.0440337637		initial all other per line		rpt other per line

		1994				9532000		1549852		0.1625946286		312590		0.0327937474		0.0652864037		0.0131379564

		1995				9839000		2144944		0.2180042687		377088		0.0383258461		0.0725482264		0.0140352678

		1996				9946000		1957576		0.1968204303		306329		0.0307992158		0.0639404786		0.0113172129

		1997				10181881		2093272		0.2055879459		350997		0.034472707		0.0647409845		0.0120511131

		1998				10786099		2246049		0.2082355261		429752		0.0398431351		0.0754332034		0.0150258217

		1999				10876907		2255024		0.2073221735		368452		0.0338747035		0.1036610867		0.0169197916

		2000				11167367		2313705		0.2071844688		423436		0.0379172638		0.0893154134		0.0175623314

		2001				11020967		2127958		0.1930826941		350254		0.0317806958		0.0831534111		0.0147024304
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						# Installation Orders		Missed/Cust Reasons (MCR)		% Commitments Met		Average Interval (in days)		# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

						Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon

		GTC93		1993		1352574		NA		99.0675		NA		2425000		358930		NA		Verizon		NA		Verizon		NA		58889		NA		Verizon		NA		Verizon		NA		87955

		GTC93Q4				415746				99.27		NA		2425		93344		NA		NA		NA		NA				9878		NA		NA		NA		NA				23235

		GTC93Q3				388836				99		NA		2417		90506		NA		NA		NA		NA				9852		NA		NA		NA		NA				23094

		GTC93Q2				294832				99		NA		2413		66475		NA		NA		NA		NA				6952		NA		NA		NA		NA				17702

		GTC93Q1				253160				99		NA		2415		108605		NA		NA		NA		NA				32207		NA		NA		NA		NA				23924

		GTC94		1994		1428158		NA		99.5075		4.295		2473000		337275		140822		13.375		196452		10.08		NA		36719		12599		14.0675		24117		11.5525		NA		92789

		GTC94Q4				471845				99.6		5.61		2473		80180		33924		14.13		46256		9.66				9127		3173		15.61		5954		11.5				22325

		GTC94Q3				306297				99.57		4.37		2454		91207		36711		12.3		54496		9.16				9529		3149		13.04		6380		10.77				24276

		GTC94Q2				221357				99.57		4.4		2454		77233		32677		12.68		44555		9.64				8588		2986		12.71		5602		11.59				21504

		GTC94Q1				428659				99.29		2.8		2442		88655		37510		14.39		51145		11.86				9475		3291		14.91		6181		12.35				24684

		GTC95		1995		1727287		NA		99.5925		3.3425		2507000		404897		171245		17.105		233652		12.095		NA		46902		17379		16.5775		29523		13.5825		NA		137516

		GTC95Q4				390947				99.69		2.62		2507		89023		39118		16.02		49905		11.71				10412		4036		15.77		6376		12.73				30497

		GTC95Q3				464907				99.71		3.4		2491		91186		37883		15.72		53303		10.67				10204		3706		15.68		6498		12.64				29977

		GTC95Q2				428877				99.58		2.8		2485		85408		35824		18.34		49584		13				9642		3535		17.43		6107		14.48				29285

		GTC95Q1				442556				99.39		4.55		2481		139280		58420		18.34		80860		13				16644		6102		17.43		10542		14.48				47757

		GTC96		1996		2188660		NA		99.71		3.1		2597000		415171		177585		19.1		237586		15		NA		49446		20046		19.4		29400		16.9		NA		145618

		GTC97		1997		2480954		0		99.64		3.8		2715012		427015		191519		16		235496		14		0		50091		21367		17		28724		15		0		132401

		GTC98		1998		2954360		N/A		99.61		4.7		2849294		437647		197407		15.5		240240		13.5		263		53346		22536		15.7		30810		14.5		45		108452

		GTC99		1999		3243916		505		96.9		2.6		2855306		390236		157922		13.1		232314		12.1		855		41135		14608		14		26527		13.6		114		76674

		GTC00		2000		2695120		718		98.94		0.7		2880945		425113		186283		16.8		238830		14.6		1377		47727		18655		17.8		29072		16.4		271		81718

		GTC01		2001										2870384		393974		175551		22		218423		18.2		1740		46332		18278		22.9		28054		20.4		261		82878

				initial per line		initial oos per line		initial other per line		rpt per line		rpt oos per line		rpt other per line

		GTC93		0.1480123711						0.0242841237

		GTC94		0.1363829357		0.056943793		0.0794387384		0.0148479579		0.0050946219		0.0097521229

		GTC95		0.1615065816		0.0683067411		0.0931998404		0.0187084164		0.0069321899		0.0117762266

		GTC96		0.1598656142		0.068380824		0.0914847901		0.0190396611		0.0077189064		0.0113207547

		GTC97		0.1572792312		0.0705407564		0.0867384748		0.0184496422		0.0078699468		0.0105796954

		GTC98		0.1535984002		0.0692827767		0.0843156234		0.0187225327		0.0079093277		0.010813205

		GTC99		0.1366704654		0.0553082577		0.0813622078		0.0144065119		0.0051160891		0.0092904228

		GTC00		0.1475602623		0.0646603805		0.0828998818		0.0165664391		0.0064753058		0.0100911333






_1086776750.unknown

_1086776751.unknown

_1086618151.xls
pb01bus

		January		January

		February		February

		March		March

		April		April

		May		May

		June		June

		July		July

		August		August

		September		September

		October		October

		November		November

		December		December



Raw Data

MCOT

Month

Percentage

Pacific Bell Business 2001 Percent Out-of-Service Repaired within 24 Hours

82.33

82.9

82.91

83.6

84.91

85.5

87.31

87.5

88.94

89.4

89.58

90

88.44

89.1

89.59

90.2

88.97

89.4

89.5

89.9

85.78

86.5

85.32

85.5



pbbus

				2001		2001

				Raw Data		MCOT

		January		82.33		82.9

		February		82.91		83.6

		March		84.91		85.5

		April		87.31		87.5

		May		88.94		89.4

		June		89.58		90

		July		88.44		89.1

		August		89.59		90.2

		September		88.97		89.4

		October		89.5		89.9

		November		85.78		86.5

		December		85.32		85.5





pb01res

		January		January

		February		February

		March		March

		April		April

		May		May

		June		June

		July		July

		August		August

		September		September

		October		October

		November		November

		December		December



Raw Data

MCOT

Month

Percentage

FIGURE 17
Pacific Bell 2001 Residential Repairs
Percent of Out-of-Service Troubles Repaired Within 24 Hours

46.72

47.8

45.02

45.6

48.3

49

59.2

59.7

69.95

70.7

68.1

68.7

66.55

67.5

69.55

70.3

67.28

67.9

71.03

71.6

54.58

55.9

57.05

57.3



pbres

				2001		2001

				Raw Data		MCOT

		January		46.72		47.8

		February		45.02		45.6

		March		48.3		49

		April		59.2		59.7

		May		69.95		70.7

		June		68.1		68.7

		July		66.55		67.5

		August		69.55		70.3

		September		67.28		67.9

		October		71.03		71.6

		November		54.58		55.9

		December		57.05		57.3





Sheet3

		






_1086618150.xls
business

				2001		2001

				Raw Data		MCOT

		January		89.45

		February		89.2

		March		85.67

		April		92.27

		May		94.68

		June		95.22

		July		90.89

		August		94.12

		September		94.25

		October		96.32

		November		93.27

		December		92.06





ver01res

		January		January

		February		February

		March		March

		April		April

		May		May

		June		June

		July		July

		August		August

		September		September

		October		October

		November		November

		December		December



Raw Data

MCOT

Month

Percentage

FIGURE 18
Verizon Residential 2001 Repairs
Percent of Out-of-Service Troubles Repaired Within 24 Hours

61.76

61.9

60.94

61.02

54.99

55.04

75.62

75.71

86

86.09

87.63

87.87

81.42

81.43

85.39

85.44

86.68

86.74

90.05

90.08

79.22

79.25

78.92

78.92



res

				2001		2001

				Raw Data		MCOT

		January		61.76		61.9

		February		60.94		61.02

		March		54.99		55.04

		April		75.62		75.71

		May		86		86.09

		June		87.63		87.87

		July		81.42		81.43

		August		85.39		85.44

		September		86.68		86.74

		October		90.05		90.08

		November		79.22		79.25

		December		78.92		78.92





Sheet3

		






