STATE OF NEW HAMPSHIRE
BEFORE THE
PUBLIC UTILITIES COMMISSION
DT 07-011
VERIZON NEW ENGLAND INC., BELL ATLANTIC COMMUNICATIONS, INC.,
NYNEX LONG DISTANCE CO., VERIZON SELECT SERVICES INC.,
AND FAIRPOINT COMMUNICATIONS, INC.

Transfer of Assets to FairPoint Communications, Inc.

Responses to Oral Data Requests Issued on September 9, 2009
Joint Hearing

1. Introduction

FairPoint Communications, Inc. (“FairPoint”) hereby notes that it received oral data requests
during the Joint Status Conference held before members of the New Hampshire Public Utilities
Commission, the Maine Public Utilities Commission and the Vermont Public Service Board in
the Town of Derry, New Hampshire on September 9, 2009. The oral data requests and responses
are provided below with all documents attached hereto being incorporated by reference.

ODR #1

Please advise (i) how many individuals does FairPoint employ as a “vice president”, and (ii) how
many of the same positions have been created since the closing. See Tr., p.65.3-9.

FairPoint Response:

There were twenty-five (25) vice presidents as of March 30, 2008. With the expanded
workforce, ten (10) additional vice president positions have been created for a current total of 35.

Peter G. Nixon is responsible for this response.



ODR #2

Please provide a copy of FairPoint’s revised biweekly report to the three state commissions and
their staffs, as revised. See Tr., ps. 104.4 - 105.14.

FairPoint Response:

Attached as FairPoint ODR 2 is (i) the actual bi-weekly report which (i) FairPoint circulated on
October 12, 2009 and (ii) intends to use for its on-going bi-weekly reporting efforts, (ii) the
related FairPoint Accessible Letter (# PRC 0031-09182009) and (iii) FairPoint Accessible Letter
(PRC 0038-10072009) indicating that FairPoint provided the first bi-weekly report on Monday,
October 12, 2009. As indicated in the attached Accessible Letter, the template was shared with
the CLEC community and the staffs of the three state commissions seeking their input. That
input has been incorporated in the final report.

Peter G. Nixon is responsible for this response.

ODR #3

Please provide quality assurance information related to FairPoint’s three (3) call centers. See Tr.,
ps. 110.4 -111.14

FairPoint Response:
Attached as FairPoint ODR 3 is a description of the customer survey/quality control process

currently underway and the results to date. An additional twenty (20) representatives in the
Bangor, Maine, center have been added to the survey.

Jeffrey W. Allen is responsible for this response.



ODR #4

Please provide information related to the present delivery of the so called DUF files to CLECs.
See Tr., ps. 171.13 - 172.8.

‘FairPoint Response:

FairPoint is successfully delivering Daily Usage File (DUF) records to all carriers today. As a
normal course of business, FairPoint continues to work with carriers on very minor issues, most
of them related to data. Carriers retrieve their files via FTP (File Transfer Protocol) or NDM
(Network Data Mover). FairPoint has been working with two carriers that use NDM. These
carriers had experienced some data failures in the delivery of their files. For these two carriers
FairPoint has in place a quality review process to manually review the delivery logs of all the
files and resend any data failures. Working with these two carriers, FairPoint implemented
changes into production during the week of October 7, 2009, which FairPoint believes resoleved
the issue. '

Another concern of the carriers is the delivery of the DUF fiiles via multiple files rather than one
single file. Currently, a system limitation does not allow for the delivery of a single file.
FairPoint continues to work with the vendor on the feasibility of enhancing the system to allow
for the delivery via a single file. The current process provides all of the data and files required
by the carriers, although some of the carriers would find the single file alternative more
convenient. ‘

Jeffrey W. Allen is responsible for this response.



ODR #5

Please provide information related to FairPoint’s compliance with C2C metrics specific to
acknowledgement of billing disputes, resolution of such disputes and the issuance of billing
credits. See Tr., ps. 172.23 - 173.5.