_1086617075.xls
Initial all other per line (2)

		1994

		1995

		1996

		1997

		1998

		1999

		2000



Pacific

Year

Reports/Total Access Lines

Residential Initial # All Other Trouble Reports Per Line

0.0652864037

0.0725482264

0.0639404786

0.0647409845

0.0754332034

0.1036610867

0.0893154134



Initial all other per line

		1994

		1995

		1996

		1997

		1998

		1999

		2000

		2001



Pacific

Year

Reports/Total Access Lines

CHART 7
Number of Residential All Other Trouble Reports Per Line
Source: ARMIS Report 43-05, Tables lla and llb, Column af, 
Rows 140 and 146

0.0652864037

0.0725482264

0.0639404786

0.0647409845

0.0754332034

0.1036610867

0.0893154134

0.0831534111



repeat all other per line

		1994

		1995

		1996

		1997

		1998

		1999

		2000

		2001



Pacific

Year

Reports/Total Access Lines

CHART 8
Number of Residential Repeat All Other Reports Per Line
Source: ARMIS Report 43-05, Tables lla and llb, Column af, 
Rows 140 and 150

0.0131379564

0.0140352678

0.0113172129

0.0120511131

0.0150258217

0.0169197916

0.0175623314

0.0147024304



Sheet1

						# Installation Orders		Missed/Cust Reasons (MCR)		% Commitments Met		Average Interval (in days)		# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

						Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific

		PB93		1993		6327038		NA		99.225		NA		8056000		2225074		NA		NA		NA		NA		NA		354736		NA		NA		NA		NA		NA		557455

		PB93Q4				1505004				99.31		NA		8056		462477		NA		NA		NA		NA				70887		NA		NA		NA		NA				114113

		PB93Q3				1706581				99.26		NA		9091		478129		NA		NA		NA		NA				72969		NA		NA		NA		NA				136277

		PB93Q2				1725918				99.33		NA		9091		493808		NA		NA		NA		NA				73960		NA		NA		NA		NA				132428

		PB93Q1				1389535				99		NA		9091		790660		NA		NA		NA		NA				136920		NA		NA		NA		NA				174637

		PB94		1994		6453473		NA		99.2925		1.825		9532000		1549852		927542		21.65		622310		23.57		NA		312590		187359		23.79		125231		25.78		NA		457345
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		GTC97		1997		2480954		0		99.64		3.8		2715012		427015		191519		16		235496		14		0		50091		21367		17		28724		15		0		132401

		GTC98		1998		2954360		N/A		99.61		4.7		2849294		437647		197407		15.5		240240		13.5		263		53346		22536		15.7		30810		14.5		45		108452

		GTC99		1999		3243916		505		96.9		2.6		2855306		390236		157922		13.1		232314		12.1		855		41135		14608		14		26527		13.6		114		76674

		GTC00		2000		2695120		718		98.94		0.7		2880945		425113		186283		16.8		238830		14.6		1377		47727		18655		17.8		29072		16.4		271		81718

		GTC01		2001										2870384		393974		175551		22		218423		18.2		1740		46332		18278		22.9		28054		20.4		261		82878

				initial per line		initial oos per line		initial other per line		rpt per line		rpt oos per line		rpt other per line

		GTC93		0.1480123711						0.0242841237

		GTC94		0.1363829357		0.056943793		0.0794387384		0.0148479579		0.0050946219		0.0097521229

		GTC95		0.1615065816		0.0683067411		0.0931998404		0.0187084164		0.0069321899		0.0117762266

		GTC96		0.1598656142		0.068380824		0.0914847901		0.0190396611		0.0077189064		0.0113207547

		GTC97		0.1572792312		0.0705407564		0.0867384748		0.0184496422		0.0078699468		0.0105796954

		GTC98		0.1535984002		0.0692827767		0.0843156234		0.0187225327		0.0079093277		0.010813205

		GTC99		0.1366704654		0.0553082577		0.0813622078		0.0144065119		0.0051160891		0.0092904228

		GTC00		0.1475602623		0.0646603805		0.0828998818		0.0165664391		0.0064753058		0.0100911333
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Sheet1

						# Installation Orders		Missed/Cust Reasons (MCR)		% Commitments Met		Average Interval (in days)		# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

						Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific

		PB93		1993		6327038		NA		99.225		NA		8056000		2225074		NA		NA		NA		NA		NA		354736		NA		NA		NA		NA		NA		557455

		PB93Q4				1505004				99.31		NA		8056		462477		NA		NA		NA		NA				70887		NA		NA		NA		NA				114113

		PB93Q3				1706581				99.26		NA		9091		478129		NA		NA		NA		NA				72969		NA		NA		NA		NA				136277

		PB93Q2				1725918				99.33		NA		9091		493808		NA		NA		NA		NA				73960		NA		NA		NA		NA				132428

		PB93Q1				1389535				99		NA		9091		790660		NA		NA		NA		NA				136920		NA		NA		NA		NA				174637

		PB94		1994		6453473		NA		99.2925		1.825		9532000		1549852		927542		21.65		622310		23.57		NA		312590		187359		23.79		125231		25.78		NA		457345

		PB94Q4				1489047				99.2		2		9532		424076		269060		25.4		155016		27.8				91489		57869		26.5		33620		29.6				129979

		PB94Q3				1772203				99.26		2.1		9091		369551		210544		21.8		159007		23.88				76037		44120		23.36		31917		26.42				112933

		PB94Q2				1623796				99.37		1.9		9091		363175		206556		20		156619		20.6				68754		39169		21.4		29585		22.4				104431

		PB94Q1				1568427				99.34		1.3		9091		393050		241382		19.4		151668		22				76310		46201		23.9		30109		24.7				110002

		PB95		1995		6477501		NA		99.21		2.325		9839000		2144944		1431142		33.475		713802		42.85		NA		377088		238995		38.375		138093		43.05		NA		583720

		PB95Q4				1769275				99.33		2.6		9839		468064		321507		35.5		146557		36.7				65248		41262		34.6		23986		37.3				113095

		PB95Q3				1566964				99.22		2.9		11004		410451		253904		29.3		156547		35.5				58762		33031		29.8		25731		37.1				106780

		PB95Q2				1581130				99.27		1.9		11004		429755		263585		39.1		166170		45.3				74437		43914		40.2		30523		47.1				129029

		PB95Q1				1560132				99.02		1.9		11004		836674		592146		30		244528		53.9				178641		120788		48.9		57853		50.7				234816

		PB96		1996		7383604		NA		99.03		1.9		9946000		1957576		1321624		29.3		635952		38		NA		306329		193768		39.4		112561		40.2		NA		492464

		PB97		1997		7149878		0		98.31		2.8		10181881		2093272		1434087		46.8		659185		50		0		350997		228294		46.8		122703		51.1		0		476835

		PB98		1998		10076644		189830		98.84		2.2		10786099		2246049		1432419		50		813630		49.2		146493		429752		267682		50.2		162070		52.5		30002		671894

		PB99		1999		11012523		173678		99.07		1.5		10876907		2255024		1127512		37.9		1127512		37.9		126584		368452		184417		39.9		184035		40.6		18345		699113

		PB00		2000		11725320		202609		99.12		1.8		11167367		2313705		1316287		42.5		997418		41.6		68260		423436		227311		44.6		196125		46.9		5579		641027

		PB01		2001										11020967		2127958		1211527		27		916431		25.5		48837		350254		188219		28.9		162035		28.6		7961		449779

						# Total Access Lines		# Init. Trouble Reports		Initial per line		# Repeat Trouble Reports		repeat per line		Pacific		Pacific

		1993				8056000		2225074		0.2762008441		354736		0.0440337637		initial all other per line		rpt other per line

		1994				9532000		1549852		0.1625946286		312590		0.0327937474		0.0652864037		0.0131379564

		1995				9839000		2144944		0.2180042687		377088		0.0383258461		0.0725482264		0.0140352678

		1996				9946000		1957576		0.1968204303		306329		0.0307992158		0.0639404786		0.0113172129

		1997				10181881		2093272		0.2055879459		350997		0.034472707		0.0647409845		0.0120511131

		1998				10786099		2246049		0.2082355261		429752		0.0398431351		0.0754332034		0.0150258217

		1999				10876907		2255024		0.2073221735		368452		0.0338747035		0.1036610867		0.0169197916

		2000				11167367		2313705		0.2071844688		423436		0.0379172638		0.0893154134		0.0175623314

		2001				11020967		2127958		0.1930826941		350254		0.0317806958		0.0831534111		0.0147024304
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verizon

						# Installation Orders		Missed/Cust Reasons (MCR)		% Commitments Met		Average Interval (in days)		# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

						Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon

		GTC93		1993		1352574		NA		99.0675		NA		2425000		358930		NA		Verizon		NA		Verizon		NA		58889		NA		Verizon		NA		NA		NA		87955

		GTC93Q4				415746				99.27		NA		2425		93344		NA		NA		NA		NA				9878		NA		NA		NA		NA				23235

		GTC93Q3				388836				99		NA		2417		90506		NA		NA		NA		NA				9852		NA		NA		NA		NA				23094

		GTC93Q2				294832				99		NA		2413		66475		NA		NA		NA		NA				6952		NA		NA		NA		NA				17702

		GTC93Q1				253160				99		NA		2415		108605		NA		NA		NA		NA				32207		NA		NA		NA		NA				23924

		GTC94		1994		1428158		NA		99.5075		4.295		2473000		337275		140822		13.375		196452		10.08		NA		36719		12599		14.0675		24117		11.5525		NA		92789

		GTC94Q4				471845				99.6		5.61		2473		80180		33924		14.13		46256		9.66				9127		3173		15.61		5954		11.5				22325

		GTC94Q3				306297				99.57		4.37		2454		91207		36711		12.3		54496		9.16				9529		3149		13.04		6380		10.77				24276

		GTC94Q2				221357				99.57		4.4		2454		77233		32677		12.68		44555		9.64				8588		2986		12.71		5602		11.59				21504

		GTC94Q1				428659				99.29		2.8		2442		88655		37510		14.39		51145		11.86				9475		3291		14.91		6181		12.35				24684

		GTC95		1995		1727287		NA		99.5925		3.3425		2507000		404897		171245		17.105		233652		12.095		NA		46902		17379		16.5775		29523		13.5825		NA		137516

		GTC95Q4				390947				99.69		2.62		2507		89023		39118		16.02		49905		11.71				10412		4036		15.77		6376		12.73				30497

		GTC95Q3				464907				99.71		3.4		2491		91186		37883		15.72		53303		10.67				10204		3706		15.68		6498		12.64				29977

		GTC95Q2				428877				99.58		2.8		2485		85408		35824		18.34		49584		13				9642		3535		17.43		6107		14.48				29285

		GTC95Q1				442556				99.39		4.55		2481		139280		58420		18.34		80860		13				16644		6102		17.43		10542		14.48				47757

		GTC96		1996		2188660		NA		99.71		3.1		2597000		415171		177585		19.1		237586		15		NA		49446		20046		19.4		29400		16.9		NA		145618

		GTC97		1997		2480954		0		99.64		3.8		2715012		427015		191519		16		235496		14		0		50091		21367		17		28724		15		0		132401

		GTC98		1998		2954360		N/A		99.61		4.7		2849294		437647		197407		15.5		240240		13.5		263		53346		22536		15.7		30810		14.5		45		108452

		GTC99		1999		3243916		505		96.9		2.6		2855306		390236		157922		13.1		232314		12.1		855		41135		14608		14		26527		13.6		114		76674

		GTC00		2000		2695120		718		98.94		0.7		2880945		425113		186283		16.8		238830		14.6		1377		47727		18655		17.8		29072		16.4		271		81718

		GTC01		2001										2870384		393974		175551		22		218423		18.2		1740		46332		18278		22.9		28054		20.4		261		82878

				initial per line		initial oos per line		initial other per line		rpt per line		rpt oos per line		rpt other per line

		GTC93		0.1480123711						0.0242841237

		GTC94		0.1363829357		0.056943793		0.0794387384		0.0148479579		0.0050946219		0.0097521229

		GTC95		0.1615065816		0.0683067411		0.0931998404		0.0187084164		0.0069321899		0.0117762266

		GTC96		0.1598656142		0.068380824		0.0914847901		0.0190396611		0.0077189064		0.0113207547

		GTC97		0.1572792312		0.0705407564		0.0867384748		0.0184496422		0.0078699468		0.0105796954

		GTC98		0.1535984002		0.0692827767		0.0843156234		0.0187225327		0.0079093277		0.010813205

		GTC99		0.1366704654		0.0553082577		0.0813622078		0.0144065119		0.0051160891		0.0092904228

		GTC00		0.1475602623		0.0646603805		0.0828998818		0.0165664391		0.0064753058		0.0100911333
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						# Installation Orders		Missed/Cust Reasons (MCR)		% Commitments Met		Average Interval (in days)		# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

						Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific

		PB93		1993		6327038		NA		99.225		NA		8056000		2225074		NA		NA		NA		NA		NA		354736		NA		NA		NA		NA		NA		557455

		PB93Q4				1505004				99.31		NA		8056		462477		NA		NA		NA		NA				70887		NA		NA		NA		NA				114113

		PB93Q3				1706581				99.26		NA		9091		478129		NA		NA		NA		NA				72969		NA		NA		NA		NA				136277

		PB93Q2				1725918				99.33		NA		9091		493808		NA		NA		NA		NA				73960		NA		NA		NA		NA				132428

		PB93Q1				1389535				99		NA		9091		790660		NA		NA		NA		NA				136920		NA		NA		NA		NA				174637

		PB94		1994		6453473		NA		99.2925		1.825		9532000		1549852		927542		21.65		622310		23.57		NA		312590		187359		23.79		125231		25.78		NA		457345

		PB94Q4				1489047				99.2		2		9532		424076		269060		25.4		155016		27.8				91489		57869		26.5		33620		29.6				129979

		PB94Q3				1772203				99.26		2.1		9091		369551		210544		21.8		159007		23.88				76037		44120		23.36		31917		26.42				112933

		PB94Q2				1623796				99.37		1.9		9091		363175		206556		20		156619		20.6				68754		39169		21.4		29585		22.4				104431

		PB94Q1				1568427				99.34		1.3		9091		393050		241382		19.4		151668		22				76310		46201		23.9		30109		24.7				110002

		PB95		1995		6477501		NA		99.21		2.325		9839000		2144944		1431142		33.475		713802		42.85		NA		377088		238995		38.375		138093		43.05		NA		583720

		PB95Q4				1769275				99.33		2.6		9839		468064		321507		35.5		146557		36.7				65248		41262		34.6		23986		37.3				113095

		PB95Q3				1566964				99.22		2.9		11004		410451		253904		29.3		156547		35.5				58762		33031		29.8		25731		37.1				106780

		PB95Q2				1581130				99.27		1.9		11004		429755		263585		39.1		166170		45.3				74437		43914		40.2		30523		47.1				129029

		PB95Q1				1560132				99.02		1.9		11004		836674		592146		30		244528		53.9				178641		120788		48.9		57853		50.7				234816

		PB96		1996		7383604		NA		99.03		1.9		9946000		1957576		1321624		29.3		635952		38		NA		306329		193768		39.4		112561		40.2		NA		492464

		PB97		1997		7149878		0		98.31		2.8		10181881		2093272		1434087		46.8		659185		50		0		350997		228294		46.8		122703		51.1		0		476835

		PB98		1998		10076644		189830		98.84		2.2		10786099		2246049		1432419		50		813630		49.2		146493		429752		267682		50.2		162070		52.5		30002		671894

		PB99		1999		11012523		173678		99.07		1.5		10876907		2255024		1127512		37.9		1127512		37.9		126584		368452		184417		39.9		184035		40.6		18345		699113

		PB00		2000		11725320		202609		99.12		1.8		11167367		2313705		1316287		42.5		997418		41.6		68260		423436		227311		44.6		196125		46.9		5579		641027