FairPoint Response:

C2C metric BI 304 requires billing disputes to be acknowledged within 2 days. BI 305 requires
resolution of disputes within 28 days. BI 308 requires credits to be made within 45 days.
FairPoint is compliant with all three metrics.

Jeffrey W. Allen is responsible for this response.



FAIRPOINT ODR 2



FairPoint Communications NNE Bi-Weekly Dashboard Cover Letter

Attached is the newly developed FairPoint Communications NNE Bi-Weekly Dashboard.

FairPoint has developed a variety of Key Performance Indicators (KPI’s) that will enable us to manage
our business and better serve our customers. As part of recent PUC activity, we have agreed to share
these KPV’s in the form of a Bi-weekly dashboard. We are measuring Key Performance Indicators in the
following areas:

Call Centers

Late Order Metrics
Billing

Flow Through
Installation

Repair

PUC Complaints

While many of the KPIs represent metrics similar to our monthly C2C, PAP and SQI reports, it is
important to note that the metrics represented in the proposed report should not be expected to mirror
the monthly reports submitted to the commissions due to differences in defined report specifications
and the timing of the data extract. These are intended to be directionally accurate and consistent across
all three states for management purposes.

It is our intent to continue all existing regulatory reporting and this dashboard is in addition to reports
filed with the PUCs.

Any similarity to measurements provided in the daily stabilization report should be disregarded, as this.
attached view is prepared as weekly dashboard to be distributed bi-weekly.

There are four specific areas that information is currently omitted. The first is the area under Billing.
These are noted to be provided monthly therefore the first data is expected to-be present on the report
of November 9. The second area is Flow Through which is expected to be included in the reportof
October 26. The third area is Installation by state. This information has been reported monthly via SQl
in the past and we are currently working on the mechanics to provide Bi-Weekly. This information is
expected to be on the October 26" report. The fourth area is Repair by state. Total Trouble Report and
Repeat Report Rate will be provided on the October 26™ report.

Please direct any questions or comments regarding this report to FairPointinput@FairPoint.com
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How Through

Total FT Pending New FT Orders |Total 100% FT % Flow
Beginning of Week Received' Completed2 Completed3 Pending Total*  {Through

Retail (POTS, DSL, Dir Listing)

LSR - JB
10/19-10/25 (2009,
10/26-11/1 (2009
11/2-11/8 (2009),
11/9-11/15 (2009
11/16-11/22 (2009
LSR - CB

10/19-10/25 (2009

11/16-11/22 (2009

LSR - All other (AB, BB, DB, EB,
FB, KB, MB, NB, PB, QB, SB)
10/19-10/25 (2009

10/26-11/1 (2009

11/2-11/8 (2009

11/9-11/15 (2009

11/16-11/22 (2009

Week Ending 10/23/09]

% Retail Total Orders Designed 55
Flow Through
% LSR Total Orders Designed as

Flow Through

! Flow through eligible orders consist of only those orders with 100% system processing by design.

2 These represent all Flow Through orders that have completed regardless of manual intervention.

3 These represent all flow through orders that have completed without manual intervention. These are included in the Total Completed column
? pending total represents in-flight orders that did not complete in current week and carry over to start of following week.
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1 Davis Farm Road
Portland, ME 04103

Industry Notification — Accessible Letter

Date: September 18, 2009 Number: PRC 0031-09182009
Effective Date September 18, 2009 Category: Process
Subiect: Template of Metrics Report on Status of Cutover Activities
ubject: £ .
or review
Related Letters: N/A
Attachments: Template of metrics report
Target Audience | IXC, CLEC, Wireless, UNE
Area Impacted:

Wholesale Customer Response deadline: | September 25, 2009

Contact: Send all Questions to: FairPointInpu irPoint.com
Conference Thursday September 24, 2009 @ 3P
Call/Meeting 1-800-240-3895 Pass Code: 667127#

Dear FairPoint Communications Wholesale Customer:

This notice is being sent to FairPoint Communications Wholesale Customers as a
follow-up to the September 9, 2009 three state commission hearing. During
the hearing regarding the status of the cutover activities, FairPoint
Communications committed to circulate a template of a metrics report to be
used in the future to measure FairPoint’s service levels.