		PB01		2001										11020967		2127958		1211527		27		916431		25.5		48837		350254		188219		28.9		162035		28.6		7961		449779

						# Total Access Lines		# Init. Trouble Reports		Initial per line		# Repeat Trouble Reports		repeat per line		Pacific		Pacific

		1993				8056000		2225074		0.2762008441		354736		0.0440337637		initial all other per line		rpt other per line

		1994				9532000		1549852		0.1625946286		312590		0.0327937474		0.0652864037		0.0131379564

		1995				9839000		2144944		0.2180042687		377088		0.0383258461		0.0725482264		0.0140352678

		1996				9946000		1957576		0.1968204303		306329		0.0307992158		0.0639404786		0.0113172129

		1997				10181881		2093272		0.2055879459		350997		0.034472707		0.0647409845		0.0120511131

		1998				10786099		2246049		0.2082355261		429752		0.0398431351		0.0754332034		0.0150258217

		1999				10876907		2255024		0.2073221735		368452		0.0338747035		0.1036610867		0.0169197916

		2000				11167367		2313705		0.2071844688		423436		0.0379172638		0.0893154134		0.0175623314

		2001				11020967		2127958		0.1930826941		350254		0.0317806958		0.0831534111		0.0147024304
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						# Installation Orders		Missed/Cust Reasons (MCR)		% Commitments Met		Average Interval (in days)		# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

						Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon

		GTC93		1993		1352574		NA		99.0675		NA		2425000		358930		NA		Verizon		NA		NA		NA		58889		NA		NA		NA		NA		NA		87955

		GTC93Q4				415746				99.27		NA		2425		93344		NA		NA		NA		NA				9878		NA		NA		NA		NA				23235

		GTC93Q3				388836				99		NA		2417		90506		NA		NA		NA		NA				9852		NA		NA		NA		NA				23094

		GTC93Q2				294832				99		NA		2413		66475		NA		NA		NA		NA				6952		NA		NA		NA		NA				17702

		GTC93Q1				253160				99		NA		2415		108605		NA		NA		NA		NA				32207		NA		NA		NA		NA				23924

		GTC94		1994		1428158		NA		99.5075		4.295		2473000		337275		140822		13.375		196452		10.08		NA		36719		12599		14.0675		24117		11.5525		NA		92789

		GTC94Q4				471845				99.6		5.61		2473		80180		33924		14.13		46256		9.66				9127		3173		15.61		5954		11.5				22325

		GTC94Q3				306297				99.57		4.37		2454		91207		36711		12.3		54496		9.16				9529		3149		13.04		6380		10.77				24276

		GTC94Q2				221357				99.57		4.4		2454		77233		32677		12.68		44555		9.64				8588		2986		12.71		5602		11.59				21504

		GTC94Q1				428659				99.29		2.8		2442		88655		37510		14.39		51145		11.86				9475		3291		14.91		6181		12.35				24684

		GTC95		1995		1727287		NA		99.5925		3.3425		2507000		404897		171245		17.105		233652		12.095		NA		46902		17379		16.5775		29523		13.5825		NA		137516

		GTC95Q4				390947				99.69		2.62		2507		89023		39118		16.02		49905		11.71				10412		4036		15.77		6376		12.73				30497

		GTC95Q3				464907				99.71		3.4		2491		91186		37883		15.72		53303		10.67				10204		3706		15.68		6498		12.64				29977

		GTC95Q2				428877				99.58		2.8		2485		85408		35824		18.34		49584		13				9642		3535		17.43		6107		14.48				29285

		GTC95Q1				442556				99.39		4.55		2481		139280		58420		18.34		80860		13				16644		6102		17.43		10542		14.48				47757

		GTC96		1996		2188660		NA		99.71		3.1		2597000		415171		177585		19.1		237586		15		NA		49446		20046		19.4		29400		16.9		NA		145618

		GTC97		1997		2480954		0		99.64		3.8		2715012		427015		191519		16		235496		14		0		50091		21367		17		28724		15		0		132401

		GTC98		1998		2954360		N/A		99.61		4.7		2849294		437647		197407		15.5		240240		13.5		263		53346		22536		15.7		30810		14.5		45		108452

		GTC99		1999		3243916		505		96.9		2.6		2855306		390236		157922		13.1		232314		12.1		855		41135		14608		14		26527		13.6		114		76674

		GTC00		2000		2695120		718		98.94		0.7		2880945		425113		186283		16.8		238830		14.6		1377		47727		18655		17.8		29072		16.4		271		81718

		GTC01		2001										2870384		393974		175551		22		218423		18.2		1740		46332		18278		22.9		28054		20.4		261		82878

				initial per line		initial oos per line		initial other per line		rpt per line		rpt oos per line		rpt other per line

		GTC93		0.1480123711						0.0242841237

		GTC94		0.1363829357		0.056943793		0.0794387384		0.0148479579		0.0050946219		0.0097521229

		GTC95		0.1615065816		0.0683067411		0.0931998404		0.0187084164		0.0069321899		0.0117762266

		GTC96		0.1598656142		0.068380824		0.0914847901		0.0190396611		0.0077189064		0.0113207547

		GTC97		0.1572792312		0.0705407564		0.0867384748		0.0184496422		0.0078699468		0.0105796954

		GTC98		0.1535984002		0.0692827767		0.0843156234		0.0187225327		0.0079093277		0.010813205

		GTC99		0.1366704654		0.0553082577		0.0813622078		0.0144065119		0.0051160891		0.0092904228

		GTC00		0.1475602623		0.0646603805		0.0828998818		0.0165664391		0.0064753058		0.0100911333
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				Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon

		1993-1				30722												9724

		1993-2				25654												3586

		1993-3				33597												4421

		1993-4				38050												5290
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		1994-3				40674		16353		10.85		24321		8.68				5716		2064		11.68		3652		9.72
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		1995-2				31449		11278		12.07		20171		9.99				4377		1391		11.16		2986		9.48
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						Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon

		GTC93		1993		1352574		NA		99.0675		NA		2425000		358930		NA		NA		NA		NA		NA		58889		NA		NA		NA		NA		NA		87955

		GTC93Q4				415746				99.27		NA		2425		93344		NA		NA		NA		NA				9878		NA		NA		NA		NA				23235

		GTC93Q3				388836				99		NA		2417		90506		NA		NA		NA		NA				9852		NA		NA		NA		NA				23094

		GTC93Q2				294832				99		NA		2413		66475		NA		NA		NA		NA				6952		NA		NA		NA		NA				17702

		GTC93Q1				253160				99		NA		2415		108605		NA		NA		NA		NA				32207		NA		NA		NA		NA				23924

		GTC94		1994		1428158		NA		99.5075		4.295		2473000		337275		140822		13.375		196452		10.08		NA		36719		12599		14.0675		24117		11.5525		NA		92789

		GTC94Q4				471845				99.6		5.61		2473		80180		33924		14.13		46256		9.66				9127		3173		15.61		5954		11.5				22325

		GTC94Q3				306297				99.57		4.37		2454		91207		36711		12.3		54496		9.16				9529		3149		13.04		6380		10.77				24276

		GTC94Q2				221357				99.57		4.4		2454		77233		32677		12.68		44555		9.64				8588		2986		12.71		5602		11.59				21504

		GTC94Q1				428659				99.29		2.8		2442		88655		37510		14.39		51145		11.86				9475		3291		14.91		6181		12.35				24684

		GTC95		1995		1727287		NA		99.5925		3.3425		2507000		404897		171245		17.105		233652		12.095		NA		46902		17379		16.5775		29523		13.5825		NA		137516

		GTC95Q4				390947				99.69		2.62		2507		89023		39118		16.02		49905		11.71				10412		4036		15.77		6376		12.73				30497

		GTC95Q3				464907				99.71		3.4		2491		91186		37883		15.72		53303		10.67				10204		3706		15.68		6498		12.64				29977

		GTC95Q2				428877				99.58		2.8		2485		85408		35824		18.34		49584		13				9642		3535		17.43		6107		14.48				29285

		GTC95Q1				442556				99.39		4.55		2481		139280		58420		18.34		80860		13				16644		6102		17.43		10542		14.48				47757

		GTC96		1996		2188660		NA		99.71		3.1		2597000		415171		177585		19.1		237586		15		NA		49446		20046		19.4		29400		16.9		NA		145618

		GTC97		1997		2480954		0		99.64		3.8		2715012		427015		191519		16		235496		14		0		50091		21367		17		28724		15		0		132401

		GTC98		1998		2954360		N/A		99.61		4.7		2849294		437647		197407		15.5		240240		13.5		263		53346		22536		15.7		30810		14.5		45		108452

		GTC99		1999		3243916		505		96.9		2.6		2855306		390236		157922		13.1		232314		12.1		855		41135		14608		14		26527		13.6		114		76674

		GTC00		2000		2695120		718		98.94		0.7		2880945		425113		186283		16.8		238830		14.6		1377		47727		18655		17.8		29072		16.4		271		81718

		GTC01												2870384		393974		175551		22		218423		18.2		1740		46332		18278		22.9		28054		20.4		261		82878

				initial per line		initial oos per line		initial other per line		rpt per line		rpt oos per line		rpt other per line

		GTC93		0.1480123711						0.0242841237

		GTC94		0.1363829357		0.056943793		0.0794387384		0.0148479579		0.0050946219		0.0097521229

		GTC95		0.1615065816		0.0683067411		0.0931998404		0.0187084164		0.0069321899		0.0117762266

		GTC96		0.1598656142		0.068380824		0.0914847901		0.0190396611		0.0077189064		0.0113207547

		GTC97		0.1572792312		0.0705407564		0.0867384748		0.0184496422		0.0078699468		0.0105796954

		GTC98		0.1535984002		0.0692827767		0.0843156234		0.0187225327		0.0079093277		0.010813205

		GTC99		0.1366704654		0.0553082577		0.0813622078		0.0144065119		0.0051160891		0.0092904228

		GTC00		0.1475602623		0.0646603805		0.0828998818		0.0165664391		0.0064753058		0.0100911333
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						Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific

		PB93		1993		6327038		NA		99.225		NA		8056000		2225074		NA		NA		NA		NA		NA		354736		NA		NA		NA		NA		NA		557455

		PB93Q4				1505004				99.31		NA		8056		462477		NA		NA		NA		NA				70887		NA		NA		NA		NA				114113

		PB93Q3				1706581				99.26		NA		9091		478129		NA		NA		NA		NA				72969		NA		NA		NA		NA				136277

		PB93Q2				1725918				99.33		NA		9091		493808		NA		NA		NA		NA				73960		NA		NA		NA		NA				132428

		PB93Q1				1389535				99		NA		9091		790660		NA		NA		NA		NA				136920		NA		NA		NA		NA				174637

		PB94		1994		6453473		NA		99.2925		1.825		9532000		1549852		927542		21.65		622310		23.57		NA		312590		187359		23.79		125231		25.78		NA		457345

		PB94Q4				1489047				99.2		2		9532		424076		269060		25.4		155016		27.8				91489		57869		26.5		33620		29.6				129979

		PB94Q3				1772203				99.26		2.1		9091		369551		210544		21.8		159007		23.88				76037		44120		23.36		31917		26.42				112933

		PB94Q2				1623796				99.37		1.9		9091		363175		206556		20		156619		20.6				68754		39169		21.4		29585		22.4				104431

		PB94Q1				1568427				99.34		1.3		9091		393050		241382		19.4		151668		22				76310		46201		23.9		30109		24.7				110002

		PB95		1995		6477501		NA		99.21		2.325		9839000		2144944		1431142		33.475		713802		42.85		NA		377088		238995		38.375		138093		43.05		NA		583720

		PB95Q4				1769275				99.33		2.6		9839		468064		321507		35.5		146557		36.7				65248		41262		34.6		23986		37.3				113095

		PB95Q3				1566964				99.22		2.9		11004		410451		253904		29.3		156547		35.5				58762		33031		29.8		25731		37.1				106780

		PB95Q2				1581130				99.27		1.9		11004		429755		263585		39.1		166170		45.3				74437		43914		40.2		30523		47.1				129029

		PB95Q1				1560132				99.02		1.9		11004		836674		592146		30		244528		53.9				178641		120788		48.9		57853		50.7				234816

		PB96		1996		7383604		NA		99.03		1.9		9946000		1957576		1321624		29.3		635952		38		NA		306329		193768		39.4		112561		40.2		NA		492464

		PB97		1997		7149878		0		98.31		2.8		10181881		2093272		1434087		46.8		659185		50		0		350997		228294		46.8		122703		51.1		0		476835

		PB98		1998		10076644		189830		98.84		2.2		10786099		2246049		1432419		50		813630		49.2		146493		429752		267682		50.2		162070		52.5		30002		671894

		PB99		1999		11012523		173678		99.07		1.5		10876907		2255024		1127512		37.9		1127512		37.9		126584		368452		184417		39.9		184035		40.6		18345		699113

		PB00		2000		11725320		202609		99.12		1.8		11167367		2313705		1316287		42.5		997418		41.6		68260		423436		227311		44.6		196125		46.9		5579		641027

		PB01		2001										11020967		2127958		1211527		27		916431		25.5		48837		350254		188219		28.9		162035		28.6		7961		449779

						# Total Access Lines		# Init. Trouble Reports		Initial per line		# Repeat Trouble Reports		repeat per line		Pacific		Pacific

		1993				8056000		2225074		0.2762008441		354736		0.0440337637		initial all other per line		rpt other per line

		1994				9532000		1549852		0.1625946286		312590		0.0327937474		65286.4036928242		13137.9563575325

		1995				9839000		2144944		0.2180042687		377088		0.0383258461		72548.226445777		14035.2678117695

		1996				9946000		1957576		0.1968204303		306329		0.0307992158		63940.4785843555		11317.2129499296

		1997				10181881		2093272		0.2055879459		350997		0.034472707		64740.9844998188		12051.1131489358

		1998				10786099		2246049		0.2082355261		429752		0.0398431351		75433.2034222938		15025.8216617519

		1999				10876907		2255024		0.2073221735		368452		0.0338747035		103661.086740927		16919.7916282634

		2000				11167367		2313705		0.2071844688		423436		0.0379172638		89315.4133825816		17562.331389306

		2001				11020967		2127958		0.1930826941		350254		0.0317806958		83153.4111298945		14702.4303765722
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		GTC93		1993		1352574		NA		99.0675		NA		2425000		358930		NA		Verizon		NA		Verizon		NA		58889		NA		Verizon		NA		Verizon		NA		87955

		GTC93Q4				415746				99.27		NA		2425		93344		NA		NA		NA		NA				9878		NA		NA		NA		NA				23235

		GTC93Q3				388836				99		NA		2417		90506		NA		NA		NA		NA				9852		NA		NA		NA		NA				23094

		GTC93Q2				294832				99		NA		2413		66475		NA		NA		NA		NA				6952		NA		NA		NA		NA				17702

		GTC93Q1				253160				99		NA		2415		108605		NA		NA		NA		NA				32207		NA		NA		NA		NA				23924

		GTC94		1994		1428158		NA		99.5075		4.295		2473000		337275		140822		13.375		196452		10.08		NA		36719		12599		14.0675		24117		11.5525		NA		92789

		GTC94Q4				471845				99.6		5.61		2473		80180		33924		14.13		46256		9.66				9127		3173		15.61		5954		11.5				22325

		GTC94Q3				306297				99.57		4.37		2454		91207		36711		12.3		54496		9.16				9529		3149		13.04		6380		10.77				24276

		GTC94Q2				221357				99.57		4.4		2454		77233		32677		12.68		44555		9.64				8588		2986		12.71		5602		11.59				21504

		GTC94Q1				428659				99.29		2.8		2442		88655		37510		14.39		51145		11.86				9475		3291		14.91		6181		12.35				24684

		GTC95		1995		1727287		NA		99.5925		3.3425		2507000		404897		171245		17.105		233652		12.095		NA		46902		17379		16.5775		29523		13.5825		NA		137516