Tt is anticipated that this report would be a publicly available document and
would be provided every two weeks. FairPoint also committed to obtain the
input from the staffs of the three commissions, the OPA, the OCA and the CLEC
community in developing the report.

Attached is the template FairPoint proposes to use as that report. FairPoint
would appreciate your comments and input to the template. In order to have
this report available as quickly as possible, please provide all comments to this
mailbox: FairPointInput@FairPoint.com . FairPoint will provide a response back
confirming that your input has been received within 24 hours.

Please note that we will also be adding this as a Special Topic during the
Thursday’s 3PM September 24, 2009 weekly FairPoint Wholesale Community
call. Conference Bridge: 1-800-240-3895 Pass Code: 667127#




% 1 Davis Farm Road
" Portland, ME 04103

Industry Notification — Accessible Letter

Date:

October 07, 2009

Number: PRC 0038-10072009

Effective Date

October 07, 2009

Category: Process

Template of Metrics Report on Status of Cutover Activities -

Subject: Update

Related Letters: | PRC 0031-09182009
Attachments:

Target Audience | IXC, CLEC, Wireless, UNE

Area Impacted:

Wholesale Customer Response deadline:

Contact: Send all Questions to: FairPointInput@FairPoint.com
Conference
Call/Meeting N/A

Dear FairPoint Communications Wholesale Customer:

This notice is being sent to FairPoint Communications Wholesale Customers as a
follow-up to the Thursday September 24, 2009 presentation on the proposed
‘Template of Metrics Report on Status of Cutover Activities” outlined in

Accessible Letter PRC 0031-09182009.

We are happy to report that the updated format of the Bi Weekly report will be
distributed on Monday, 10/12, and that will be the beginning of our biweekly
distribution. We are implementing changes based upon input received; even
with the additional suggestions that we have incorporated we will be able to
provide most of the data points in the initial distribution of the report and we
will complete the population of the remaining data points subsequently.

Please send any questions or concerns to FairPointInput@FairPoint.com

Page1of1
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8/3-8/9 8/10-8/16 8/17-8/23 8/24-8/30 8/31-9/6 9/7-9/13 9/14-9/20 9/21-9/27 9/28-10/4 10/5-10/11
(2009) (2009) (2009) (2009) (2009) (2009) (2009) (2009) (2009) (2009)
% installation appts missed - customer reason

% installation appts missed - company reason

8/3-8/9 8/10-8/16 8/17-8/23 8/24-8/30 8/31-9/6 9/7-9/13 9/14-9/20 9/21-9/27 9/28-10/4 10/5-10/11

(2009) (2009) (2009) (2009) (2009) (2009) (2009) (2009) (2009) (2009)
Total Trouble Reports - per 100 lines !
Repeat Report Rate”
% repair appts me’ 87% 86% 85% 84% 86% 86% 86% 87% 87% 71%
% Cleared in 24 hours* 46% 57% 55% 45% 58% 57% 53% 65% 57% 54%

New Hampshire

Previous Weekly Closed 189
Total Completed/Removed since Previous Reporting Period 25
Total Added since Previous Reporting Period 61
Currently Open 225

7o calculate this metric we will use the publicly reported Total Switched Access Lines
figure as of the previous quarter.

2 Repeat Report Rate is the total number of repeat reports divided by the total reports.
Also, this excludes Wholesale and includes customer caused troubles.

2% Repair Appointments Met is calculated by Total Appointments Met divided by Total
Appointments

* 9% Clear in 24 Hours equals Business plus Consumer troubles cleared in 24 hours
subtracted from the Total troubles cleared in 24 hours.

® PUC Complaints will start to be captured on 10/4/09. Only New complaint history will
be included prior to 10/4/09.