		GTC95Q4				390947				99.69		2.62		2507		89023		39118		16.02		49905		11.71				10412		4036		15.77		6376		12.73				30497

		GTC95Q3				464907				99.71		3.4		2491		91186		37883		15.72		53303		10.67				10204		3706		15.68		6498		12.64				29977

		GTC95Q2				428877				99.58		2.8		2485		85408		35824		18.34		49584		13				9642		3535		17.43		6107		14.48				29285

		GTC95Q1				442556				99.39		4.55		2481		139280		58420		18.34		80860		13				16644		6102		17.43		10542		14.48				47757

		GTC96		1996		2188660		NA		99.71		3.1		2597000		415171		177585		19.1		237586		15		NA		49446		20046		19.4		29400		16.9		NA		145618

		GTC97		1997		2480954		0		99.64		3.8		2715012		427015		191519		16		235496		14		0		50091		21367		17		28724		15		0		132401

		GTC98		1998		2954360		N/A		99.61		4.7		2849294		437647		197407		15.5		240240		13.5		263		53346		22536		15.7		30810		14.5		45		108452

		GTC99		1999		3243916		505		96.9		2.6		2855306		390236		157922		13.1		232314		12.1		855		41135		14608		14		26527		13.6		114		76674

		GTC00		2000		2695120		718		98.94		0.7		2880945		425113		186283		16.8		238830		14.6		1377		47727		18655		17.8		29072		16.4		271		81718

		GTC01		2001										2870384		393974		175551		22		218423		18.2		1740		46332		18278		22.9		28054		20.4		261		82878

				initial per line		initial oos per line		initial other per line		rpt per line		rpt oos per line		rpt other per line

		GTC93		0.1480123711						0.0242841237

		GTC94		0.1363829357		0.056943793		0.0794387384		0.0148479579		0.0050946219		0.0097521229

		GTC95		0.1615065816		0.0683067411		0.0931998404		0.0187084164		0.0069321899		0.0117762266

		GTC96		0.1598656142		0.068380824		0.0914847901		0.0190396611		0.0077189064		0.0113207547

		GTC97		0.1572792312		0.0705407564		0.0867384748		0.0184496422		0.0078699468		0.0105796954

		GTC98		0.1535984002		0.0692827767		0.0843156234		0.0187225327		0.0079093277		0.010813205

		GTC99		0.1366704654		0.0553082577		0.0813622078		0.0144065119		0.0051160891		0.0092904228

		GTC00		0.1475602623		0.0646603805		0.0828998818		0.0165664391		0.0064753058		0.0100911333
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						Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific

		PB93		1993		6327038		NA		99.225		NA		8056000		2225074		NA		NA		NA		NA		NA		354736		NA		NA		NA		NA		NA		557455

		PB93Q4				1505004				99.31		NA		8056		462477		NA		NA		NA		NA				70887		NA		NA		NA		NA				114113

		PB93Q3				1706581				99.26		NA		9091		478129		NA		NA		NA		NA				72969		NA		NA		NA		NA				136277

		PB93Q2				1725918				99.33		NA		9091		493808		NA		NA		NA		NA				73960		NA		NA		NA		NA				132428

		PB93Q1				1389535				99		NA		9091		790660		NA		NA		NA		NA				136920		NA		NA		NA		NA				174637

		PB94		1994		6453473		NA		99.2925		1.825		9532000		1549852		927542		21.65		622310		23.57		NA		312590		187359		23.79		125231		25.78		NA		457345

		PB94Q4				1489047				99.2		2		9532		424076		269060		25.4		155016		27.8				91489		57869		26.5		33620		29.6				129979

		PB94Q3				1772203				99.26		2.1		9091		369551		210544		21.8		159007		23.88				76037		44120		23.36		31917		26.42				112933

		PB94Q2				1623796				99.37		1.9		9091		363175		206556		20		156619		20.6				68754		39169		21.4		29585		22.4				104431

		PB94Q1				1568427				99.34		1.3		9091		393050		241382		19.4		151668		22				76310		46201		23.9		30109		24.7				110002

		PB95		1995		6477501		NA		99.21		2.325		9839000		2144944		1431142		33.475		713802		42.85		NA		377088		238995		38.375		138093		43.05		NA		583720

		PB95Q4				1769275				99.33		2.6		9839		468064		321507		35.5		146557		36.7				65248		41262		34.6		23986		37.3				113095

		PB95Q3				1566964				99.22		2.9		11004		410451		253904		29.3		156547		35.5				58762		33031		29.8		25731		37.1				106780

		PB95Q2				1581130				99.27		1.9		11004		429755		263585		39.1		166170		45.3				74437		43914		40.2		30523		47.1				129029

		PB95Q1				1560132				99.02		1.9		11004		836674		592146		30		244528		53.9				178641		120788		48.9		57853		50.7				234816

		PB96		1996		7383604		NA		99.03		1.9		9946000		1957576		1321624		29.3		635952		38		NA		306329		193768		39.4		112561		40.2		NA		492464

		PB97		1997		7149878		0		98.31		2.8		10181881		2093272		1434087		46.8		659185		50		0		350997		228294		46.8		122703		51.1		0		476835

		PB98		1998		10076644		189830		98.84		2.2		10786099		2246049		1432419		50		813630		49.2		146493		429752		267682		50.2		162070		52.5		30002		671894

		PB99		1999		11012523		173678		99.07		1.5		10876907		2255024		1127512		37.9		1127512		37.9		126584		368452		184417		39.9		184035		40.6		18345		699113

		PB00		2000		11725320		202609		99.12		1.8		11167367		2313705		1316287		42.5		997418		41.6		68260		423436		227311		44.6		196125		46.9		5579		641027

		PB01		2001										11020967		2127958		1211527		27		916431		25.5		48837		350254		188219		28.9		162035		28.6		7961		449779

						# Total Access Lines		# Init. Trouble Reports		Initial per line		# Repeat Trouble Reports		repeat per line		Pacific		Pacific

		1993				8056000		2225074		0.2762008441		354736		0.0440337637		initial all other per line		rpt other per line

		1994				9532000		1549852		0.1625946286		312590		0.0327937474		0.0652864037		0.0131379564

		1995				9839000		2144944		0.2180042687		377088		0.0383258461		0.0725482264		0.0140352678

		1996				9946000		1957576		0.1968204303		306329		0.0307992158		0.0639404786		0.0113172129

		1997				10181881		2093272		0.2055879459		350997		0.034472707		0.0647409845		0.0120511131

		1998				10786099		2246049		0.2082355261		429752		0.0398431351		0.0754332034		0.0150258217

		1999				10876907		2255024		0.2073221735		368452		0.0338747035		0.1036610867		0.0169197916

		2000				11167367		2313705		0.2071844688		423436		0.0379172638		0.0893154134		0.0175623314

		2001				11020967		2127958		0.1930826941		350254		0.0317806958		0.0831534111		0.0147024304
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						Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon

		GTC93		1993		1352574		NA		99.0675		NA		2425000		358930		NA		NA		NA		NA		NA		58889		NA		NA		NA		NA		NA		87955

		GTC93Q4				415746				99.27		NA		2425		93344		NA		NA		NA		NA				9878		NA		NA		NA		NA				23235

		GTC93Q3				388836				99		NA		2417		90506		NA		NA		NA		NA				9852		NA		NA		NA		NA				23094

		GTC93Q2				294832				99		NA		2413		66475		NA		NA		NA		NA				6952		NA		NA		NA		NA				17702

		GTC93Q1				253160				99		NA		2415		108605		NA		NA		NA		NA				32207		NA		NA		NA		NA				23924

		GTC94		1994		1428158		NA		99.5075		4.295		2473000		337275		140822		13.375		196452		10.08		NA		36719		12599		14.0675		24117		11.5525		NA		92789

		GTC94Q4				471845				99.6		5.61		2473		80180		33924		14.13		46256		9.66				9127		3173		15.61		5954		11.5				22325

		GTC94Q3				306297				99.57		4.37		2454		91207		36711		12.3		54496		9.16				9529		3149		13.04		6380		10.77				24276

		GTC94Q2				221357				99.57		4.4		2454		77233		32677		12.68		44555		9.64				8588		2986		12.71		5602		11.59				21504

		GTC94Q1				428659				99.29		2.8		2442		88655		37510		14.39		51145		11.86				9475		3291		14.91		6181		12.35				24684

		GTC95		1995		1727287		NA		99.5925		3.3425		2507000		404897		171245		17.105		233652		12.095		NA		46902		17379		16.5775		29523		13.5825		NA		137516

		GTC95Q4				390947				99.69		2.62		2507		89023		39118		16.02		49905		11.71				10412		4036		15.77		6376		12.73				30497

		GTC95Q3				464907				99.71		3.4		2491		91186		37883		15.72		53303		10.67				10204		3706		15.68		6498		12.64				29977

		GTC95Q2				428877				99.58		2.8		2485		85408		35824		18.34		49584		13				9642		3535		17.43		6107		14.48				29285

		GTC95Q1				442556				99.39		4.55		2481		139280		58420		18.34		80860		13				16644		6102		17.43		10542		14.48				47757

		GTC96		1996		2188660		NA		99.71		3.1		2597000		415171		177585		19.1		237586		15		NA		49446		20046		19.4		29400		16.9		NA		145618

		GTC97		1997		2480954		0		99.64		3.8		2715012		427015		191519		16		235496		14		0		50091		21367		17		28724		15		0		132401

		GTC98		1998		2954360		N/A		99.61		4.7		2849294		437647		197407		15.5		240240		13.5		263		53346		22536		15.7		30810		14.5		45		108452

		GTC99		1999		3243916		505		96.9		2.6		2855306		390236		157922		13.1		232314		12.1		855		41135		14608		14		26527		13.6		114		76674

		GTC00		2000		2695120		718		98.94		0.7		2880945		425113		186283		16.8		238830		14.6		1377		47727		18655		17.8		29072		16.4		271		81718

		GTC01												2870384		393974		175551		22		218423		18.2		1740		46332		18278		22.9		28054		20.4		261		82878

				initial per line		initial oos per line		initial other per line		rpt per line		rpt oos per line		rpt other per line

		GTC93		0.1480123711						0.0242841237

		GTC94		0.1363829357		0.056943793		0.0794387384		0.0148479579		0.0050946219		0.0097521229

		GTC95		0.1615065816		0.0683067411		0.0931998404		0.0187084164		0.0069321899		0.0117762266

		GTC96		0.1598656142		0.068380824		0.0914847901		0.0190396611		0.0077189064		0.0113207547

		GTC97		0.1572792312		0.0705407564		0.0867384748		0.0184496422		0.0078699468		0.0105796954

		GTC98		0.1535984002		0.0692827767		0.0843156234		0.0187225327		0.0079093277		0.010813205

		GTC99		0.1366704654		0.0553082577		0.0813622078		0.0144065119		0.0051160891		0.0092904228

		GTC00		0.1475602623		0.0646603805		0.0828998818		0.0165664391		0.0064753058		0.0100911333
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Chart 1
Business Initial Out-of-Service Repair Interval
Source: ARMIS Report 43-05, Tables lla and llb, Column ai,
Row 145
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Source: ARMIS Report 43-05, Tables lla and llb, Column ai,
Row 149

12.945

16.725

17.4

19.4

19.6

18.7

18.5

13.9



pbrepother

		1994

		1995

		1996

		1997

		1998

		1999

		2000

		2001



Pacific

Year

Number

Number of Business Repeat All Other Trouble Reports

66411

66939

56424

36468

39593

38037

36019

25554



pbrepotherint

		1994

		1995

		1996

		1997

		1998

		1999

		2000

		2001



Pacific

Year

Hours

Business Repeat All Other Repair Interval

18.6875

22.45

22.9

20

17.8

19.4

19.9

13.3



pb

				# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

				Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific

		1993-1				105122												37570

		1993-2				168418												31370

		1993-3				175115												33093

		1993-4				154232												27892

		1993		8887000		602887		Pacific		Pacific		Pacific		Pacific				129925		Pacific		Pacific		Pacific		Pacific

		1994-1				128014		64627		11.2		63387		14.9				27231		10855		12.6		16376		17.7

		1994-2				122370		59301		10.8		63069		15.4				26354		9996		12.8		16358		18.4

		1994-3				128397		63404		12.04		64993		16.22				28744		11357		13.28		17387		19.65

		1994-4				130167		68333		12.2		61834		16.9				28915		12625		13.1		16290		19

		1994		5576000		508948		255665		11.56		253283		15.855				111244		44833		12.945		66411		18.6875

		1995-1				185215		110736		17.9		74479		20.2				38933		19715		18.2		19218		21.8

		1995-2				137145		69777		14.2		67368		20				27575		10663		15.9		16912		20.6

		1995-3				133407		68752		13.7		64655		19.8				25799		8954		16.6		16845		24.1

		1995-4				133390		76823		14.3		56567		19.4				23467		9503		16.2		13964		23.3

		1995		5854000		589157		326088		15.025		263069		19.85				115774		48835		16.725		66939		22.45

		1996		6153000		584284		330262		14.8		254022		20.2				98643		42219		17.4		56424		22.9

		1997		6646434		546128		345347		16.6		200781		16.3				82334		45866		19.4		36468		20

		1998		7030147		537689		345199		17.1		192490		14				87720		48127		19.6		39593		17.8

		1999		7044833		510271		300762		15.7		209509		14.7				75602		37565		18.7		38037		19.4

		2000		6687867		522055		323115		16.5		198940		15.7				77916		41897		18.5		36019		19.9

		2001		6399030		451451		286380		12.5		165071		11				58631		33077		13.9		25554		13.3
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verizon

				# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

				Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon

		1993-1				30722												9724

		1993-2				25654												3586

		1993-3				33597												4421

		1993-4				38050												5290

		1993		1048000		128023		Verizon		Verizon		Verizon		Verizon				23021		Verizon		Verizon		Verizon		Verizon

		1994-1				39520		16819		11.36		22701		9.95				5890		2323		11.26		3567		10.27

		1994-2				34428		14652		11.14		19776		8.99				5339		2106		11.71		3233		10.16

		1994-3				40674		16353		10.85		24321		8.68				5716		2064		11.68		3652		9.72

		1994-4				35743		15211		11.47		20531		8.83				5674		2238		12.2		3436		9.58

		1994		1100000		150365		63035		11.205		87329		9.1125				22619		8731		11.7125		13888		9.9325

		1995-1				51286		18392		12.07		32894		9.99				7555		2401		11.16		5154		9.48

		1995-2				31449		11278		12.07		20171		9.99				4377		1391		11.16		2986		9.48

		1995-3				35562		12294		10.53		23268		8.74				5086		1467		9.56		3619		9.2

		1995-4				31150		11435		10.65		19715		9.17				4350		1344		9.83		3006		8.86

		1995		1155000		149447		53399		11.33		96048		9.4725				21368		6603		10.4275		14765		9.255

		1996		1246000		134321		47264		11.7		87057		10.1				36688		25120		12.3		11568		10.7

		1997		1302313		137572		54555		11		83017		10				16278		5865		11		10413		10

		1998		1364635		137777		54537		10.4		83240		9.5				17010		6178		10.7		10832		10.1

		1999		1475091		118885		45930		9.2		72955		8.7				13635		4826		10.2		8809		9.5

		2000		1484815		118376		51098		9.2		67278		8.1				13668		5410		10.1		8258		8.8

		2001		1438543		114827		45792		11.7		69035		10.5				12857		4639		13.3		8218		12.1
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Sheet1

						# Installation Orders		Missed/Cust Reasons (MCR)		% Commitments Met		Average Interval (in days)		# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

						Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific

		PB93		1993		6327038		NA		99.225		NA		8056000		2225074		NA		NA		NA		NA		NA		354736		NA		NA		NA		NA		NA		557455

		PB93Q4				1505004				99.31		NA		8056		462477		NA		NA		NA		NA				70887		NA		NA		NA		NA				114113

		PB93Q3				1706581				99.26		NA		9091		478129		NA		NA		NA		NA				72969		NA		NA		NA		NA				136277

		PB93Q2				1725918				99.33		NA		9091		493808		NA		NA		NA		NA				73960		NA		NA		NA		NA				132428

		PB93Q1				1389535				99		NA		9091		790660		NA		NA		NA		NA				136920		NA		NA		NA		NA				174637

		PB94		1994		6453473		NA		99.2925		1.825		9532000		1549852		927542		21.65		622310		23.57		NA		312590		187359		23.79		125231		25.78		NA		457345

		PB94Q4				1489047				99.2		2		9532		424076		269060		25.4		155016		27.8				91489		57869		26.5		33620		29.6				129979

		PB94Q3				1772203				99.26		2.1		9091		369551		210544		21.8		159007		23.88				76037		44120		23.36		31917		26.42				112933

		PB94Q2				1623796				99.37		1.9		9091		363175		206556		20		156619		20.6				68754		39169		21.4		29585		22.4				104431

		PB94Q1				1568427				99.34		1.3		9091		393050		241382		19.4		151668		22				76310		46201		23.9		30109		24.7				110002

		PB95		1995		6477501		NA		99.21		2.325		9839000		2144944		1431142		33.475		713802		42.85		NA		377088		238995		38.375		138093		43.05		NA		583720

		PB95Q4				1769275				99.33		2.6		9839		468064		321507		35.5		146557		36.7				65248		41262		34.6		23986		37.3				113095

		PB95Q3				1566964				99.22		2.9		11004		410451		253904		29.3		156547		35.5				58762		33031		29.8		25731		37.1				106780

		PB95Q2				1581130				99.27		1.9		11004		429755		263585		39.1		166170		45.3				74437		43914		40.2		30523		47.1				129029
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						# Total Access Lines		# Init. Trouble Reports		Initial per line		# Repeat Trouble Reports		repeat per line		Pacific		Pacific

		1993				8056000		2225074		0.2762008441		354736		0.0440337637		initial all other per line		rpt other per line

		1994				9532000		1549852		0.1625946286		312590		0.0327937474		0.0652864037		0.0131379564

		1995				9839000		2144944		0.2180042687		377088		0.0383258461		0.0725482264		0.0140352678

		1996				9946000		1957576		0.1968204303		306329		0.0307992158		0.0639404786		0.0113172129

		1997				10181881		2093272		0.2055879459		350997		0.034472707		0.0647409845		0.0120511131

		1998				10786099		2246049		0.2082355261		429752		0.0398431351		0.0754332034		0.0150258217

		1999				10876907		2255024		0.2073221735		368452		0.0338747035		0.1036610867		0.0169197916

		2000				11167367		2313705		0.2071844688		423436		0.0379172638		0.0893154134		0.0175623314

		2001				11020967		2127958		0.1930826941		350254		0.0317806958		0.0831534111		0.0147024304
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		GTC93Q1				253160				99		NA		2415		108605		NA		NA		NA		NA				32207		NA		NA		NA		NA				23924
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		GTC94Q1				428659				99.29		2.8		2442		88655		37510		14.39		51145		11.86				9475		3291		14.91		6181		12.35				24684

		GTC95		1995		1727287		NA		99.5925		3.3425		2507000		404897		171245		17.105		233652		12.095		NA		46902		17379		16.5775		29523		13.5825		NA		137516

		GTC95Q4				390947				99.69		2.62		2507		89023		39118		16.02		49905		11.71				10412		4036		15.77		6376		12.73				30497

		GTC95Q3				464907				99.71		3.4		2491		91186		37883		15.72		53303		10.67				10204		3706		15.68		6498		12.64				29977

		GTC95Q2				428877				99.58		2.8		2485		85408		35824		18.34		49584		13				9642		3535		17.43		6107		14.48				29285

		GTC95Q1				442556				99.39		4.55		2481		139280		58420		18.34		80860		13				16644		6102		17.43		10542		14.48				47757

		GTC96		1996		2188660		NA		99.71		3.1		2597000		415171		177585		19.1		237586		15		NA		49446		20046		19.4		29400		16.9		NA		145618

		GTC97		1997		2480954		0		99.64		3.8		2715012		427015		191519		16		235496		14		0		50091		21367		17		28724		15		0		132401

		GTC98		1998		2954360		N/A		99.61		4.7		2849294		437647		197407		15.5		240240		13.5		263		53346		22536		15.7		30810		14.5		45		108452

		GTC99		1999		3243916		505		96.9		2.6		2855306		390236		157922		13.1		232314		12.1		855		41135		14608		14		26527		13.6		114		76674

		GTC00		2000		2695120		718		98.94		0.7		2880945		425113		186283		16.8		238830		14.6		1377		47727		18655		17.8		29072		16.4		271		81718

		GTC01												2870384		393974		175551		22		218423		18.2		1740		46332		18278		22.9		28054		20.4		261		82878

				initial per line		initial oos per line		initial other per line		rpt per line		rpt oos per line		rpt other per line

		GTC93		0.1480123711						0.0242841237

		GTC94		0.1363829357		0.056943793		0.0794387384		0.0148479579		0.0050946219		0.0097521229

		GTC95		0.1615065816		0.0683067411		0.0931998404		0.0187084164		0.0069321899		0.0117762266

		GTC96		0.1598656142		0.068380824		0.0914847901		0.0190396611		0.0077189064		0.0113207547

		GTC97		0.1572792312		0.0705407564		0.0867384748		0.0184496422		0.0078699468		0.0105796954

		GTC98		0.1535984002		0.0692827767		0.0843156234		0.0187225327		0.0079093277		0.010813205

		GTC99		0.1366704654		0.0553082577		0.0813622078		0.0144065119		0.0051160891		0.0092904228

		GTC00		0.1475602623		0.0646603805		0.0828998818		0.0165664391		0.0064753058		0.0100911333
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				Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific		Pacific

		1993-1				105122												37570
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		1993-3				175115												33093

		1993-4				154232												27892
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11.7125
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13888

14765

11568

10413

10832
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9.9325

9.255

10.7

10
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9.5
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verizon

				# Total Access Lines		# Init. Trouble Reports		Initial - # Out-of-Svc. Trbl. Rpts.		Initial - Out-of-Svc. Rpt. Intvl. (in hours)		Initial - # All Other Trbl. Rpts.		Initial - All Other Rpt. Intvl. (in hours)		Initial - Subsequent-Initial Trbl. Rpts.		# Repeat Trouble Reports		Repeat - # Out-of-Svc. Trbl. Rpts.		Repeat - Out-of-Svc. Rpr. Intvl. (in hours)		Repeat - # All Other Trbl. Rpts.		Repeat - All Other Rpt. Intvl. (in hours)		Repeat - Subsequent-Repeat Trbl. Rpts.		# Total No Trouble Found

				Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon		Verizon

		1993-1				30722												9724

		1993-2				25654												3586

		1993-3				33597												4421

		1993-4				38050												5290

		1993		1048000		128023		Verizon		Verizon		Verizon		Verizon				23021		Verizon		Verizon		Verizon		Verizon

		1994-1				39520		16819		11.36		22701		9.95				5890		2323		11.26		3567		10.27

		1994-2				34428		14652		11.14		19776		8.99				5339		2106		11.71		3233		10.16

		1994-3				40674		16353		10.85		24321		8.68				5716		2064		11.68		3652		9.72

		1994-4				35743		15211		11.47		20531		8.83				5674		2238		12.2		3436		9.58

		1994		1100000		150365		63035		11.205		87329		9.1125				22619		8731		11.7125		13888		9.9325

		1995-1				51286		18392		12.07		32894		9.99				7555		2401		11.16		5154		9.48

		1995-2				31449		11278		12.07		20171		9.99				4377		1391		11.16		2986		9.48

		1995-3				35562		12294		10.53		23268		8.74				5086		1467		9.56		3619		9.2

		1995-4				31150		11435		10.65		19715		9.17				4350		1344		9.83		3006		8.86

		1995		1155000		149447		53399		11.33		96048		9.4725				21368		6603		10.4275		14765		9.255

		1996		1246000		134321		47264		11.7		87057		10.1				36688		25120		12.3		11568		10.7

		1997		1302313		137572		54555		11		83017		10				16278		5865		11		10413		10

		1998		1364635		137777		54537		10.4		83240		9.5				17010		6178		10.7		10832		10.1

		1999		1475091		118885		45930		9.2		72955		8.7				13635		4826		10.2		8809		9.5

		2000		1484815		118376		51098		9.2		67278		8.1				13668		5410		10.1		8258		8.8

		2001		1438543		114827		45792		11.7		69035		10.5				12857		4639		13.3		8218		12.1
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